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IT service management (ITSM) has always been a balancing act. The job is
about making sure employees have what they need, problems are solved
before they spiral, and everything runs with as little friction as possible. But let's
be honest, IT operations are tricky. Think of the sheer number of requests,
outage alerts, system updates, and troubleshooting tickets that pass through
any IT department. Each task brings its own quirks and dependencies,
demanding careful orchestration and, more often than not, a lot of manual
oversight.

Building and maintaining these operational workflows takes time. IT teams
dedicate hours, sometimes even take days just on designing, refining, and
correcting workflows to make sure requests are routed, prioritized, and
resolved properly for both users and technicians. Whether it’s resetting
passwords, onboarding new hires, or deploying patches, these processes are
rarely completely automatic. The constant need for manual input not only
slows response times but risks inconsistency and fatigue.

Now, things are shifting. Agentic Al and purpose-built Al agents are changing
what’s possible. These aren’t the half-smart chatbots of a few years ago.
Autonomous agents can interpret intent, act on context, and even coordinate
with each other to knock out complex, multi-step tasks with minimal human
involvement. The result? Service management software, ITSM is becoming less
about firefighting, more about strategic oversight and continuous
improvement.
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Let's break down how service operations typically unfold in ITSM, whether
handled by humans, basic automations, or advanced Al agents:

Request Intake: An employee, customer, or system flags
an issue or maybe a broken laptop, software access, or a
critical incident. This comes in via a ticketing system.

Categorization and Prioritization: The request is instantly
sorted, tagged, and assessed. Is it urgent? What team
should handle it? In traditional workflows, this step relies
heavily on humans deciding severity and routing.

Response and Assignment: Tickets are assigned to
technicians, experts, or automated tools. In many orgs, this
still means a dispatcher or service desk lead matches the
job to available staff, balancing expertise and schedules.

Resolution: The fix happens. It could be a technician
following a checklist, a script pushing an update, or
automation independently resolving the issue based on
context. For complex requests, solutions sometimes require
back-and-forth, clarification, escalation, or approval.
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Closure and Verification: The user’s problem is checked
(either automatically or manually). If all looks good, the
ticket’s closed. If not, it’s rerouted or escalated.

Continuous Feedback and Improvement: All interactions
feed back into the system to refine knowledge bases, update
workflow logic, and improve detection, assignment, and
resolution.

Here’s why this workflow matters: every stage, especially the handoffs and
decisions, introduces opportunities for slowdowns and errors.

Agentic Al and next-generation agents are beginning to handle not just the
low-hanging fruit, but the nuanced decisions, reducing manual intervention
and streamlining these operations. The goal isn’t to replace the IT team it’s to
free them up for higher-value work and ensure issues get resolved faster, more
accurately, and with less friction for everyone involved.The complexity of the
service management system isn’t going away, but the way we manage it is. And
that’s long overdue.

© Indium 04




How Al Agents are Streamlining
ITSM ServiceNow

Your ITSM is the Single Source of Truth

Every incident, request, and technical hiccup your organization faces
lives in the ITSM platform, think ServiceNow, Jira, or any system you use.
This platform isn't just a database; it's the living memory of your IT
operations, holding every ticket and outcome.

Automation Agents Plug into Your Workflow

Now, imagine agents, these are Al-powered helpers positioned at
different steps of your service process. Each agent is designed to
automate a part of the workflow. For example, one might work on
analyzing new tickets, while another focuses on the more complex,
high-priority incidents.
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Feeding Data to Al for Smarter Decisions

All your historical ticket data gets fed into the Al models behind these
agents. With this foundation, you can spin up a virtual service desk
assistant. Let’s walk through how it helps:

« You input a ticket number.

« The agent instantly pulls up the ticket, pulls relevant history from the ITSM,
and suggests a resolution, using past data, not just guessing.

- If similar tickets were usually resolved by a specific support level (say, L2), it
flags that, provides resolution steps, and even shares statistics like average
resolution time.

The result: The help desk saves time searching, guessing, or waiting for
escalation.

Task-Specific and Priority-Based Automation

You don’t have to automate everything at once. Maybe you only want to
automate handling of P1 and P2 (top-priority) incidents. For lower
priorities like P3 and P4, you might stick with manual review. You can even
tailor agents for specific systems or teams where you see the biggest
bottlenecks. The approach is flexible and cost-conscious.
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On-Prem Data Only: No Uncontrolled Search

For security and control, your Al agents need not reach out to the broader
Internet. They rely solely on your in-house ITSM data. This keeps

everything private and avoids the risk of exposure to sensitive internal
issues.

Oversight by a Supervising Agent

With multiple agents running, you'll want oversight. A supervising agent
acts as mission control, monitoring each Al helper and pulling together
data on their performance. How often are they right? How many tickets
do they resolve? Where do they get stuck or make errors? The supervisor
spotlights trends and weaknesses so you can improve.
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Track, Measure, and Improve

Success isn't just about tasks completed; you'll want clear metrics.

Success rate: How often does the agent resolve or route the ticket correctly?
Failure rate: How often does it fail to offer a useful answer?

Error rate: Does it ever suggest the wrong fix?

Resolution time: Is it actually speeding things up?

