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The Al journey...

Understand and Predict Generate

—

Generative Al @

Computer Vision C)
MachineLearning ¢> Processing (NLP) Generate human-like
= Extract information from responses based_on
natural language input and

Natural Language /[]\U
il

Evolving ways of images and video to build
Find patterns in data and understanding text and unique solutions

build predictive apps speech to build natural
language apps

execute cognitive tasks

@ . ChatGPT

Hey Google! Y
Alexa, ... ‘ OpenAl  (Semini
- Data, Advanced Analytics & Al ——7 77—
2000 2010 Chatbot / 2020 2022
Large Language

. virtual
Big Data assistant
Predictive
analytics
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Al & Machine Learning 2% srvision
It all starts with training Al Models

Naive Bayes
[ Averaged One-Dependence Estmators (AODE)
Bayesian Belief Network (BBN)

Deep Boltzmann Machine (D8M) Bayesian
N Gaussian Nave Bayes
Deep belef Networks (DEN) T —
oy 0tep Learming / M Naive Bayes
f \ \_sayesian Nework ®1)
Stacked Auto-Encoders | \ / R
Saeecat Fevi / Cassfication and Regression Tree (CART)
\ teratwe Dichotomiser 3 (03)

Gradlent Boosting Machines (GBI | s

Soostng ) \ / o
Bootsrapped Aggregation (8agging) Ensemble \ Decision Tree - -
4 | Chi-squared
e | 7 e
Stacked Generalization (Blending) \ / / % Dl s

(Gradient Boosted Regression Trees (GBRT) LR / / "
Radial Function Networ L / [ e
S receprron \ / Principal Component Analysis (PCA)
\ / Partal Least Sauares Rearession LS
Neural Networks \ | Partial Least Squares Regression (PLSR
sack-propaganan_ypevaINemos | | e ) e
Hopfield Network |  Machine Learning Algo rre——
Jdge Ragresslin /T7 ( Projecton Pus
Least Absolute Shrinkage and Selection Operator (LASSO) | / "B;:‘:éb;] from i
Easuc et s ucton
Y | Partial Least Squares Discriminant Analysis
Leax Arghe Regression 0ARS) &  Mixure Discriminant Analysis DR
/o beues Docrimiant bl 0%,
Gkt / | Quadratic Discriminant Analysis (QDA)

| Reguiarized Diseriminznt Anayss (ROA)
iminant Analysis (FDA)

One e Onet> | L/ \\
Zero e @eroty_p 1\

Repeated incremental Pruning to Produce Error Reduction (RPPER) | / \ i Analysis (LDAY
Linear Regression / i\ [ —
A B\
Ordinary Least squares Regression (OLSR) | / 3 /” Learing Vecwor Quantization (v
Siepwise Regressh / \_nstance Based .
Stepwise Regress napain | \fance esed Sek-Organizing Nap (SOM)
Multivariate Adaptive Regression Spiines (MAR 1 Locally Weighted Learming w0
\ \_Locally Weighted Learning (LWL
Locally Estimated Scarterplot Smoothing (LOESS) | \ k-Means -
Logstc Regression / \ [ k-Medans

Chuster
M0 4 ectanon Maximizavon

_ Wierarchical Clustering

Training Data

?
Train The ML <+~ i »— g
a A

Algorithm
Successfull Model

Model
Input Data

‘ .53

HO10IIOI I
PLOI0ION ‘IU]I?IOI

01
New Input 101010101010101 o -
Data IR oa 5 ‘
- ’ . .

ML Algorithm

Is it a Dog or a Muffin? How difficult is this algorithm?
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2 srvision
Deep learning and neural networks to recognize patterns ...
Training your Al Model: Is it a Dog or a Muffin?
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All applications will have embedded Al...For example MS Exce

