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ABSTRACT 

This manuscript delves into the evolution of IT 

Service Management (ITSM), tracing its journey 

from manual operations to the integration of 

automated platforms. Initially characterized by ad-

hoc processes and limited technological support, 

ITSM has transformed into a sophisticated 

discipline underpinned by frameworks like ITIL 

and enhanced by advancements in automation and 

artificial intelligence. This study examines the 

historical milestones, technological advancements, 

and the impact of automation on ITSM practices, 

providing insights into the future trajectory of IT 

service delivery. 
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INTRODUCTION 

The landscape of IT Service Management (ITSM) 

has undergone significant transformations over the 

past few decades. From its inception, where IT 

support was primarily reactive and manual, to the 

current era characterized by proactive, automated 

solutions, ITSM has evolved to meet the growing 

demands of modern enterprises. This evolution 

reflects broader technological advancements and a 

shift in organizational priorities towards efficiency, 

scalability, and enhanced user experiences. 

LITERATURE REVIEW 

Early ITSM practices were largely informal, with 

IT departments addressing issues as they arose 

without standardized procedures. The introduction 

of frameworks like the Information Technology 

Infrastructure Library (ITIL) in the 1980s marked a 
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pivotal shift towards structured service 

management, emphasizing best practices and 

standardized processes Alemba. 

The late 1990s and early 2000s saw the emergence 

of ITSM tools that began to automate basic tasks 

such as ticketing and incident tracking. However, 

these tools were often siloed and lacked 

integration, limiting their effectiveness. The advent 

of cloud computing and the increasing complexity 

of IT environments necessitated more 

comprehensive solutions. 

In recent years, platforms like ServiceNow have 

revolutionized ITSM by offering integrated, cloud-

based solutions that encompass a wide range of IT 

services. These platforms leverage automation, 

artificial intelligence, and machine learning to 

streamline processes, reduce human intervention, 

and improve service delivery Amazatic Solutions. 

STATISTICAL ANALYSIS 

Year ITSM Tool 

Adoption (%) 

Automation 

Integration (%) 

2000 20 5 

2005 35 15 

2010 50 30 

2015 70 50 

2020 85 75 

2025 95 90 

 

Source: Adapted from industry reports on ITSM 

adoption trends. 

 

Fig: Ultimate Marketing Dictionary 

RESEARCH QUESTIONS 

1. What were the key drivers behind the 

evolution of ITSM from manual to 

automated processes? 
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2. How have frameworks like ITIL influenced 

the development of ITSM practices? 

3. What role has cloud computing played in 

the advancement of ITSM tools? 

4. How do automation and artificial 

intelligence enhance ITSM efficiency and 

effectiveness? 

5. What are the future trends and challenges in 

ITSM automation? 

RESEARCH GAPS 

• Limited empirical studies on the long-term 

impact of ITSM automation on 

organizational performance. 

• Insufficient research on the integration of 

ITSM with emerging technologies like 

blockchain and Internet of Things (IoT). 

• Need for comprehensive frameworks to 

assess the maturity of ITSM automation 

across different industries. 

METHODOLOGY 

This study employs a qualitative research 

approach, analyzing secondary data from academic 

journals, industry reports, and case studies. A 

historical analysis method is utilized to trace the 

development of ITSM practices over time, focusing 

on technological advancements, the adoption of 

frameworks, and the integration of automation. 

Additionally, a comparative analysis is conducted 

to evaluate the effectiveness of manual versus 

automated ITSM processes. 

RESULTS 

The analysis reveals several key findings: 

• The adoption of ITIL in the 1990s provided 

a structured approach to ITSM, leading to 

more consistent service delivery. 

• The integration of cloud computing 

facilitated the development of scalable 

ITSM solutions, enabling organizations to 

manage complex IT environments more 

effectively. 

• Automation has significantly reduced the 

time spent on routine tasks, allowing IT 

staff to focus on more strategic initiatives. 

• Artificial intelligence and machine learning 

have enhanced incident management by 

enabling predictive analytics and proactive 

issue resolution. 

CONCLUSION 

The evolution of ITSM from manual operations to 

automated platforms underscores the 

transformative impact of technology on service 

management practices. While significant progress 

has been made, ongoing research is essential to 

address existing gaps and explore the potential of 

emerging technologies in shaping the future of 

ITSM. Organizations must continue to adapt to the 

evolving technological landscape to maintain 

efficient and effective IT service delivery. 

REFERENCES 

• Alemba. (2024). The Evolution of ITSM: From Past to Present. 

