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What is AI? 
Section 1 



What is AI? 
Artificial Intelligence is… 

Artificial Intelligence is NOT… 

…when machines carry out human like tasks 

…Programs and applications that learn, or use logic 

…intelligence demonstrated by machines 

…math 

…Skynet, the terminator, the end of the world 

…going to replace all workers 



What is AI? 
AI technologies 

Source: Gartner Hype Cycle for Artificial 
Intelligence, 2018 



Terminology 
Machine / Deep Learning 
Data processing and ‘learning’ based on input processing 

Neural Networks 
A node or Neuron based approach for processing data with ML 

Decision Support System 

A system that recommends an action as an augmentation 

Chatbot 
A conversational UI that makes use of intents 
to funnel users to entities 



General uses 
Machine / Deep Learning 
Data processing & Analysis 
Pattern Recognition 
Searching & Indexing 

Examples 
Stock Market 
Insurance Underwriting 
Chess 
NLP / OCR 
Medical Analysis 
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When do you believe Artificial Intelligence will 
be mature enough to incorporate into your IT 
Service Management practices? When do you believe the majority of IT 

organizations will be mature enough to embrace 
Artificial Intelligence? 



AI in ITSM 
Section 2 



AI in ITSM 
Technical / Agent 

Intelligent Search 

Auto Classification & Assignment 

Auto Triage & Remediation 

End-Users 

Intelligent Search 

Multi-channel Bots 

& Virtual Agents 

Process Owners & Managers 

Continual Service Improvement via 
Pattern matching 

Proactive Problem management 

Improved Change management 

Other Analytics such as surveys 



Technical Agent 
Intelligent Search 
Similar to the end users; Finding the right KAs or KCS approach. 

Auto Classification & Assignment 
Using Historic Data, suggesting which service is being requested, and who may be best to work on it. 

Auto Triage & Remediation 
If you know the issue, point it out!  
Also helpful for “advanced spellcheck”-like features. 



Process Owners & Managers 
Continual Service Improvement via Pattern matching 
Look for trends and find areas for improvement. 

Proactive Problem Management 
Stop it before it breaks. Use event management with AI to find issues before they become outages. 

Improved Change Management 
Look for configuration changes, or differences in the CMDB, or generate records in workflows. 

Other Analytics such as surveys 
Use data to find trends, or associate things. 



Ticket Processing 



Ticket Processing 



Ticket Processing 



Ticket Processing 



Chatbots 



Getting Started 
Section 3 



Workflows and Automation 

The Ones You Probably Own 

Automating your workflows is an simple application of AI. 

Smart workflows that replace manual processes area good investment. 

Threshold-based automations and actions 

Tiered Alerts based on CI events and state changes 



Quick Wins 

Don’t Reinvent The Wheel 
If you don’t have internal resources for this, use a tool! 

Cloud tools such as IBM BlueMix, Microsoft Azure, Amazon Web Services, provide many AI 
capabilities through their platforms. 

Open Source Projects on places like Github may be helpful. 

Check to see what you already may own 

Start Small 

Don’t be afraid to test the waters with existing data, or do a trial run. 

There is no need to implement everything on day 1. 



Starter Projects 

Workflow Automation 
(IF This Then That) 
Find processes that you do repeatedly and digitize 
/ automate them. 
EX: Email Workflows,  Telephony Integrations, Approvals 

Sentiment Analysis & Language 
Processing 

What is someone saying, how are they feeling. 

 
 

Chatbots 

Use an online system, play around for an hour or 

two 

Personalization and Awareness 

Use the data that is available to you to inform 

more about what is going on. 

EX: Location, hostname or IP, Active Cookies, etc. 



The Future 
Section 4 



The Future 
What’s Next in AI? 

More Accessible (and Cheaper) Tools. 

Faster Processing of data. 

Better quality and “believability” of tools. 

Internet of Things and Robots (The friendly ones) 



The Future 
Shaping AI’s Future 

Get involved in projects that interest you. 

Support Research in Academia or industry 

Educate and Inform your peers, employees, and higher ups. 

Provide feedback to vendors / platforms you use. 

Innovate and try new things. 



Thank 
You! 
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