[
il AutoSave (@ orf change request (2) No Label v £ Search Akershoek, Rob o/ - (] X
Flee Home Insert Pagelayout Formulas Data Review View Automate Developer Help  SAP Analytics Cloud ] Comments ‘
v Cut e 1 J A A — | i AutoSum v
‘9 4 Calibri VH11 V‘ A A @ = = L ,?5 Wrap Text ‘Date V‘ ﬁ @ Normal Bad @' %Z( @ b2 9? /C)
~ 0 L Ik ) ¢ ) .
S @ Copy ~ o . v Fill v .
I U~ . === Merge &Center v | B3 v % 9 & -9  Conditional Formatas gy el _ [Insert Delete Format Sort& Find &
< Format Painter Formatting v Table v v v v & Clearv Filter v Select v
Undo Clipboard 5] Font ~ Alignment 5] Number [ Styles Cells Editing v
G88 v o fe /
4 A B c D E F G H I a y
1 Changes ~ | Short description - | Type - | State ~ | Start date ~ | End date ~ | Service ~  Service offering ~ | Configuration itet ~ |Im A haIVZe Data % > d ata
CHG0030001 SAP MBP upgrade & patch Normal New 09/09/2023 10/09/2023 SAP MBP SAP MBP Support  SAP MBP Prod 2-
2 Me é
CHG9030001 Removed unused open ports on KM Normal Implement 22/08/2021 14/09/2021 SAP MBP SAP MBP Support 3- d H H H )(
- e et saaity o Create trend analysis on high-risk changes
CHG0000001 Rollback Oracle Version Normal New 11/06/2023 11/06/2023 Sales Force 3-
4 Automation
‘CHG0000006 Put another 100 Gb drive on the 2nd Normal Scheduled 19/06/2023 19/06/2023 FileServerFloor2 3-
Floor Server Discover insights [2] Enter
5
CHG0000007 R&D wants to know what it'd cost  Normal Authorize 20/06/2023 20/06/2023 3- . L . , . \ \ rompt /
to switch them For 'Risk: High' and 'State: New', Changes increases over 'Start date’. p p
over to Linux desktops Count of Changes request
6
7 CHGO000015 Unix update Normal New 19/01/2024 19/01/2024 unix200 3- 45
CHG0000014 CMS App FLX (depends on Java Apps Normal New 26/01/2024 26/01/2024 CMS App FLX 3-
FLX)
8
CHG0000013 Oracle FLX (Java App Dependency)  Normal New 26/01/2024 26/01/2024 Oracle FLX 3-
9
CHG0000012 Java App Server Normal New 26/01/2024 26/01/2024 Java Application 3-
10 Server FLX
CHG0000011 Another Java Application Server Normal New 26/01/2024 26/01/2024 Java Application 3-
change Server FLX
11
CHG0000010 Java Application Server change Normal New 10/07/2023 10/07/2023 Java Application 3-
12 Server FLX
CHG0000093 Update /etc/network/interfaces to  Normal Authorize 17/09/2023 17/09/2023 PS LinuxAppO1 2-
include name servers 8.8.8.8 & Me
13 8.8.4.4
CHG0000092 Update /etc/network/interfaces to  Normal Authorize 17/09/2023 17/09/2023 Inux101 2-
include name servers 8.8.8.8 & Me
14 8.8.4.4 — [3] Auto-
CHGO000091 Update /etc/network/interfaces to  Normal Authorize 17/09/2023 17/09/2023 Inux100 2- R :
include name servers 8.8.8.8 & Me : Created
15 8.8.4.4 05
CHGO000090 Update default support group on all Normal Authorize 17/09/2023 17/09/2023 Oracle 3- - g rap h Or
16 Oracle CI's to Database group
CHG0000088 Upgrade NY RAC to Oracle 12¢ Normal Authorize 18/09/2023 18/09/2023 NY RAC 3- 0 tab Ie
L 11/06/2023 15/06/2023 26/01/2024
CHG0O000087 A failed RAID controller card needs  Normal Authorize s 7 anlanianan o
18 to be replaced on PSORAL O = O 0
CHG0000094 Increase db_block_buffers from Normal Authorize WI e el I I e e In eve ry a p p ICa Ion you u Se e Is this helpful?
19 5000 to 7500 &
Page 1 O] 4 »
Ready @ el‘?,A::::essibility: Good to go s — — - [ .
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How can Al be used for IT Management? 3 srvision

Development IT@IT Operations
</ Features / Requirements B Service Request [ Incident
Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)

a2
Product
Backlog

?E
| —
| —
Portfolio
Backlog

Problem @
Incident

Security
Ops.

