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Challenges

Limitations of Traditional Support

Reactive Workflows Incident Volume
Traditional I'T support relies on reactive, ticket-driven A high volume of repetitive incidents burdens support teams,
workflows, which often lead to significant delays. This overwhelming their capacity to manage requests efficiently.
approach forces teams to respond to 1ssues after they arise, This not only affects staff morale but also prolongs response

increasing overall resolution times. and resolution times for users.




Introducing Zero
Service Desk

Concept Overview

The Zero Service Desk redefines I'T support
by leveraging Al and Self Service to
automate processes, transforming reactive
practices into proactive, predictive solutions
for improved efficiency without any human
intervention




Key Machine
Learning
Techniques for I'T
Support
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Automatically categorizes
incidents for efficient
resolution.
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Identifies unusual patterns to
prevent potential issues.




Approach

Prevent Delflect OR Automate Augment

« Observe and monitor « Understand user's intent « Review the issue « Provide tools to help

« No Incident Reported « No human involved involved

« Fast i1ssue resolution
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Architectural
Patterns

Integration Overview

The Zero Service Desk architecture seamlessly
integrates ML models with ServiceNow
components, enhancing support efficiency
through automated workflows, virtual agents,
and focused governance.

Zero Service Desk Architecture
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Operational Considerations

Al & Decision Governance

« Establish Al ethics and responsible
Al policies.

« Validate training data quality and
bias mitigation.

« Define human-in-the-loop escalation
thresholds.

Governance for Autonomous I'T Support

Risk & Compliance Governance Value & Performance Governance

« Enforce least privilege access « Ticket deflection rate.
for automation.

: . : « Automation coverage %.
« Validate Al decisions against

compliance policies. .
« Mean Time to Resolve (MTTR).

« Maintain audit trails for
automated actions. « Employee experience improvements.




Measurable Outcomes of Zero Service Desk

Redudeed IntciéntVolunme-

Incident Reduction

Incident volume has
significantly
decreased, enhancing
efficiency.

Cost Savings

Automation has led to
lower operational costs
overall.

User Satisfaction

Enhanced support
processes improve
user experience
greatly.

Décreased Duyntume

Downtime
Reduction

Significantly reduced
downtime results in
greater productivity.

Business Growth

Positive impacts drive
business growth and
innovation forward.




Summary & Future

Zero Service Desk milestone 1s a significant transformation achievement. However, 1t is not an endpoint — it becomes the
foundation for Autonomous Operations, Experience-Driven IT, and Enterprise AI adoption.

Next Steps

o Transition from Zero Service Desk to Autonomous Enterprise
« Al & AIOps Evolution - From Proactive to more Predictive.
« Hyper-Automation & Agentic Workforce.

« Continuous Value Realization & Optimization.




Thank You!

We appreciate your attention and welcome your questions?



