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The concept of artificial intelligence (Al) is nothing new to the technology world. However,
recent developments have made it more desirable than ever across the globe. The Al
revolution is taking the world by storm and significant transformations are expected

in the near future. Many industries worldwide are leveraging the power of Al to drive
innovations, and the IT industry is no exception.

In this eBook, we'll take a look at the significance of Al in today’s world and how it can

enhance your IT operations by minimizing noise, boosting efficiency, facilitating growth
and fostering innovation.
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History of Al

The term artificial intelligence was first coined in the 1950s when a
generation of scientists, philosophers and mathematicians explored
the possibility of building intelligent machines that could solve
complex problems and make decisions. What was once a fantasy
restricted to science fiction began gaining momentum as computing

became faster, cheaper and more accessible.

Al has gained much traction over the last few years owing to the
improved capacities and computing power required to “mine”
machine learning. It continues to evolve, with people discovering
new opportunities to leverage Al every day. The Al market was
valued at about $69.25 billion in 2022 but is expected to skyrocket
to $1,871.2 billion by 2032.
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What is artificial intelligence?

According to John McCarthy, who coined the term artificial In many cases, human intelligence monitors an Al’s learning process.
intelligence, it refers to the science of making machines intelligent. However, many Al models are capable of learning without any

In other words, Al refers to creating intelligent programs that can human supervision. Human intervention is required in certain critical
perform tasks that typically need human intelligence. However, in models to establish good behavior and discourage bad ones.

today’s world, Al is not merely restricted to the capabilities of the

human mind.

Multiple advancements have now made it possible for Al to improve
upon the human mind and create a new paradigm shift in various
sectors. In its simplest form, Al leverages the power of robust datasets
to solve complex problems. The information fed into an Al system
is highly critical since Al uses it to establish patterns and make

--‘
classifications. ‘
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Common Al applications

in the modern world
Al is rapidly growing today and its impact can already be felt in
multiple industries. From chatbots to self-driving cars, the real-world ||

applications of Al are endless. Most organizations now use Al to N
perform repetitive tasks to free people from wasting time on mundane

labor. However, this is just the start. Al will likely have far more wide-

reaching applications in the future.

Here are some of the common Al applications in today’s world:

When you train a machine to perform simple,

repetitive activities, it is known as automation. With ON‘ I

Al, the machine can learn what it is working on and

determine its own path to improved performance. Al
automation allows organizations to maximize their
capabilities while leveraging machines for mundane

tasks.

Data analysis and insights:

Al has facilitated a massive shift in various industries
because of its ability to analyze data at lightning
speed. Data analysis used to be a process that
required significant human input. However, Al

can incorporate machine learning to process vast
guantities of data automatically. You can leverage Al
to process complex data, analyze patterns and make
accurate predictions. As a result, Al systems can

uncover exceptional insights at superhuman speed.

Predictive analytics:

Predictive analytics uses statistical data to predict
future events or trends. Organizations can gain deeper
insights into future events by establishing patterns

in their historical data. When paired with Al, your
systems can analyze complex patterns autonomously

and provide accurate forecasts of optimal outcomes.
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Process improvement:

Process improvement is all about making small but
consistent improvements to determine what works
and what doesn’t. When you use Al to improve

your processes, you can witness rapid iterations in
adjusting variables and delivering results. Also, if there
are any bottlenecks or resource constraints in the
processes, you can identify them sooner and prevent
costly delays. As a result, you can achieve process

improvement with great accuracy and less effort.

Customer service and engagement:

Leveraging Al to provide customer services has
become the quickest way to drive engagement.

When talking about Al in customer services, people
instantly think of chatbots. However, Al has more
capabilities than that. For instance, companies can use
Al-powered analytics from customer data to predict
customer behavior and intent. It helps them take a
proactive approach to serve their customers better
by identifying and preparing for the most common

questions and concerns.
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\

Alert management:

Monitoring everyday processes and having a
comprehensive alert system are critical for seamless
IT operations. One of the key benefits of using Al in
alert management is anomaly detection. An Al system
can detect deviations from established patterns

more accurately than human eyes. As a result, your

IT environment can easily find outliers from normal
baselines and provide instant alerts. This can help you
easily identify potential problems before they escalate

into significant issues and downtimes.
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Benefits of integrating
Al into the IT industry