)
bes

(7
[ =
C [Ty
Service
ortfolio

Demand /
Idea

IE4]

Enterprise
Arch.

Release/
Deploy

é Supporting Capabilities

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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Make IT Flow... 2 srvision

Development IT@IT Operations
</ Features / Requirements B  Service Request v Incident
diLE P [ cA=ln PIMe N lenin H . negues ' i JE = Jetect to Lorrect [ Kun

EE
=
=
Partfolio
Bachl g

il
Service
Cartfolio

& I
 EY | Ve e LT

é @ Supporting Capabilities ﬁii E

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Improve Evaluate / Assess
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All You Need is Flow...Connecting all the parts... 7 srvision
Development IT Qi\TT perations

</ Features / Requirements B  Service Request ¥ ent

Strategy to Portfolio (Plan) Requirement to Deploy {Build]\ \ Request to Fulfill (Deliver) \

ent
Deten:t Correct (Run)

Probl!e:
In-::udent

Event to Remed|ate

-
Security

ITQ
=

C TS
Service
Portfolig,

Aianlle@ snonunuod

Financial Management Risk & Compliance
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Strategy to Portfolio : Continuous Evaluation and Planning... 2% srvision
IT@IT Operations

Development

</ Features / Requirements 2 Service Request
Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)

= - Problem
= @
| |
E;;f(?g Incident
Security
Ops.

lea

' Operate

]

Enterprise
Arch.

Release/
Deploy

Supporting Capabilities

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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From Strategy to Portfolio...

Architecture

Service / application portfolio

— Service &
=t Application
= Portfolio

Capability Model

f?\" srvision

Understand value, risks, costs and user experience...gaps..

-\~
X TECHNOLOGY

Cﬂ
Customer

Innovative Insurance Froducts Offered and Sold Perfom According
Products tothe Right Customers o Customer Expectations

]

~ > )= L35 m""T>~~«> FaE Customer Journeys

Beneﬂts trackmg

7 Value, cost and risk
ess P recommendatlons |

Enterprise =
- s T =
Architecture = =
1 - 1
= f e =
ervice Service C.1
4
Application Appiiiirion €] :‘
nnnnnnnnn ponent C e
= %a
= Ba

Appllcatlon Rajt[on[al;ﬂzgtlon & - - =

\ Mlgray_on planning and roadmapgm = =
—Technology refresh——— ‘

o -
- e o 0

[— B

- = A

analysis &

Portfolio
Backlog (or
Project Portfolio) y

L
L

Portfolio Backlog

© 2024 /| Rob Akershoek

.and roadmaps...
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Al in Portfolio Management...

Development Operations

O Demand </ Features / Requirements B  Service Request v Incident

Strategy to Portfolio (Plan)
Selectthe rights initiatives to optimize business outcome orreduce risk
(aligned with the strategic goals)

Demand Benefits L\ / FFFFI\ L\ “rObley

prioritization tracking Product

Backlan

Requirement to Deploy (Bui

J Demonstrate value realization (of investments)
Automated

demand creation

\Qratesy/

Application
roadmap

generation
Service
Portfolio

Technology refresh
advisor & planner

, - ,
Application portfolio

analysis & rationalization Analyzing current state, defining the target state and create roadmaps
Advisor

Security
Ops.

Optimizing the service / productportfolio, reduce complexity and
eliminate technology debt

| L - [l =

é @ Supporting Capabilities

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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Develop and Maintain IT services / Products.... 2% srvision

Development IT@IT Operations
B Serice Request
Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)

)

Enable teams to deliver faster, better and safer...
(more frequentdelivery, fix issues sooner)

Security
Ops.

2
Product
Backlog

(¢=

Identity &
Acces

Demtand /
Idea

Reducerrisk (e.g. security issues/
vulnerabilities, defects) and ensure
compliance

. I
Release/
Deploy

Enterprise
Arch.