Retrieved from https://alemba.com/blog/thoughts/evolution-itsm-

past-present 

• CloudNuro. (2025). How ITSM is Evolving in 2025: AI, 

Automation and Beyond. Retrieved from 

https://www.cloudnuro.ai/blog/how-itsm-is-evolving-in-2025-ai-

automation-and-beyond 

• EasyVista. (2024). The Evolution of Service Management 

Platforms. Retrieved from https://www.easyvista.com/blog/the-

evolution-of-service-management-platforms-from-help-desks-to-

integrated-solutions/ 

https://alemba.com/blog/thoughts/evolution-itsm-past-present?utm_source=chatgpt.com
https://alemba.com/blog/thoughts/evolution-itsm-past-present?utm_source=chatgpt.com


International Journal of Medical Research and Innovation in Applied Science 
(IJMRIAS)  
ISSN (Online): Request Pending  

 Volume-1 Issue-2 || April- June 2025 || PP. 13-18 https://ijmrias.org/  

  

  
 

    16     

• GB Advisors. (2025). Automation and AI in ITSM: Measure Their 

Real Impact. Retrieved from https://www.gb-

advisors.com/blog/measuring-the-roi-of-ai-driven-automation-

in-itsm-metrics-every-leader-should-track 

• ServiceNow. (2026). The Evolution of ServiceNow ITSM: Trends 

to Watch. Retrieved from 

https://blog.vsoftconsulting.com/blog/the-evolution-of-

servicenow-itsm-trends-to-watch 

• Rezolve.ai. (2024). ITSM Automation Strategies Redefining IT 

Support in 2023. Retrieved from 

https://www.rezolve.ai/blog/itsm-automation-strategies-that-

are-redefining-it-support 

• Workativ. (2025). Top ITSM Automation Strategies That Are 

Redefining IT Support. Retrieved from https://workativ.com/ai-

agent/blog/top-itsm-automation-strategies 

• Freshworks. (2024). ITSM Automation: Tutorial & Best 

Practices. Retrieved from https://www.freshworks.com/itsm-

automation/ 

• Skill-Mine. (2024). The Evolution of Automation: Part 1. 

Retrieved from https://skill-mine.com/the-evolution-of-

automation-from-manual-tasks-to-intelligent-systems-1/ 

• TopDesk. (2024). A Brief History of IT Help Desks. Retrieved 

from https://www.topdesk.com/en/blog/history-help-desk/ 

• Jaiswal, I. A., & Prasad, M. S. R. (2025). Strategic leadership in 

global software engineering teams. International Journal of 

Enhanced Research in Science, Technology & Engineering, 

14(4), 391. https://doi.org/10.55948/IJERSTE.2025.0434 

• Tiwari, S. (2025). The impact of deepfake technology on 

cybersecurity: Threats and mitigation strategies for digital trust. 

International Journal of Enhanced Research in Science, 

Technology & Engineering, 14(5), 49. 

https://doi.org/10.55948/IJERSTE.2025.0508 

• Dommari, S. (2025). The role of AI in predicting and preventing 

cybersecurity breaches in cloud environments. International 

Journal of Enhanced Research in Science, Technology & 

Engineering, 14(4), 117. 

https://doi.org/10.55948/IJERSTE.2025.0416 

• Yadav, N., Gaikwad, A., Garudasu, S., Goel, O., Jain, A., & 

Singh, N. (2024). Optimization of SAP SD pricing procedures for 

custom scenarios in high-tech industries. Integrated Journal for 

Research in Arts and Humanities, 4(6), 122–142. 

https://doi.org/10.55544/ijrah.4.6.12 

• Saha, B., & Kumar, S. (2019). Agile transformation strategies in 

cloud-based program management. International Journal of 

Research in Modern Engineering and Emerging Technology, 

7(6), 1–10. 

• Architecting scalable microservices for high-traffic e-commerce 

platforms. (2025). International Journal for Research 

Publication and Seminar, 16(2), 103–109. 

https://doi.org/10.36676/jrps.v16.i2.55 

• Jaiswal, I. A., & Goel, P. (2025). The evolution of web services 

and APIs: From SOAP to RESTful design. International Journal 

of General Engineering and Technology, 14(1), 179–192. 

