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As I sat on my porch in New Jersey watching the sky shift from a serene blue to 
the telltale grey of an approaching summer storm, I was reminded that change 
often rolls in swiftly, sometimes unexpectedly. Technology, like nature, moves with 
its own rhythm—and few advancements have stirred the business world as swiftly 
and forcefully as Artificial Intelligence (AI).

AI is no longer a distant promise; it is here transforming how we operate and how 
we serve our customers. Yet, much like that approaching storm, AI stirs both 
excitement and trepidation. While many organizations are quick to deploy AI for 
operational efficiencies, the true, sustained value lies in its ability to elevate the 
customer experience (CX). This paper shifts the focus to the customer—exploring 
how AI, particularly Generative AI (GenAI) and Copilots, is redefining service 
management with the customer at the center.

AI is not new. However, the confluence of scalable cloud computing, expansive 
data availability, and evolving algorithms has unlocked its potential in ways 
previously unimaginable. For IT leaders, AI has become the golden ticket to 
optimize costs and accelerate delivery cycles.

CIOs are rightfully embracing AI to automate processes, reduce ticket resolution 
times, and lighten the burden on service desks. Yet, the danger lies in focusing 
solely on the internal win. As with the digital transformation wave that swept 
through enterprises a number of years ago, the lesson is clear: Operational 
efficiency alone is not enough. True transformation aligns technology with 
customer outcomes.

The real opportunity emerges when AI is viewed as a bridge between operational 
excellence and customer delight. Efficiency gains should enable employees to 
serve customers better, not merely reduce headcount or shave minutes off 
processes. AI should not be seen solely as a cost-cutting measure but as a tool to 
unlock human potential within the workforce, enabling creativity, innovation, and 
more thoughtful customer engagement.
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Generative AI and Copilots are making waves, especially in the service 
management space. Beyond content creation and marketing, these tools are 
reshaping how ITSM functions operate. 

One healthcare executive shared how his organization applied AI to revolutionize 
their call center. Historically, frontline employees endured traditional coaching 
methods—supervisors monitoring calls, providing feedback, and often leaving 
employees demoralized. Enter AI-powered conversation analysis. By evaluating 
call sentiment, tone, and keyword patterns, AI identified both successful behaviors 
and areas of improvement. This data-driven coaching empowered employees with 
unbiased feedback derived from actual customer interactions. The result? Higher 
employee satisfaction, reduced coaching costs, and most importantly, happier 
customers.

Another compelling example comes from the financial services sector. A 
multinational bank implemented an AI-driven virtual assistant capable of handling 
basic customer inquiries, such as balance checks and transaction histories. This 
freed up human agents to handle more complex financial consultations, enhancing 
both efficiency and customer satisfaction. Customers reported appreciating the 
convenience of quick answers while still having access to expert advisors when 
needed.

Retail is also leaning heavily into AI to drive better customer experiences. Walmart, 
for instance, has adopted AI-powered inventory management systems that ensure 
products are always available while simultaneously improving their curbside pickup 
process through predictive demand analytics. This approach not only streamlines 
internal operations but also prevents stock shortages and ensures customers 
experience smooth, reliable service.

These examples underscore a critical point: AI is most effective when customized 
to the unique dynamics of the organization and its customers. Off-the-shelf 
solutions may offer a starting point, but tailoring AI applications to fit the specific 
nuances of an organization yields the greatest returns.
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Here are the emerging use cases transforming ITSM with both operational 
and CX benefits:

1 Knowledge Discovery: AI rapidly scans and synthesizes vast 
repositories of knowledge articles, enabling service agents and customers 
to surface relevant solutions instantly. This reduces time spent searching 
for information, allowing employees to focus on resolving customer issues 
more efficiently.

2 Natural Language Case Extraction: Customer issues expressed in 
free-form emails, chats, or voice calls can now be automatically converted 
into structured tickets, reducing manual effort and enhancing accuracy. 
Companies like SymphonyAI are integrating these capabilities into their 
platforms, helping businesses cut case handling times by up to 50%.

3 Case Summarization: AI can distill complex service interactions into 
concise summaries, saving agents time and ensuring seamless handoffs 
between teams. Many ITES customers are using such solutions to support 
their customers, allowing support agents to quickly grasp issue histories 
and expedite solutions.

4 Intelligent Swarming: AI dynamically assembles the best cross-
functional experts to collaborate on resolving difficult issues, accelerating 
problem resolution and improving customer experience.