Supporting Capabilities

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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Integrating Al into Service / Application Development...

Development IT@IT Operations
</ Features / Requirements B  Service Request (" Incident

Strategy to Portfolio (Plan) Request to Fulfill (Deliver) \ Detect to Correct (Run)
Bug fixing ——

Secure code recommendation Product Quality

Infrastructure as code generation Score & Enable teams to deliver faster, better and safer...

Requirement to Deploy (Build)
Design
* Al supported UX Design
» Threat modeling
?B » Secure and privacy by design
(=] » Requirement specification (NLP)

Root cause ®
analysis

Problem @
Incident
Security
Ops.

Portfolio
Backlog Coding: Al Testing:
Al Pair Programming Synthetic Data (data
* Code to Documentation anonymization)
(Code Explanation) Al testcase
+ Textto Code (Code generation
Generation) Automated Testing
Al Peer Review Security and
Code review and optimalization vulnerability testing

Demtand /
Idea

":E ﬂ] ﬂ_ Application Health (more frequentdelivery, fix issues sooner)
. ) " e
Enterprise Software Component Release onfig.
Arch. Generate analysis (SBOM) Mngt /
documentation
Generate release

notes

é % sl Afid -

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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U7y

0 references | 0 changes | 0 authors, 0 changes
public static void CreateTables()

{
using (var context = new TaskContext())
{
context.Database.ExecuteSqlRaw("CREATE TABLE tasks (id INT PRIMARY KEY, title VARCHAR(50), priority INT)");
}
}

Auto complete (and suggestions
Buag fixing support

Al generated test cases
Create code based upon functional requirements

gquality checks (including secure coding practices




Al Assisted Testing & Quality Assurance

GITHUB COPILOT: CHAT @ parse_expenses.py X addresses.rb % sentiments.ts

GitHub Copilot import datetime

Al peer review:
Code review e.qg.
I'm powered by Al, so surprises and mistakes are possible. Make sure

to verify any generated code or suggestions, and share feedback so Verlfy Secure

that we can learn and improve. COd'ng praCtICGS

Hi @monalisa, how can | help you?

Code quality
checks

Create and
perform unit tests

Create test data
(synthetic data),
anonymize
production data

Recommend code
fixes and

optimalisation

3XC TECHNOLOGY © 2024 / Rob Akershoek April 17,2024 17
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f?}?srvision

Change/Release and Update the CMDB...

Development IT@IT Operations
</ Features / Requirements 2 Service Request
Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)
Problem @
Incident
Security
Ops.

lea

' Operate

Demand /
Idea

(4]

Enterprise
Arch.

Release /
Deplo

Supporting Capabilities

Resource & Talent Management Vendor & Contract Management

Financial Management Risk & Compliance

Evaluate / Assess
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Al in Change/Release and Configuration Management

Development IT@IT Operations
</ Features / Requirements B  Service Request (" Incident

Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)

Problem @
Incident

N Security
Change risk & impact Ops.

assessment

Change failure l
prediction —

SN License utilization, Al assisted CMDB
Operatlonal —— enriching, auditing &

readiness (and optimalisation data quality scoring

uE_j] compliance) scoring r—

Enterprise Release/ i ’““" Ki
Arch. Automated Change Deploy Tecr;nolé)gyllfe comt'egl]c rlgtgon
cycle advisor igurati
Approval changes

Supporting Capabilities
a L) -

t":
=
|
Portfolio
Backlog

Demtand /
Idea

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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’ you need for your application....

Use ChatGPT to create
your infrastructure

What if you had unlimited access to a Staff
Engineer who could perform any task, or answer
any question for your internal systems, 24 hours
per day, 7 days per week? And what if this freed
you up to do the work you wanted to do?

[ U, Deploy a web server and database for my application...




Detect to Correct : Monitoring & Observability

Development IT@IT Operations
</ Features / Requirements 2 Service Request
Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)

Continuous operations: Proactively detect and resolve
issues before the business is impacted...

