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Summary

Omdia view

Against the backdrop of constantly evolving digital
disruptions, businesses are focused on improving operations,
realizing new value, and delivering optimal customer and
employee experiences. Automation, digital-first collaboration,
and Al are all presenting businesses with new and unique
challenges and opportunities. Standing still is not an option;
businesses must act now and become more digital-centric.
Service management practices and technologies are a vital
support for business looking to successful deliver against
these digital aspirations. The 2025 NTT Service Management
Insight and Vision report sheds some light on the critical
challenges and opportunities businesses face, and the
important role of service management practices and

technologies (notably ServiceNow) in addressing these issues.

Bridging the gap: Service
management must become better
aligned with digital objectives

@ e Summary

Generative Al: The
future of service
management

Digital challenges and aspirations

This year’s survey highlights the importance businesses are
attaching to Al and automation capabilities as part of their
service management and broader digital transformation
strategies. Improving operational efficiencies, advancing both
employee and customer experiences, and reducing costs by
simplifying complex digital ecosystems are all important areas
of focus for organizations. However, our survey of service
management strategic decision makers highlights the scale
of the challenge ahead, especially around the complexity of
integrating new technologies with existing systems. Half of
the businesses we surveyed identify siloed systems and data
as the main barrier stifling digital aspirations and operational
efficiencies, with a lack of standardized processes and poor
quality of employee services delivered by centralized teams
also being notable challenges.

Collaborative success: The
growing importance of partners
in service management

Enhancing business
efficiency with
workflow automation

Navigating the disruptive
digital landscape and
understanding value impact
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Service management as a catalyst for
digital success

Our 2025 study shows how service management capabilities
are viewed as critical in helping businesses achieve their
digital aspirations and operational realities. At the forefront
of enabling what businesses hope to achieve with service
management are Al and automation capabilities. Businesses
are looking at these technologies to help advance their
digital transformations by automating repetitive tasks, evolve
employee support, improve decision-making with real-time
data and analytics, and by enhancing customer service.
However, there is still work to do in advancing maturity

here, as only 19% of businesses report that existing service
management practices fully align with their digital objectives.

ServiceNow adoption
trends and business

Conclusion 6 @
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Key findings

The 2025 survey results highlight the growing importance of automation and Al in service management. Businesses are increasingly
realizing the value of these technologies, and of service management as a practice in improving businesses operations, enhancing
customer experiences, and advancing employee productivity. However, there are significant opportunities for improvement in aligning
service management with digital and business objectives.

Generative Al

Tops the service management
investment agenda, with

a focus on improving
operational efficiency and
customer experience.

Automation

Advancing automation in service
management is a top priority for
many organizations. Maturity here
is also improving.

O/

Transformation

Businesses want to improve
operational efficiency, enhance
customer experience, and
support business scalability
and growth.

Challenges

The most significant barrier is the
complexity of integrating new
technologies with existing systems,
which affects 41% of respondents.

ServiceNow

70% of businesses advise that
ServiceNow adoption has met
or exceeded their expectations
However, there are opportunities
for improvement.

Investments

The majority of businesses plan to
allocate 11-20% of their IT budget to
service management solutions. ROI
indicators vary but they are vital.

Partnerships

Businesses are looking for
partners who provide strategic
advice, manage systems, and
support seamless integrations.

Collaborative success: The
growing importance of partners
in service management

Generative Al: The
future of service
management

Bridging the gap: Service
management must become better
aligned with digital objectives

Enhancing business
efficiency with
workflow automation

Navigating the disruptive
digital landscape and
understanding value

ServiceNow adoption
trends and business
impact

@ e Summary

Conclusion e a



Summary

Introducing the 2025 ServiceNow
Insight and Vision Report

Originally launched in 2018, the annual NTT DATA ServiceNow Insight and Vision survey provides

a detailed view of the service management challenges and opportunities that organizations are
experiencing as they use the platform. The report is developed based on data and insights gathered
from real-world business decision-makers who utilize the ServiceNow platform.