• Tiwari, S., & Jain, A. (2025). Cybersecurity risks in 5G networks: 

Strategies for safeguarding next-generation communication 

systems. International Research Journal of Modernization in 

Engineering Technology and Science, 7(5). 

https://doi.org/10.56726/irjmets75837 

• Dommari, S., & Vashishtha, S. (2025). Blockchain-based 

solutions for enhancing data integrity in cybersecurity systems. 

International Research Journal of Modernization in Engineering, 

Technology and Science, 7(5), 1430–1436. 

https://doi.org/10.56726/IRJMETS75838 

• Yadav, N., Dharuman, N. P., Dharmapuram, S., Kaushik, S., 

Vashishtha, S., & Agarwal, R. (2024). Impact of dynamic pricing 

in SAP SD on global trade compliance. International Journal of 

Research Radicals in Multidisciplinary Fields, 3(2), 367–385. 

• Saha, B. (2022). Mastering Oracle Cloud HCM payroll: A 

comprehensive guide to global payroll transformation. 

International Journal of Research in Modern Engineering and 

Emerging Technology, 10(7). 

• AI-powered cyberattacks: A comprehensive study on defending 

against evolving threats. (2023). International Journal of Current 

Science, 13(4), 644–661. 

• Jaiswal, I. A., & Singh, R. K. (2025). Implementing enterprise-

grade security in large-scale Java applications. International 

Journal of Research in Modern Engineering and Emerging 

Technology, 13(3), 424. 

https://doi.org/10.63345/ijrmeet.org.v13.i3.28 

• Tiwari, S. (2022). Global implications of nation-state cyber 

warfare: Challenges for international security. International 

Journal of Research in Modern Engineering and Emerging 

Technology, 10(3), 42. 

https://doi.org/10.63345/ijrmeet.org.v10.i3.6 

• Dommari, S. (2023). The intersection of artificial intelligence and 

cybersecurity: Advancements in threat detection and response. 

International Journal for Research Publication and Seminar, 

14(5), 530–545. https://doi.org/10.36676/jrps.v14.i5.1639 

• Yadav, N., Vivek, A. S., Subramani, P., Goel, O., Singh, S. P., & 

Shrivastav, A. (2024). AI-driven enhancements in SAP SD pricing 

for real-time decision making. International Journal of 

https://doi.org/10.55948/IJERSTE.2025.0434
https://doi.org/10.55948/IJERSTE.2025.0508
https://doi.org/10.55948/IJERSTE.2025.0416
https://doi.org/10.55544/ijrah.4.6.12
https://doi.org/10.36676/jrps.v16.i2.55
https://doi.org/10.56726/irjmets75837
https://doi.org/10.56726/IRJMETS75838
https://doi.org/10.63345/ijrmeet.org.v13.i3.28
https://doi.org/10.63345/ijrmeet.org.v10.i3.6
https://doi.org/10.36676/jrps.v14.i5.1639


International Journal of Medical Research and Innovation in Applied Science 
(IJMRIAS)  
ISSN (Online): Request Pending  

 Volume-1 Issue-2 || April- June 2025 || PP. 13-18 https://ijmrias.org/  

  

  
 

    17     

Multidisciplinary Innovation and Research Methodology, 3(3), 

420–446. 

• Saha, B., Pandey, P., & Singh, N. (2024). Modernizing HR 

systems: The role of Oracle Cloud HCM payroll in digital 

transformation. International Journal of Computer Science and 

Engineering, 13(2), 995–1028. 

• Jaiswal, I. A., & Goel, O. (2025). Optimizing content 

management systems with caching and automation. Journal of 

Quantum Science and Technology, 2(2), 34–44. 

• Tiwari, S., & Gola, D. K. K. (2024). Leveraging dark web 

intelligence to strengthen cyber defense mechanisms. Journal of 

Quantum Science and Technology, 1(1), 104–126. 

• Dommari, S., & Jain, A. (2022). The impact of IoT security on 

critical infrastructure protection: Current challenges and future 

directions. International Journal of Research in Modern 

Engineering and Emerging Technology, 10(1), 40. 

https://doi.org/10.63345/ijrmeet.org.v10.i1.6 

• Yadav, N., Bhardwaj, A., Jeyachandran, P., Goel, O., Goel, P., & 

Jain, A. (2024). Streamlining export compliance through SAP 

GTS: A case study in high-tech industries. International Journal 

of Research in Modern Engineering and Emerging Technology, 

12(11), 74. 

• Saha, B., Singh, R. K., & Siddharth. (2025). Impact of cloud 

migration on Oracle HCM payroll systems in large enterprises. 

