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Introduction

Throughout my career working with integrated operating models, | don’t remember a technology creating
an impact like generative Al (Gen Al) and large language models. User excitement is palpable and is reflected
in the fact that Chat GPT gained more users in just two months than Instagram did in over two years'. More
widely, McKinsey? recognizes that Gen Al has the potential to deliver significant economic benefits, making

it the next frontier in productivity enhancement.

In today's rapidly evolving digital age, where agility and efficiency are essential for business success,
integrating Gen Al presents a rare opportunity to enhance Service Integration and Management (SIAM) and
service management outcomes. As organizations seek to introduce these technologies, they will be faced
with the challenge of prioritizing investments, delivering Al successfully, and ensuring staff are empowered to

deliver their changed responsibilities.

In this paper, | will explore how integrating generative Al can transform SIAM and service management

practices and offer some practical tips on where to start.

Rank & Platform Launch s Time to 100M Users
1 Threads 2023 5 days
2 ChatGPT 2022 2 months
TikTok 2017 9 months
WeChat 2011 1 year, 2 months
Instagram 2010 2 years, 6 months
Myspace 2003 3 years
WhatsApp 2009 3 years, 6 months
Snapchat 2011 3 years, 8 months
YouTube 2005 4 years, 1 month

Facebook 2004 3 years, 6 monthsv

3 Table 1: How long did it take for popular apps to reach 100 million users?
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Understanding SIAM

Just over a decade ago, SIAM emerged as a response to the increasing complexity of managing multiple
service providers. Its cohesive approach to integrating disparate suppliers and technologies improves service
outcomes, reduces cost, and increases agility. Clients' evolving needs reflect these opportunities; whether that
means introducing technology platforms or improving the supply chain, SIAM can help. In this way, SIAM is a

proven response where complexity creates a challenging operational environment.

The role of generative Al

Traditional service management practices may face constraints in large-scale, complex operating models
due to reliance on manual processes and human interventions. Over the last decade, the introduction of agile
methodologies, integrated tooling, and modular operating models has resolved some of these challenges.

It is time for Gen Al to continue this progression and deliver highly integrated service models.

Introducing generative Al into SIAM operating models offers organizations unparalleled potential to
overhaul traditional practices. It automates repetitive tasks and allows staff to concentrate on value creation,
facilitating innovation and empowering businesses to become more productive. Harnessing the capabilities
of generative Al allows organizations to revolutionize their SIAM frameworks, culminating in optimized

operational efficiencies and superior customer experiences.



@ LTIMindtree

Optimizing service operations

Effective service operations are critical for ensuring uninterrupted service delivery and customer satisfaction.
Frequently, this means a range of demands vying for the attention of Service Operation Managers, creating
high-stress and chaotic environments. The introduction of Gen Al helps cut through this noise and complexity
by providing prioritized real-time insights, automating routine tasks, and facilitating proactive action. Gen Al
also enables anomaly detection, leading to proactive interventions and predictive maintenance. Analyzing
large data sets simplifies complex processes, streamlines operations, and enhances efficiency, improving
service delivery and decision-making. This leads to fewer service disruptions and drives continuous

improvement in service operations.

Beyond gathering and interpreting performance data, use cases for Gen Al support redesigning and
replacing workflows. Whether assessing standard operational changes or auto-routing tickets, Gen Al allows
us to reduce human errors and speed up interventions across service management practices. Extensive use
of low-code/no-code means that the barrier to including Al capability within workflows is rapidly reducing,
with many tooling platforms now supporting the inclusion of Gen Al without coding knowledge. So, how

can organizations start making these changes?

Organizations can begin by identifying key areas in service operations where Gen Al will enhance outcomes.
They should undertake an analysis of tasks across a value stream to identify opportunities for automation
and consider using the occupational task database at onetonline.org to support the task-based analysis.
Organizations can also evaluate available Gen Al solutions (many of which are likely to be available within
existing tooling platforms) and pilot them in selected processes. Working closely with stakeholders helps
manage organizational change, monitor performance metrics to measure impact, and refine strategies
iteratively. Organizations can also start collaborating with trusted partners who take the time to understand
the organization and are not locked into specific technologies. By starting small and iterating quickly, it is

possible to identify how value can be maximized and risks mitigated.
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Industry Estimated Share of U.S. Employment Exposed to Al (%)
Office and administrative support 46%
Legal 44%
Architecture and engineering 37%
Life, physical, and social science 36%
Business and financial operations 35%
Community and social service 33%
Management 32%
Sales and related 31%

Computer and Mathematical 29%

Farming, fishing, and forestry 28%

4 Table 2: Estimated automation exposure for over 900 US jobs using the O*NET occupational database (2023).
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Customer support

Gen Al can assist in automating tasks on support desks of all types, including summarizing conversations into

clear written notes and routing tickets, allowing humans to focus on more complex challenges. This supports

high-performing organizations’ drive to improve customer satisfaction, speed ticket resolution, and improve

employee fulfillment. In this way, Gen Al enhances the role of customer support agents, increasing their value

and upskilling, rather than replacing them completely®.

