IT Service Management is

No Longer the
of Tech
Organizations




About me

10 years of Industry Experience

Working as a Senior Technical Consultant in the
ServiceNow Impact Team in Canada

Host ServiceNow community meetups in
Toronto and Montreal. Guide newcomers and
career switchers into the

ecosystem.

Find my blogs on Hacker Noon and my LinkedIn
Newsle tter

Upcoming books on Al in ITSM and Navigating
Your Career in ServiceNow.

In my free time, you will either find me in the
gym or stuck to my couch. No grey areqs!




Why Does Still Feels Outdated?

LEGACY OVER-RELIANCE SILOED
PERCEPTIONS ON TOOLS OPERATIONS




The Evolution of ITSM

® 1990s ® 2010s
Reactive firefighting Agile, Cloud, DevOps

ITIL standardization Al, Experience, Autonomy

® 2000s ® 2020s




What Changed?

&

hybrid, edge, Al Neftflix-level ease Speed with governance

Saas,




Legacy ITSM —

Ticket-driven —

The New

Of |TSM Reactive —

Tool-specific —

Siloed —




Real-Worla

24% faster issue
resolution (ServiceNow,
2024)




& Autonomy

Virtual agents GenAl

Predictive risk . Humans in the
ho[\]czljriecig% of analysis sumrEcBJSnes & loop, not out




SLAs — XLAs

M@p digital journeys. not Experience

just pings Is the New
Uptime

Measure friction, not just
failures




The Modern [TSM

Logging —

SLA admin — Approvals —

B
o




AUTONOMOUS INVISIBLE.
ONBOARDING INTELLIGENT.
TRUSTED.




Call to Action

your ITSM .\
maturity responsibly

@ experience
metrics







Thank You. Merci. Arigato.

SCAN THE ABOVE QR CODE TO FIND EMAIL INFO: KNOW MORE ABOUT MY UPCOMING
ME ON LINKEDIN SAANIYACHUGH@GMAIL.COM BOOK:

ServiceNow’s Intelligent IT Service
Management: A Comprehensive
Guide To Implementing The
Platform’s Al Capabilities For IT
Managers

days of boring plumbing over.
Let’'s reimagine


mailto:SAANIYACHUGH@GMAIL.COM
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