International Research Journal of Modernization in Engineering 

Technology and Science, 7(1). 

https://doi.org/10.56726/IRJMETS66950 

• Jaiswal, I. A., & Khan, S. (2025). Leveraging cloud-based 

projects (AWS) for microservices architecture. Universal 

Research Reports, 12(1), 195–202. 

https://doi.org/10.36676/urr.v12.i1.1472 

• Tiwari, S. (2023). Biometric authentication in the face of spoofing 

threats: Detection and defense innovations. Innovative Research 

Thoughts, 9(5), 402–420. https://doi.org/10.36676/irt.v9.i5.1583 

• Dommari, S. (2024). Cybersecurity in autonomous vehicles: 

Safeguarding connected transportation systems. Journal of 

Quantum Science and Technology, 1(2), 153–173. 

• Yadav, N., Aravind, S., Bikshapathi, M. S., Prasad, P. M., Jain, 

S., & Goel, P. (2024). Customer satisfaction through SAP order 

management automation. Journal of Quantum Science and 

Technology, 1(4), 393–413. 

• Saha, B., & Goel, P. (2024). Impact of multi-cloud strategies on 

program and portfolio management in IT enterprises. Journal of 

Quantum Science and Technology, 1(1), 80–103. 

• Jaiswal, I. A., & Solanki, S. (2025). Data modeling and database 

design for high-performance applications. International Journal 

of Creative Research Thoughts, 13(3), m557–m566. 

http://www.ijcrt.org/papers/IJCRT25A3446.pdf 

• Tiwari, S., & Agarwal, R. (2022). Blockchain-driven IAM 

solutions: Transforming identity management in the digital age. 

International Journal of Computer Science and Engineering, 

11(2), 551–584. 

• Dommari, S., & Khan, S. (2023). Implementing zero trust 

architecture in cloud-native environments: Challenges and best 

practices. International Journal of All Research Education and 

Scientific Methods, 11(8), 2188. 

• Yadav, N., Prasad, R. V., Kyadasu, R., Goel, O., Jain, A., & 

Vashishtha, S. (2024). Role of SAP order management in 

managing backorders in high-tech industries. Stallion Journal for 

Multidisciplinary Associated Research Studies, 3(6), 21–41. 

https://doi.org/10.55544/sjmars.3.6.2 

• Saha, B., Jain, A., & Jain, A. K. (2022). Managing cross-

functional teams in cloud delivery excellence centers: A 

framework for success. International Journal of Multidisciplinary 

Innovation and Research Methodology, 1(1), 84–108. 

• Jaiswal, I. A., & Sharma, P. (2025). The role of code reviews and 

technical design in ensuring software quality. International 

Journal of All Research Education and Scientific Methods, 13(2), 

3165. 

• Tiwari, S., & Mishra, R. (2023). AI and behavioural biometrics 

in real-time identity verification: A new era for secure access 

control. International Journal of All Research Education and 

Scientific Methods, 11(8), 2149. 

• Dommari, S., & Kumar, S. (2021). The future of identity and 

access management in blockchain-based digital ecosystems. 

International Journal of General Engineering and Technology, 

10(2), 177–206. 

• Yadav, N., Bhat, S. R., Mane, H. R., Pandey, P., Singh, S. P., & 

Goel, P. (2024). Efficient sales order archiving in SAP S/4HANA: 

Challenges and solutions. International Journal of Computer 

Science and Engineering, 13(2), 199–238. 

• Saha, B., & Goel, P. (2023). Leveraging AI to predict payroll 

fraud in enterprise resource planning (ERP) systems. 

International Journal of All Research Education and Scientific 

Methods, 11(4), 2284. 

• Jaiswal, I. A., & Verma, L. (2025). The role of AI in enhancing 

software engineering team leadership and project management. 

International Journal of Research and Analytical Reviews, 12(1), 

111–119. http://www.ijrar.org/IJRAR25A3526.pdf 

• Dommari, S., & Mishra, R. K. (2024). The role of biometric 

authentication in securing personal and corporate digital 

https://doi.org/10.63345/ijrmeet.org.v10.i1.6
https://doi.org/10.56726/IRJMETS66950
https://doi.org/10.36676/urr.v12.i1.1472
https://doi.org/10.36676/irt.v9.i5.1583
http://www.ijcrt.org/papers/IJCRT25A3446.pdf
https://doi.org/10.55544/sjmars.3.6.2
http://www.ijrar.org/IJRAR25A3526.pdf


International Journal of Medical Research and Innovation in Applied Science 
(IJMRIAS)  
ISSN (Online): Request Pending  