Problem @
Incident

Demand /
Idea

(4]

Enterprise
Arch.

Release/
Deploy

é Supporting Capabilities

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Managememt

Evaluate / Assess
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Detect to Correct : Al in Monitoring / Observability....

Development IT@IT Operations
</ Features / Requirements B  Service Request (" Incident

Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)

a2
Product
Backlog ide DETECT

AlOps
(Observability) Al for SecOps

E Self Healing Threat
, / Automated detection intelligence
Id:::gi& Remediation W
: : Service failure
Capacity prediction

tu:l
=
 —
Portfolio
Backlog

Demtand /
Idea

forecasting &
optimizing

(4]

Enterprise
Arch.

Release/
Deplo

é Supporting Capabilities

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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Detect to Correct

Development IT@IT Operations
</ Features / Requirements 2 Service Request
Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)
Problem @
Incident
Security
Ops.

)

Demand /
Idea

e

(4]

Enterprise
Arch.

Release/
Deploy

é Supporting Capabilities

Financial Management Risk & Compliance Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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Al for the Front Door of IT and Service Support 7% srvision

Development IT@IT Operations
</ Features / Requirements B  Service Reqt Chatbot/ Virtual Assistant

(Al Powered Self service + Self Help)
Strategy to Portfo'*—*~'——* _ _ . L Ful ; - Fertocorrec
Optimize user experience (get issues / questions resolved,

communication & collaboration) Chat summarizing & _Sentimentanalysis

Y WA
— Ticket d Knowledge item

\ A summarizing i Creation
—— . N S
mekiog Automated Incident
Backlog

S Routing

7 A N i

Incident Classification,

Match Similar Incidents,
Automated routing,

) Root cause analysis,

Identity & Recommend solutions/ work

Access
arounds
[ T T -
Automated request ‘ Closure notes
fulfillment _____creatlog

Release/
Deplo

¢ Recent > Block

| see that you have
issues logging into
the CRM portal....

Faster (and more efficient) resolution of issues /
questions..

Yes, it seems my
account or credentials
are not correct?

....Let me check...| see
that your HR role has
changed yesterday....

Resource & Talent Management Vendor & Contract Management

Evaluate / Assess
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£ Inbox

Active chat

® Jane Cooper X  +

have the same issue.

OK, I'msorry that did not work. |'will
transfer you toalive agent.

Abel Tutor joined the chat
10:06 am PST

Details X IMS0000184

X

Can'’t access work email on iPhone ©

Save

Create incident | ¥ Complete

e

+ Summarized by Now Assist |& Private |

Jane Cooper can't access her work
emails on her new iPhone due to
compliance requirements.
Recommended following the
instructions on the KB0050119 to
enroll with Intune and set up Outlook,
but the issue persists.

Next steps: From KB0064736 suggest
removing the existing profile in Intune
and re-enrolling the device to fix the
issue.

HiJane, I'm reviewing the details
and see that you've already trieda
few things onyour own. Give me a
minute to/look into this.

& Public Chat & Private Chat
Message visible externally © >
¥ o @

Type State Opened for
Chat  Work in progress  Jane Cooper
Details Related records
Incident ~ | Compose Requester information
Number Opened for wComments & Work notes (Private)
IMS0000184 Jane Cooper © Q ] Type your comments here Jane Cooper
Sales Consultant
Type X Assigned to Atlanta » 13:04:57 America/Atlanta
Chat Abel Tutor (0] *l_] ‘
: A @ Everyone can see this comment @ ]
tate

Work in progress v ]

Short description

Can't access work email on iPhone

Chat summary +

Outlook, but the issue persists.

the device to fix the issue.

Jane Cooper can't access her work emails on her
new iPhone due to compliance requirements.
Recommended following the instructions in
KB0050119 to enroll with Intune and set up | —

Next steps: From KB0064736 suggest removing
the existing profile in Intune and re-enrolling

©Field updated by Now Asslst

Activity Y ¥F
Abel Tutor was assigned to the
incident

l Field changes + 2023-03-2014.00.20

Jane's recent records

There are no recent records for Jane

Jane's assests [@
iPhone Max 14

Assigned to Abel Tu

Priority High - 1 was
Category Inquiry/Help

Create summary of
the virtual assistant
conversation with the
end-user...