Implementing Gen Al on the service desk is a good place to start, and here are a few ways of doing this:

01

Consider introducing tooling solutions
equipped with Gen Al capabilities or find
ways to exploit existing tools fully. Many
tools and tooling plugins enable real-time
knowledge search and summarization.

03

Provide comprehensive training to

agents and continuously refine
processes based on user feedback
to ensure optimal outcomes.

02

Identify pain points in customer service
operations and assess how Generative
Al can enhance agent efficiency. Using
value stream mapping or task analysis

can help here.

04

Consider the judicious use of
Natural Language Understanding
(NLU)-powered chatbots to
enhance customer service further.

Given the significant impact of introducing Gen Al for customer service agents, an effective change

management approach will be key to bringing agents along on the journey of Al implementation.
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Service design
and transition

Frequently, SIAM is used as a methodology to support complex services
with multiple delivery partners and technology platforms. In the past,

| have used techniques like service mapping and reusable service
patterns to reduce the complexity of service designs. However,
developing effective support models is time-consuming and requires
developed skills. Introducing Gen Al helps break down these barriers
and reduces design overheads. By leveraging Al to analyze datasets,
organizations can identify optimal service configurations, anticipate
challenges, and recommend tailored solutions. Practical applications

of Gen Al in service design include automated documentation creation,
knowledge guides, generating service blueprints, and facilitating

smooth transitions.

To begin introducing Gen Al into service design and transition processes,
organizations can pilot Al-driven tools to automate the creation of
knowledge artifacts and streamline the documentation process. By
starting with small-scale pilots and gradually scaling up based on

feedback and performance metrics, organizations can minimize risk

and maximize the impact on the delivery of transitioned services.
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Knowledge management

Gen Al-driven tools are designed to create content, so it's no surprise they excel at the challenge of delivering
effective knowledge management. Al can be used to enhance the creation, storage, retrieval, and sharing of
knowledge across an entire SIAM service ecosystem. This means that knowledge can be automatically
generated, concisely written, and consistently described across various repositories to support service desks,
Dev Ops teams, and users. Utilizing Gen Al across the knowledge management value chain presents a good
opportunity for organizations to exploit the technology with lower barriers to entry and risk. The ease of
creating high-quality content means that the feedback loop from users can be significantly shortened, with

gen Al playing a part in analyzing, acting on user feedback, and producing feedback dashboards.

One point to stress is the importance of protecting sensitive data when using large language models
accessible via a public web interface®. Sensitive information may leak when inserted into the chat window
and transmitted via the model. Users must be trained to avoid sharing private information, and security
policies must be updated, including acceptable use policies and security solutions. This underlines the
importance of training the workforce in the use of Gen Al’. In addition to security demands, Gen Al requires
organizations and individuals to reassess ethics when using Large Language Models (LLMs). In these cases,
SIAM can also play an important role in providing a holistic and integrated governance model into which we

can plug Al oversight.

Frequency of Al use by seniority NON USERS RARE USERS REGULAR USERS

0, Leaders within companies are four times more likely 0,
8 A’ than frontline employees to be regular users of Al tools. 80 A’

Leaders

Managers 46 %

Frontline employees 20%

Sentiment by Frequency
of Al Tool Use

8 Image 1: Frequency of Al use by seniority (2023).



&p LTIMindtree

Skills and development

The introduction of Gen Al is frequently shared as a driver for large numbers of job losses, as semi-sentient
computers replace entire industries. The reality is somewhat more nuanced. Gen Al is influencing many roles
and automating tasks rather than replacing entire career paths. This offers mind workers the opportunity to
focus on value-added tasks whilst Al undertakes the more mundane work. This, in turn, offers the

opportunity for work to be more fulfilling and has implications for how we train our workforce.

In LTIMindtree, the consulting team’s emphasis is placed on Pi (1) and Comb (m) shaped employee skill sets.
In other words, our consultants all have deep experience in our specializations, supported by certifications in
wider skills, including Gen Al. You can see the shift towards skills that complement Al developments in the

World Economic Forum's Future of Jobs Report®, with skills like creative problem-solving and design thinking
taking center stage in the future workforce. These changes will not be delivered without significant training

analysis and delivery, and these activities should take a prominent role in any Gen Al project.
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Personal reflections

Like any significant change in how we do things, the introduction of Gen Al can seem daunting. It is always
sensible to start where you are and progress iteratively. Consider finding the right partner or partners. Ideally,
organizations that will collaborate and understand your business, question assumptions, and create value.
This paper has scratched the surface of how service management professionals can leverage Gen Al within
their SIAM solutions. There are lots of areas that | haven't covered, for example, using generative Al to deliver

operational change or the role of Gen Al managing SLAs across the SIAM ecosystem.

Gen Alisn't just about automation; it's about augmenting decision-making, fostering a culture of innovation,
and empowering organizations to navigate the complexities of modern IT landscapes with confidence.
Generative Al equips service management and SIAM professionals with a powerful toolkit to drive innovation

and deliver unparalleled service experiences for users.

LTIMindtree Consulting can help you make the most of SIAM and Gen Al. For more detailed information,

please visit our SIAM Consulting pages or, even better, message me on Linkedin.


https://www.ltimindtree.com/services/consulting/
https://www.linkedin.com/in/justin-williams-1b8353b0/?originalSubdomain=uk
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