 Volume-1 Issue-2 || April- June 2025 || PP. 13-18 https://ijmrias.org/  

  

  
 

    18     

identities. Universal Research Reports, 11(4), 361–380. 

https://doi.org/10.36676/urr.v11.i4.1480 

• Yadav, N., Abdul, R., Bradley, S., Satya, S. S., Singh, N., Goel, O., 

& Chhapola, A. (2024). Adopting SAP best practices for digital 

transformation in high-tech industries. International Journal of 

Research and Analytical Reviews, 11(4), 746–769. 

http://www.ijrar.org/IJRAR24D3129.pdf 

• Saha, B., & Chhapola, A. (2020). AI-driven workforce analytics: 

Transforming HR practices using machine learning models. 

International Journal of Research and Analytical Reviews, 7(2), 

982–997. 

• Mentoring and developing high-performing engineering teams: 

Strategies and best practices. (2025). Journal of Emerging 

Technologies and Innovative Research, 12(2), h900–h908. 

http://www.jetir.org/papers/JETIR2502796.pdf 

• Tiwari, S. (2021). AI-driven approaches for automating 

privileged access security: Opportunities and risks. International 

Journal of Creative Research Thoughts, 9(11), c898–c915. 

http://www.ijcrt.org/papers/IJCRT2111329.pdf 

• Yadav, N., Das, A., Kar, A., Goel, O., Goel, P., & Jain, A. (2024). 

The impact of SAP S/4HANA on supply chain management in 

high-tech sectors. International Journal of Current Science, 

14(4), 810. 

• Implementing chatbots in HR management systems for enhanced 

employee engagement. (2021). Journal of Emerging 

Technologies and Innovative Research, 8(8), f625–f638. 

http://www.jetir.org/papers/JETIR2108683.pdf 

• Tiwari, S. (2022). Supply chain attacks in software development: 

Advanced prevention techniques and detection mechanisms. 

International Journal of Multidisciplinary Innovation and 

Research Methodology, 1(1), 108–130. 

• Dommari, S. (2022). AI and behavioral analytics in enhancing 

insider threat detection and mitigation. International Journal of 

Research and Analytical Reviews, 9(1), 399–416. 

• Yadav, N., Krishnamurthy, S., Sayata, S. G., Singh, S. P., Jain, S., 

& Agarwal, R. (2024). SAP billing archiving in high-tech 

industries: Compliance and efficiency. Iconic Research and 

Engineering Journals, 8(4), 674–705. 

• Saha, B., & Kumar, A. (2019). Best practices for IT disaster 

recovery planning in multi-cloud environments. Iconic Research 

and Engineering Journals, 2(10), 390–409. 

• Blockchain integration for secure payroll transactions in Oracle 

Cloud HCM. (2020). International Journal of Novel Research 

and Development, 5(12), 71–81. 

• Saha, B., Aswini, T., & Solanki, S. (2021). Designing hybrid cloud 

payroll models for global workforce scalability. International 

Journal of Research in Humanities & Social Sciences, 9(5), 75. 

• Exploring the security implications of quantum computing on 

current encryption techniques. (2021). Journal of Emerging 

Technologies and Innovative Research, 8(12), g1–g18. 

• Saha, B., Kumar, L., & Kumar, A. (2019). Evaluating the impact 

of AI-driven project prioritization on program success in hybrid 

cloud environments. International Journal of Research in All 

Subjects in Multi Languages, 7(1), 78. 

• Robotic process automation (RPA) in onboarding and 

offboarding: Impact on payroll accuracy. (2023). International 

Journal of Current Science, 13(2), 237–256. 

• Saha, B., & Renuka, A. (2020). Investigating cross-functional 

collaboration and knowledge sharing in cloud-native program 

management systems. International Journal for Research in 

Management and Pharmacy, 9(12), 8. 

• Edge computing integration for real-time analytics and decision 

support in SAP service management. (2025). International 

Journal for Research Publication and Seminar, 16(2), 231–248. 

https://doi.org/10.36676/jrps.v16.i2.283 

 

 

https://doi.org/10.36676/urr.v11.i4.1480
http://www.ijrar.org/IJRAR24D3129.pdf
http://www.jetir.org/papers/JETIR2502796.pdf
http://www.ijcrt.org/papers/IJCRT2111329.pdf
http://www.jetir.org/papers/JETIR2108683.pdf
https://doi.org/10.36676/jrps.v16.i2.283