N

ctions

ht interactions for Jane

/




B ditiO DOORT —

(@ Home INC034532 X

Details 1
Can't access work email on iPhone © g
Priority State Opened Opened for 3

[2-High! Inprogress 2023-03-20 14:02:32 Jane Cooper

Overview Investigate Details Related records

+ Summarized by Now Assist © D A

Issue:
¢ Jane Cooper can't access her work emails on her new iPhone due to compliance requirements.

Actions Taken:
¢ Followed the instructions in KBO050119 to enroll with Intune and set up Outlook, but the issue
persists.

e Abel Tutor created an incident. | \
o Abel Tutor assigned the incident to Beth Anglin due to not having Intune Admin Center access rights to C f
be able to follow steps in KB0064736. - reate summary o

-

RS S the virtual assistant
e From KB0O064736, try removing the existing profile in Intune and re-enrolling the device to fix the i . .
issues. conversation with the
View less C Updated 2023-03-20 15:01:09

end-user...

- — Y,




Resolve

Resolution code

Solved (Permanently) v

Resolution notes I

The agent provided the customer with informatio= “bout the current
status of the DB2 server, which was reported as being down. The agent
also informed the customer that they would investigate the issue further

and provide them with an update as soon as possible. A I crea te d reso I u t| on

The resolution of this incident is not explicitly documented in the provided N Ote S...an d ema | I
context.

updatesto the end-
user




Continuous Evaluation & Improvement... 2 srvision

Development IT@IT Operations
</ Features / Requirements B  Service Request (" Incident

Strategy to Portfolio (Plan) Requirement to Deploy (Build) Request to Fulfill (Deliver) Detect to Correct (Run)

Al assisted
problem creation

5@
)

2
Product
Backlog

zn:l
 —
 —
Portfolio
Backlog

Secu _
Al supported Service Ops Trif;gdazzzl\ﬁl&
Reviews (and ‘ ,
Sentiment Analysis) analytics

- — e

Technology Service improvement

] refresh advisor recommendation @
e j ' Change
Service health ) 9
analysis - ——
.

j 1
,

End-of-contract
Resource & Talent Management  Vend monitoring

Supporting Capabilities

IT Consumption
Analytics &
Optimalization

Al assisted risk
assessment

monitoring &
reporting

E Compliance

Evaluate / Assess
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How does Al revolutionize ITSM?

Al enabled search and data querying / cognitive search

bt bt W WAANA RS I

Al assisted surveys / collect ‘ Self service / Self help (e.g. Chatbot / Virtual Assistant)

customer feedback ! Features / Requirements B Service Request — R o :
(and sentiment analysis) & Al for User Experience, | Al Assisted

Strategita Bartoliobla oY~ ement to Denlo PPV EPNMITNY Capture feedback, Sentiment Knowledge item
Al Assisted Demand Backlog item Onboard / Off-boarding Analysis (e.g. NPS) Creation
articulation & prioritization employees N
classification Al assisted

Call & work note summarization

Design B Robotic Process - vl Incident classification,
(‘g * Generative Al UX Design ! Automation Al problem routl_ng, root cause
o + Requirement specification | creation analysis, recommended

Portfolio

Backlog (NLP) Change impact

W solution
— = : assessment g
Coding: Al Testing: ( AlOps Threat
Al Pair Programming Synthetic Data Change failure Digital experience (Monitoring / intelligence
+ Code to Documentation ( data prediction monitoring Observability — -

+ Textto Code anonymization) «  Anomaly :
* Re-use code Test case detgction & Al Driven SecOps
, Al Peer Review generation | controls, Service failure T A
Service Code review and optimalization Automated testing revocation) 4 prediction Vulnerability detection &

assessment Code quality check Capacity forecasting , - remediation
& evaluation Bug fixing T & optimalisation E Ide]?tity Li_nauthhorized
- : configuration changes
Al assisted Technology Secure code recommendation \ ﬂnitatlon Autor_na_ted . g g
application refresh Infrastructure as code '_Software Com W (EMECIon Configuration