With this feedback, you can fine-tune agents, train them in new scenarios,
and focus improvement efforts where they matter most.
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Al agents don’t replace your IT team, they make them stronger, faster, and less
bogged down with repetitive tasks. And with smart oversight and tight
feedback loops, you're always in control and primed for continuous
improvement.

Agent-Driven SAP Incident Resolution

Say, for example, when a critical system like SAP goes down, the fallout can halt
entire supply chains. Manual interventions are slow and unpredictable. That’s
where Al agents kick in, they can detect incidents the moment they crop up in
ServiceNow, decide on the best course of action with context from past
incidents, and even coordinate fixes on your SAP servers automatically. This
section walks through how these agents handle SAP incidents from detection
to resolution, keeping operations running with minimal human oversight.

___  SAP Incident Reported

—

SAP An error or issue is discovered and reported in the
~—  ServiceNow

Agent Monitors Service Now for SAP Tickets

h The agent continuously checks ServiceNow for new
- J
— incidents related to SAP systems.

Agent Processes New SAP Ticket

am On finding an SAP-related ticket, the agent reads and
=) analyzes incident details using historical and current
ITSM data.
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The agent consults past solutions, knowledge base, and
context to recommend or auto-select the most likely fix.

Agent Determines Resolution Steps

@ Agent Identifies Required Actions
(D

) ‘\ Example action: Restart a specific SAP service.

Agent Coordinates with Other Agents if Needed

YERNGY
@ If the resolution involves multiple steps or systems, it can
& trigger other specialized agents (e.g, an agent for
restarting SAP services).

Specialized Agent Executes the Action

@ For example: The restart-service agent receives
V< instructions with the specific service to restart and takes
action on the SAP server.

Confirmation and Validation
@ Agents verify if the action resolved the issue (e.g., service

restart was successful, SAP is up).

Update Ticket and Notify IT Team

")

The original agent updates the ServiceNow ticket with
the actions taken and resolution details, notifies the
assigned IT staff for reviews
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Updating Knowledge Base

.?O:\. The original agent triggers the knowledge agent to

=9 automatically update the relevant Knowledge Base
' article, ensuring documentation stays current for future
incidents.
Incident Closed or Escalated
Py

8[' D[I If resolved - Ticket is closed. If unresolved - Escalate to
o IT staff or trigger further diagnosis agents.
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Benefits of Agentic Al and Al Agents in
ITSM for Enterprise Performance

Faster Issue Resolution

Agentic Al accelerates the entire incident management lifecycle. By
instantly analyzing incoming tickets, identifying similar past cases, and
recommending or taking the right action automatically, Al agents reduce
the time it takes to resolve issues. This speed minimizes downtime and
keeps business processes moving smoothly.

Reduced Manual Workload for IT Staff

Al agents handle routine and repetitive tasks such as ticket
categorization, initial troubleshooting, and low-level fixes. This frees IT
personnel from constant firefighting, letting them focus on complex
problems and strategic initiatives, ultimately raising the team's
productivity and job satisfaction.

Consistent and Data-Driven Decisions

Unlike humans who may vary in judgment or overlook details during
pressure, Al agents continuously learn from historical data and follow
established best practices. This leads to more consistent outcomes, fewer
errors, and improved compliance with IT policies.
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Proactive Problem Detection and Prevention

Agentic Al doesn't just react; it can detect patterns signaling potential
outages or failures before they escalate. Early warnings enable
preemptive actions that prevent disruptions, improve system reliability
and protect revenue streams.

Scalable Support Across Priority Levels

Al agents can be tailored to prioritize high-impact incidents (like P1 and
P2 severity) while managing lower-tier tickets efficiently, either via
automation or by supporting human agents with quick insights. This
flexible scalability means enterprises can maintain service quality even
as demand fluctuates.

Intelligent Collaboration Among Agents

Multiple Al agents specialized in different tasks can coordinate smoothly,
sharing information and triggering appropriate actions without human
intervention. This orchestration enhances complex workflows such as
multi-step incident resolutions, making IT operations more coherent and
agile.

Improved User Experience with Faster Feedback

End users benefit directly as issues get resolved faster and
communication becomes clearer. Al agents can provide real-time
updates and relevant knowledge snippets, reduce frustration and boost
trust in IT services.
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Empowering ITSM with
Agentic Al for Lasting Performance

Bringing Agentic Al in ITSM isn't about replacing people; it's about empowering
teams with smarter tools that handle the grunt work, reduce errors, and speed
up service delivery. Enterprises that adopt this approach see smoother
operations, happier employees, and stronger alignment between IT and
business goals. The future of IT service management lies in intelligent
automation that thinks ahead and works alongside human experts, delivering
performance improvements that simply weren't possible before.
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About Indium

Indium is an Al-driven digital engineering company that helps enterprises build,
scale, and innovate with cutting-edge technology. We specialize in custom
solutions, ensuring every engagement is tailored to business needs with a relentless
customer-first approach. Our expertise spans Generative Al, Product Engineering,
Intelligent Automation, Data & Al, Quality Engineering, and Gaming, delivering
high-impact solutions that drive real business impact.

With 5,000+ associates globally, we partner with Fortune 500, Global 2000, and
leading technology firms across Financial Services, Healthcare, Manufacturing,
Retail, and Technology—driving impact in North America, India, the UK, Singapore,
Australia, and Japan to keep businesses ahead in an Al-first world.
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