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Problem Domain

The integration of Artificial Intelligence (AI) into Information Technology Service Management (ITSM) represents a significant shift in how organizations manage and deliver IT services. While AI offers promising enhancements, its adoption within ITSM frameworks faces challenges related to data complexity, privacy, and the need for skilled personnel.

Problem Description

Despite AI’s ability to automate tasks and improve incident response times, its implementation in ITSM environments is hindered by integration difficulties, lack of transparency in decision-making, and concerns over data governance. These issues limit the full potential of AI in transforming ITSM into a proactive and intelligent system.

Significance of the Problem

ITSM is a foundational element in modern organizations, ensuring efficient and reliable IT service delivery. Enhancing ITSM with AI can lead to improved service quality, operational efficiency, and user satisfaction. Addressing the integration challenges is crucial for realizing these benefits and advancing digital transformation.

Research Objective

This study aims to analyze how AI contributes to improving ITSM methodologies by:

• Identifying AI-driven tools and techniques used in ITSM
• Evaluating AI’s impact on service quality, efficiency, and user satisfaction
• Exploring challenges and limitations in AI-ITSM integration
• Highlighting future trends in AI-powered ITSM evolution
Research Methodology

The research involves a literature review of six academic studies published between 2017 and 2022. Each study is examined for its objectives, methodology, key findings, and limitations. A comparative analysis identifies common themes and divergent approaches, and a summary table consolidates the insights.

Supporting Citations

The report is supported by peer-reviewed sources, including:

• Smith & Patel (2018): AI in ITSM
• Liu & Kumar (2019): Machine Learning for IT Operations
• Ahmed & Zhang (2020): AI-based Automation
• Wang & Thomas (2021): Predictive Analytics in ITSM
• Kim & Lopez (2022): Chatbot-driven ITSM
• Brown & Nair (2023): Future of AI in ITSM
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