Omdia, on behalf of NTT DATA, developed, programmed and fielded a custom, online survey that
explored the adoption trends, current state and aspirations, partner dynamics and characteristics
relating to service management practices and technologies, and also in the specific use of ServiceNow
as a tool in support of these business and digital objectives.

The 2025 iteration of the survey gathers responses from over 1,000 key IT and service management
decision makers and budget holders from businesses across seven major countries. Omdia deployed
a “double-blind” survey approach, the respondent did not know who was sponsoring the study and
Omdia did not receive any personally identifiable information about the respondent.

This report summarizes the results of the survey, highlighting the major trends, current state, and
aspirations businesses have relating to service management and the use of technologies that support
digital transformation. Generative Al and workflow automation were important technologies explored
in this year's survey due to the increased focus and attention both have gathered over the past twelve
months by businesses exploring service management capabilities.

The respondents represent a diverse group of businesses, with the largest proportion headquartered in
the United States. The majority of respondents work for large organizations, with 41% from companies
with 10,000 to 19,999 employees. Financially, the largest group of respondents reported annual
revenues between $1 billion and $4.99 billion.

@ e Summary

Generative Al: The
future of service
management

Enhancing business
efficiency with
workflow automation

Bridging the gap: Service
management must become better
aligned with digital objectives

Collaborative success: The
growing importance of partners digital landscape and
in service management
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Table 1: Countries with highest percentage of respondents

Country Percentage of respondents

United States 40%

United Kingdom, Japan, Germany 12% (Second highest)

Source: Omdia, N=1,012 | Copyright: ©2024 Omdia

Table 2: Percentage of respondents by business size

Business size Percentage of respondents

1,000 to 4,999 employees 25%
5000t°9999emp|0yee528%
10000t019999emp|0yees ........................................................................................................................................................................... 41%
zooooormoreemp|oyees .................................................................................................................................................................................. 6%

Source: Omdia, N=1,012 | Copyright: ©2024 Omdia

ServiceNow adoption
trends and business
impact

Navigating the disruptive

Conclusion e a

understanding value




Bridging the gap: Service
management must become better
aligned with digital objectives

Businesses are increasingly focused on improving customer from siloed digital ecosystems represents a key barrier, with half
and employee experiences, realizing new value, and enhancing of the businesses we surveyed identifying this as a key obstacle
business efficiencies with service management solutions. to service management success. Additionally, overcoming the
Features including Al, automation, collaboration, and low-code complexities associated with integrating new technologies will also
capabilities will all be important enablers here, but there are be important going forward.

obstacles businesses must overcome. Notably, moving away

Bridging the gap: Service Generative AlL: The Enhancing business Collaborative success: The Navigating the disruptive ServiceNow adoption
Summary management must become better future of service efficiency with growing importance of partners digital landscape and trends and business Conclusion
aligned with digital objectives management workflow automation in service management understanding value impact



Bridging the gap: Service management must become better
aligned with digital objectives

Only 19% of businesses report
service management alignment
with digital objectives

54% of businesses with between 1-5k employees
advise service management is either partially or
not aligned - more than any other business size.

Businesses still have work to do in optimally
aligning service management and digital
objectives. Overall, just 19% of respondents
advise that service management solutions are
fully aligned with their digital objectives. More
organizations (42%) characterize themselves
mostly aligned, with just 7% advising non-
alignment between service management and
digital business objectives.

Overall, these levels of misalignment highlight a
critical gap that those delivering and consuming
service management capabilities must
overcome in advancing digital success.

Generative Al: The
future of service
management

Enhancing business
efficiency with
workflow automation

Bridging the gap: Service
management must become better
aligned with digital objectives

Summary
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How do you feel that your current service management tools and practices are supporting your
organizations broader business digital objectives?

Mostly aligned: Service management
solutions support many of our digital
objectives but are not yet fully
integrated across the organization.

Partially aligned: Service management is
contributing to some digital goals, but
there are significant gaps in integration
and strategy.

Fully aligned: Service management
solutions are fully integrated with our
digital objectives and play a key role in
driving transformation.