5 Emotion AI: By analyzing tone and sentiment during interactions, AI 
equips service teams to adjust their approach in real time, ensuring 
empathetic and tailored responses. 

6 Prediction and Forecasting: AI models analyze historical data to predict 
ticket volumes, system outages, or customer escalations, enabling 
proactive actions that prevent service disruptions. Agentic AI can enable 
ITSM teams to forecast ticket spikes during product launches or seasonal 
peaks, helping teams dynamically scale resources.

These capabilities demonstrate that AI's role in ITSM is not confined to reducing 
costs; it can transform service teams into proactive, customer-focused problem 
solvers. As AI systems evolve, the potential for combining multiple use cases into a 
seamless, AI-driven service ecosystem becomes increasingly viable. Leading 
enterprises are already working towards comprehensive AI-powered IT service 
ecosystems that blend predictive analytics, self-healing systems, and real-time 
customer sentiment analysis into a unified platform.
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While AI augments service delivery, the human element remains irreplaceable. The 
most successful AI implementations are those that empower—not replace—
employees. AI handles the repetitive and data-heavy tasks, freeing service agents 
to engage more meaningfully with customers.

Consider Pearson Airport in Toronto, which integrated AI-powered predictive 
maintenance to minimize flight delays and enhance baggage handling systems. 
This operational excellence was paired with a customer-centric mobile app 
upgrade, offering real-time flight status and baggage tracking. The result was not 
just smoother airport operations but also reduced passenger anxiety—a blend of 
efficiency and empathy.

Similarly, major airlines like Delta and United leverage AI-powered apps that go 
beyond booking and check-ins. These apps proactively notify customers about 
potential delays, gate changes, and upgrade opportunities, ensuring travelers feel 
informed and valued.

Further, Bank of America introduced Erica, an AI-powered virtual assistant, to 
guide customers through their banking tasks, answer queries, and provide 
personalized financial insights. Over time, Erica has assisted with more than 
1.5 billion interactions, proving that AI can be a powerful enabler of customer 
convenience when done right. This AI-human hybrid approach allows the bank to 
build customer loyalty while optimizing operational performance.

As AI tools evolve, the challenge for CIOs lies in resisting the lure of automation 
solely for cost savings. The true test is whether AI elevates the customer 
journey. The future of ITSM is not an endless pursuit of ticket closures; it is 
about enabling seamless, proactive service experiences that anticipate needs 
and build customer trust.
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3 Areas Customers See the Most Potential for Generative AI – Forbes
https://www.forbes.com/sites/zendesk/2023/08/09/3-areas-customers-see-the-
most-potential-for-generative-ai/

Generative AI’s Potential to Improve Customer Experience – Bain & 
Company 
https://www.bain.com/insights/generative-ai-potential-to-improve-customer-
experience/

SymphonyAI Case Study: A Revolution in AI-Powered ITSM – 
SymphonyAI
https://www.symphonyai.com/resources/case-study/itsm/symphony-summitai-
case-study-a-revolution-in-ai-powered-itsm/

An evangelist for creating a customer-first culture, Ms. Carroll is the founder of jCX 

Strategies, a consultancy service with a unique approach to fostering B2B 

customer-focused programs that drive successful outcomes. Through innovative 
customer engagement frameworks and a game-changing interactive workshop 

series, customers uncover measurable business success plans that create team 

trust, collaboration, and grow revenue. 

With over 30 years of experience in leadership roles in the technology industry, 

Ms. Carroll is a speaker on the topics of customer and employee engagement, 

team culture, and digital transformation. She has been published in CIOInsight and 
BizTech magazine, among others, was named a Computer World Premier 100 IT 

Leader, and was placed on the 2024 CRN Women of the Channel list. She is a 

contributing author to the book, Digital Transformation Demystified, in which she 

discusses customer and employee engagement practices. 
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About SymphonyAI
SymphonyAI is a leading enterprise AI SaaS company for digital transformation 

across the most critical and resilient growth verticals, including retail, consumer 

packaged goods, financial services, manufacturing, media, and IT/enterprise service 

management. SymphonyAI verticals have many leading enterprises as clients. Since 

its founding in 2017, SymphonyAI has grown rapidly to 2,500 talented leaders, data 

scientists, and other professionals. A 2024 Microsoft Partner of the Year for Business 

Transformation – AI Innovation, SymphonyAI is a SAIGroup company backed by a $1 

billion commitment from successful entrepreneur and philanthropist Dr. Romesh 

Wadhwani. Learn more at www.symphonyai.com.
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