In today’s IT landscape, IT operations continuously face the challenge 1

of dealing with huge volumes of data generated from everyday @ One of the key benefits of higher efficiency and
processes. Add to that the challenge of having users in multiple D:y productivity is cost savings. Al can also monitor and
locations in different parts of the world. In this scenario, legacy tools solve IT issues with fewer resources than manual
and traditional practices are inadequate to keep up with modern work. Most importantly, Al-powered systems can
developments — and that’s where Al integration can play a pivotal role. reduce human error to a great extent. All this will

. . result in cost savings in the long run.
There are many advantages to leveraging the power of Al in the tools

used by the IT industry. Al can significantly transform IT operations by Advanced business insights:

optimizing everyday processes and boosting efficiency. Here’s a list of Al-powered data analytics can potentially transform

benefits Al can offer you in IT operations. how we derive business insights. In the IT industry, you
can leverage the predictive analytics of Al to plan your

resources judiciously and reduce waste in the process.

Higher efficiency and productivity:
. . o As aresult, you can boost your ROl and mitigate
Businesses are always looking for ways to optimize
. . . . potential faults in your processes.
o their operations and boost their efficiency. Al can

automate repetitive tasks and do things at a much
faster rate compared to manual work. Businesses can
increase efficiency and productivity by limiting human

involvement in repetitive tasks.

Artificial Intelligence for IT: Leverage the Power of Al to Transform Your IT Operations




“

)

)

[
!

L

Strong security posture:

Security is the cornerstone of any IT operation and Al
has become one of the key tools to fight sophisticated
cyberthreats in today’s digital age. With Al-powered
threat monitoring tools, finding anomalous patterns
and initiating proactive actions to shield external
threats is much easier. Al can also help you strengthen
internal controls to prevent malicious actors from

accessing critical organizational information.

Smart decision-making:

Organizations now leverage Al technology to analyze
trends and forecast outcomes. Since Al can analyze
huge volumes of data, it is now an essential tool for
smart decision-making. For instance, you can use Al to
analyze information on potential threats and make an

informed decision on blocking specific threats.
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Foster innovation:

When you automate mundane tasks with the help

of Al, you can free up your technicians from these
tasks. Your technicians can better spend their time
on other innovative tasks contributing to your
company’s growth. For instance, IT managers can

use the extra free time to focus on introducing new
services, improving operational processes or bringing

in additional projects to improve their IT operations.




Al use cases in the IT industry

Inthe IT industry, Al-powered technologies are used in various areas,
including process automation, cybersecurity, quality assurance and

more. Here are a few applications of Al in IT.
Ticket resolution in service desks

The quality of your ticket resolution process can make or break your IT
services. Poor experience in ticket resolution can result in customers
switching to other competitors. You need to bring down your average
ticket resolution time to prevent that from happening. Al-powered
service desks can provide a better customer experience and reduce
the number of IT tickets through better self-service.

You can use Al-powered chatbots to direct customers to helpful

resources for fixing minor issues. You can also use Al to proactively

monitor new tickets and automate certain workflows when new

problems arise. With Al, technicians can move away from minor issues,

like password resets and network connectivity problems, to focus on

other tasks that require more of their time and attention.
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Network management

Today’s IT networks are getting larger and more complex. There are many areas of network
management where a quick resolution is required. These areas include network traffic
management, security monitoring, performance management and capacity planning, among

others. You can use Al to address various time-sensitive issues in network management.

For instance, let’s see how Al can help in network traffic management. Network packets
must travel from one end to the other seamlessly to ensure optimal performance. However,
new issues may arise from unexpected data surges or traffic blockages. You can train Al
models by providing them with the knowledge of which data packets should be prioritized

and how they must be routed. Al can monitor your networks on your behalf and ensure

effective traffic management.

o]

Cybersecurity

By leveraging machine learning and deep learning Al techniques, you can teach Al to identify
security vulnerabilities in your IT environment. Since Al can handle huge volumes of data, you
can use it to analyze deviations from established security guidelines and proactively prevent

the ever-changing tactics of sophisticated cybercriminals.

Al-powered cybersecurity tools can accelerate your threat detection process and enhance
your response time. You can also incorporate powerful authentication techniques to verify

users accessing your IT environment.
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Limitations of Al for IT

Al can provide exceptional benefits when it comes to transforming

your IT operations. However, it is not without its limitations. Here are

some of the limitations of using Al in IT operations.
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Lack of human factor:

Al systems are designed and trained to mimic and
simulate human behavior. However, they can’t
make rational decisions or understand “cause and

effect” like humans can.