19%

Not aligned: Service management is not
currently aligned with our digital
transformation objectives and requires
improvement.

25% 30% 40% 45%

35%

15% 20%

0% 5%

10%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia

ServiceNow adoption
trends and business
impact

Navigating the disruptive
digital landscape and
understanding value

Collaborative success: The
growing importance of partners
in service management

Conclusion
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Bridging the gap: Service management must become better aligned with digital objectives

Half of businesses identify siloed systems and data
as the main barrier stifling digital aspirations

and operational efficiency

Respondents highlighted siloed technical systems and data as the most significant barrier to service
management and digital alignment, with just under a quarter (23%) of businesses ranking it as

their number 1 challenging factor. This highlights the negative impact that fragmented systems

and isolated processes are having on technical and business operations. The lack of standardized
processes across the business is another major challenge, with 14% of respondents ranking it as a
top factor negatively impacting alignment between service management and business practices. This
emphasizes how archaic IT and business processes create operational inefficiencies.

Poor quality of employee services delivered by centralized teams (HR, IT, etc.) is also a notable
concern overall (2nd most concerning across the top 3 rankings). Businesses indicate that the quality
of services provided by centralized teams is not meeting expectations. Finally, a lack of automation
that is leading to service delivery inefficiencies is another area that businesses feel is having a
negative impact on the alignment between service management and the business.

Siloed technical systems and data

Lack of automation
leading to service delivery
inefficiencies

Poor quality of employee services
delivered by centralized teams
(HR, IT, etc.)

Source: Omdia, N=395 | Copyright: ©2024 Omdia

Generative Al: The
future of service
management

Bridging the gap: Service
management must become better
aligned with digital objectives

@ e Summary

Enhancing business
efficiency with
workflow automation

Collaborative success: The
growing importance of partners
in service management

digital landscape and trends and business

Navigating the disruptive ServiceNow adoption
understanding value impact

Conclusion G a
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Bridging the gap: Service management must
become better aligned with digital objectives

What are the top 3 digital/IT priorities for your business over the next 12-18 months?

Q I a 1 S e C rit ill Data security and compliance 18% 13% 12%
3 Al integration 16% 11% 13%

o o o . ' ; : '
dominate the digital
landscape over the

p Improving employee collaboration 10% 12% 9%
I | e X t 1 8 mO l |l l S Optimizing IT infrastructure for 9% 10% 129
energy and cost efficiency : ° .0
Reducing operat?onal expenses 7% 9% 9%
with automation
Businesses highlight data security and compliance as the highest DzaiSZ}?g ir;terr;al_?irvicei&; 7% 8% 11%
- . . . . . rocesses , 11, sales, 1acilities, etc.
overall digital priority over the next 18 months. Al integration is : ; ' :
another digital priority for businesses, as is cloud migration which Simplifying/rationalizing 6% 8% 10%
is also the priority objective for telecom and media businesses. FECuCIogyANYESUENts ;
Other notable priorities include improving employee collaboration EnImE ) SmBleyEe Preel ety e T ki
(especially in healthcare), optimizing IT infrastructure for energy
and cost efficiency, and digitizing both internal and customer Other (please specify) | 0%
services and processes.
0% 5% 10% 15% 20% 25% 30% 35% 40%

Bridging the gap: Service
management must become better
aligned with digital objectives

Summary

Generative Al: The
future of service
management

Rank 1 Rank 2 Rank 3

Enhancing business
efficiency with
workflow automation

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia

Collaborative success: The
growing importance of partners
in service management

Navigating the disruptive
digital landscape and
understanding value

ServiceNow adoption
trends and business
impact

Conclusion



Bridging the gap: Service management must become
better aligned with digital objectives

Service management 1S
viewed as support for
business growth and
scalability

The survey data also reveals several key trends and insights regarding the primary
objectives businesses have for investing in service management and workflow
automation solutions over the next two years.

Notable here is businesses looking to improve employee productivity with service
management. This indicates a strong focus on leveraging capabilities like automation
to enhance workforce efficiency and effectiveness.

