
‭White Paper: The Potential of GPT in IT Service Management‬

‭Introduction‬

‭Generative Pre-trained Transformer (GPT) models, particularly those specializing in natural‬
‭language processing, are currently delivering on the transformative potential for IT Service‬
‭Management (ITSM) with a virtually unlimited potential benefit in the future.. This white paper‬
‭explores the application of GPT within ITSM, focusing on enhancing efficiency, automation, and‬
‭user experience.‬

‭Understanding GPT‬

‭GPT models are a subset of artificial intelligence that utilize deep learning techniques to‬
‭understand, generate, and respond to human language. Their ability to process and generate‬
‭human-like text opens avenues for automation and intelligent interactions within ITSM platforms.‬

‭GPT Use Cases in ITSM‬

‭●‬ ‭Intelligent Ticket Categorization and Routing:‬‭GPT has already been showing how‬
‭powerfully it can analyze ticket descriptions to automatically categorize and route them‬
‭to the appropriate support teams, reducing manual effort and improving resolution time‬
‭by over 30% in many instances.‬

‭●‬ ‭Automated Incident Resolution:‬‭For common and well-defined incidents, GPT has‬
‭been triggering workflow to execute resolutions, such as password resets or software‬
‭installations, freeing up technicians for more complex tasks.‬

‭●‬ ‭Enhanced Self-Service:‬‭GPT-powered chatbots are now providing users with 24/7‬
‭support, guiding them through troubleshooting steps, answering FAQs, and even‬
‭resolving simple issues independently, reducing costs to organizations substantially by‬
‭not having to man Service Desks at all hours.‬

‭●‬ ‭Predictive Analytics:‬‭By analyzing historical ticket data, GPT can not only identify‬
‭patterns and trends, but also provide easy to read and understand analytics that are‬
‭enabling proactive problem detection and prevention.‬

‭●‬ ‭Translation and Native Language:‬‭With the LLMs being leveraged by GPT, users can‬
‭interact in their native language and get information and resolution without having to‬
‭understand the language that the data was retrieved from. Additionally, valuable data‬
‭that they are generating are able to go back into the larger model  and provide enhanced‬
‭and more accurate results.‬

‭●‬ ‭Knowledge Base Augmentation:‬‭GPT can assist in creating‬‭and maintaining‬
‭knowledge base articles by summarizing complex technical information or generating‬
‭drafts based on existing content.‬

‭Benefits of GPT in ITSM‬

‭●‬ ‭Increased Efficiency:‬‭Automation of routine tasks‬‭allows IT staff to focus on‬
‭higher-value activities.‬



‭●‬ ‭Improved User Experience:‬‭24/7 support and faster resolution times lead to greater‬
‭user satisfaction.‬

‭●‬ ‭Cost Reduction:‬‭Automation and self-service options can lower operational costs.‬
‭●‬ ‭Proactive Problem Solving:‬‭Predictive analytics help identify and address issues‬

‭before they escalate.‬

‭Implementation Considerations‬

‭●‬ ‭Data Quality:‬‭GPT models rely on high-quality data for training and accurate results.‬
‭Enterprises need to have an understanding of their data and how best to leverage that in‬
‭order for GPT to be most accurate and effective.‬

‭●‬ ‭Integration:‬‭Seamless integration with existing ITSM platforms is essential. Most‬
‭enterprises are looking for one GPT solution, and cannot afford the time or resources to‬
‭populate many different GPT models.‬

‭●‬ ‭Ethical Considerations:‬‭Ensure GPT use aligns with privacy and security policies.‬
‭Additionally, GPT has to ensure it adheres to local laws that may impact effectiveness.‬

‭Conclusion‬

‭GPT has already proven invaluable in providing key benefits to the ITSM platforms, and‬
‭presents a significant opportunity to revolutionize ITSM. By automating routine tasks, enhancing‬
‭self-service, and providing predictive insights, GPT can improve efficiency, user experience, and‬
‭overall IT service delivery. Organizations considering GPT adoption should carefully evaluate‬
‭their needs, data quality, and integration capabilities to maximize its potential benefits.‬