Data quality issues:

Al systems are only as good as the data they

use. Organizations can try their best to provide
accurate and high-quality data. However, that may
not always be the case. While Al can analyze data
sets effectively and make solid decisions, it cannot

compensate for inaccurate data.
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Lack of creativity:

At present, Al lacks the ability to apply creativity
and reasoning to new scenarios. The Al systems of
today are designed to operate within established
rules and parameters. This significantly limits their
ability to think outside the box and generate new

ideas.

Single point of failure:

Automating all your processes with Al creates a
single point of failure that can create problems in
your operations. It also makes your IT team rely on
automation too much and reduces their ability to

do things independently.




How to get started
with Al for IT today

Modern-day IT organizations can leverage Al to unlock digital
transformation, automation and intelligent use of data. Despite the
significance of Al in today’s world, most IT service providers are yet to
embrace this change. A recent ITSM survey estimates that only 5% of

IT organizations use Al in their IT operations.

But one thing is clear - information has reached a saturation point. IT
professionals are now looking at proven technologies and processes to
help them eliminate noise, cut costs, streamline operational efficiency,

foster innovation and make informed business decisions.

To help IT reap the benefits of Al today, we need a blend of artificial
and human intelligence. Al can present data, but it requires humans to
provide the data. Humans are needed not only to train and explain but

also to sustain Al operations long-term.

The following steps can help you get started with Al for IT:

E Ej E Start collecting data:
!_, You need a lot of data to train your Al models.
E A 4 a

However, the information we collect has already
reached a saturation point. To make your data
useful, you need to understand the business

problem and have a goal at hand.

(o) Start collecting knowledge:

O\ l {O Every individual in an organization has unique
collective knowledge, attributes, skills and
experience contributing to the overall health
of the team and the company. This ad-hoc
human intelligence must be turned into shared

intelligence.
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rI:I Start structuring data and knowledge:

What good is your data and knowledge if you
cannot utilize it? You must make them useful by
bringing structure to your data and information.
When you use smart, pre-built templates to
organize your data based on business needs, it’s
easier for the average user to understand and

utilize it.

Start analyzing data to streamline your workflow:

Data paired with intelligent analysis makes

invisible problems surface. This will allow you to

continuously rework your workflow to optimize
tasks holding you back. As a result, you can free up
manual time and energy that humans can spend in

more valuable areas.
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The future of Al InIT

Al has proven to be an effective companion in helping IT teams
streamline their operations, boost productivity and increase efficiency.
The role of Al in delivering IT services will likely continue to increase,
transforming your IT into an agile, flexible and secure operation. It is

time for MSPs and IT teams to embrace Al to drive business growth.
Information and intelligence are the foundation for Al.

IT Glue is an intelligence-driven IT documentation solution that
leverages intelligence-driven templates and integrations to jumpstart
your IT Documentation, cut out noise of information sprawl and
leverage a pre-configured structure to turn ad hoc human intelligence
into actionable and shared intelligence.
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Secure, Mature and Integrated

Documentation

000

Make documentation easy

Create and store KB, checklists and SOP articles effortlessly,
embed rich network diagrams or import Word documents so

your team is empowered to train and help themselves.

See the complete picture

Link related items together, so that all the information
you need is at your fingertips. Rapidly define and
understand relationships between various elements of your

documentation.

|***|~/
Secure your critical information

Sleep better with next-level password management featuring
access control, host-proof hosting, at-risk password report

and audit trail.

47

Build a documentation culture

Edit and collaborate directly within the platform.
Automatically save and sync to ensure your documents are

always up to date for all team members.
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Trusted by More than 13,000 Partners
in 70+ Countries
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Safeguard Your IT Operations With
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When it comes to data security. is second to none.
RequeSt a DemO We have achieved a SOC 2 Type-2 attestation, a set of data

security and service controls that can only be maintained

through ongoing, company-wide commitment.

|§l ITGlue Artificial Intelligence for IT: Leverage the Power of Al to Transform Your IT Operations 15


https://www.itglue.com/it-documentation/?utm_source=701Rp000000Ycyx
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