. e : ponent Self healin - ificati Data discovery &

ratlggi:lszoartlon ad|v|sor & generation analysis (SBOM) ChatOps * compliance verification y
anner ) . —
b N—— Desired State / License utilization,

Policy automation forecast &

Al training optimalisa Al data
generation e.g.

classification

Augmented Al TRISM (Trust, Risk, and

EinODS ecurity Managemen

. Al assisted risk analysis rity awaren Al assisted Contract Service
I Consumptlon& e SR & wuiliplalice Secu tya .- - : ana|y5i5 analytiCS &

ct -
Analysis, forecasting Data privacy Compliance Al resource intelligence ini
& optimalization | scanning monitoring & h allocation (talent Al supported Evaluate / AsseSs e
o [ matchin employee
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Data is the Oil in the Machine 2% srvision

Development IT@ | IT Operations
< : Lacking insight and transparency

Detect to Corgs
— Knowledge
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Lacking insight for continuous improvement...
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New Era of ITSM: Chat with your own ITSM data...

Retrieval Augmented Generation (RAG)
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\ A Azure Al

€ 5 C 25 itdit-chat.azurewebsites.net Q vy b S | e

» | [3 Alle bookmarks

|22 Share

Al Advisor for ITSM

A

Start chatting

This chatbot is configured to answer your questions

Type a new questiof...




VAAzureAl
Qa%w o910 8 :

& > C o itdit-chatazurewebsites.net

[ Knowledge sites [ RC » | [3 Alle bookmarks

[ Practices and Stand... [ Tools [ Process Models [ Book [J Presentations [J Organizations [ Hulpmiddelen [ Arcade [ 3DPrinting [ Events [ Analysts [ Beleggen [ Al [ ASL

Al Advisor for ITSM

I Lé’ Share

1 reference > Al-generated content may be incorrect

Can you do an incident analysis on the OneCRM incidents in 2023?

Based on the incident analysis of OneCRM in 2023, the following issues were reported in order of magnitude:

1. Performance issues experienced by end-users.
2. Access/login issues (due to incorrect access rights, password issues).

3. Support questions (issues related to new features).
4. Outages caused by application updates ' .

Please note that this analysis is specific to the incidents reported in 2023 for the OneCRM application.

1 reference > Al-generated content may be incorrect

4

'Type a new question... I

>




N A Azure Al

& > © 25 itdit-chat.azurewebsites.net CW ¢ b S | e

[ Practices and Stand... [ Tools [ Process Models [ Book [J Presentations [J Organizations [ Hulpmiddelen [ Arcade [ 3DPrinting [ Events [J Analysts [J Beleggen [ Al [J ASL [ Knowledgesites [J RC » | [3 Alle bookmarks

Al Advisor for ITSM P2 Share

e e R e I

What is TCO for this application?

Based on the retrieved documents, the Total Cost of Ownership (TCO) for the OneCRM application is an average yearly
total cost of 1.31 million Euro (€1,310,000). The breakdown of the costs for OneCRM is as follows:

e License cost: 560,000 Euro (€560,000)

Support FTE: 3 people, costing 162,000 Euro (€162,000)
Development team FTE: 5 people, costing 408,000 Euro (€408,000)
Hosting: 180,000 Euro (€1

Please note that these costs are approximate and represent the average yearly total cost for the OneCRM application.

1 reference > Al-generated content may be incorrect

« I

Type a new question...
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New Era of ITSM: Chat with your own ITSM data... 3 srvision

Retrieval Augmented Generation (RAG)

[ o Chat with your IT data.. }
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Biggest Obstacle in IT Service Management...is your BAD IT data... 2 srvision

Development IT@IT Operations
</ Features / Requirements B  Service Request (" Incident
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Rob Akershoek

Let’s connect through Linkedin:

LinkedIn: www.linkedin.com/in/robakershoek/

Subscribe to my YouTube Channel: www.youtube.com/@RobAkershoek
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