Supporting business growth and enhancing customer experiences are other
important goals, highlighting the need for scalable and agile service management
capabilities and approaches.

Bridging the gap: Service Generative AL: The
Summary management must become better future of service
aligned with digital objectives management

2025 ServiceNow Insight and Vision Report

What are your organization's primary objectives for investing in service management and workflow
automation solutions over the next 2 years?

Improve employee productivity | : 13% | | 11% | | 9%
Support businesses in delivering new revenue streams . 10% : | 8% | 7% | |
Enhance customer experience | 9% | | 12 | 10
Faster issue/case resolution 9% 7 | 8% .
Supporting business scalability and growth : 8% | | 10% | | 11%

Increase data-driven decision-making
Ensure compliance and governance
Enhance security and reduce risks

Scale operations efficiently

Reduce operational costs 13%
Improve decision making 6 | 7% | 6%
Improve cross-functional workflows and collaboration 5% | 6 5
Optimize business processes for greater agility 4% | 7 5
Other (please specify) 1% | | |
0% 5% 10% 15% 20% 25% 30%

@®Rank1 @Rank2 @Rank3

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia

Enhancing business Collaborative success: The Navigating the disruptive ServiceNow adoption
efficiency with growing importance of partners digital landscape and trends and business Conclusion
workflow automation in service management understanding value impact

12

35%




Bridging the gap

41% of businesses
are struggling with
complex technology
Integrations

Tech stack complexity is a real challenge for businesses, and

one that impacts the value gained from automation capabilities.
Specifically, the 2025 survey shows that complex integration

with existing systems is the priority automation challenge

that businesses are facing. This highlights how businesses are
struggling to incorporate new automation technologies into their
current infrastructure.

Businesses also highlight how a lack of skills and talent are impacting
adoption of automation. This is especially true for businesses with
more than 20k employees where it is the priority challenge.

Data security and compliance concerns with automation
capabilities are another notable issue, highlighting the importance
of solutions that aid in the safequarding of sensitive information
and supporting the adherence to requlatory requirements.

Bridging the gap: Service
management must become better
aligned with digital objectives

Summary

Generative Al: The
future of service
management

Complex integration with existing
systems

Lack of skills/talent/experise to
implement and maintain

Data security and compliance
concerns

Resistance from employees

Lack of priority to invest in this
capability

Cost of solutions and
implementation

Governance and risk management
concerns

Lack of budget to invest in this capability

Difficulty in proving ROI /
understanding benefits

Difficulty in identifying suitable
processes for automation

Other (please specify)

Enhancing business
efficiency with
workflow automation

0%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia

5%

Collaborative success: The
growing importance of partners
in service management

10%

15% 20%

Navigating the disruptive
digital landscape and
understanding value

2025 ServiceNow Insight and Vision Report | 13

25% 30%

ServiceNow adoption
trends and business
impact

What are the top 2 biggest challenges your organization faces in implementing new automation capabilities?

36%

35%

Conclusion

41%

40%

45%
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Bridging the gap: Service management must become better aligned with digital objectives

The majority of businesses to
allocate more than 11% of IT budget
to service management

The largest number of businesses (42%) expect to allocate between 11-20% of their overall IT budget to service
management solutions. This reflects the importance of service management solutions in supporting business operations
and digital transformation. 36% of businesses plan to invest 10% or lower of their overall IT budget into service
management, highlighting an opportunity for vendors and service providers delivering these solutions to better articulate
the important strategic value these solutions deliver enterprises.

18%

0-5% Between 6-10% Between 11-20% Between 21-30% 31% or more

Bridging the gap: Service Generative AlL: The Enhancing business Collaborative success: The Navigating the disruptive ServiceNow adoption
Summary management must become better future of service efficiency with growing importance of partners digital landscape and trends and business Conclusion
aligned with digital objectives management workflow automation in service management understanding value impact
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Aligning service management and
digital objectives: Industry perspectives

LI
==

Banking & Finance

Data security and compliance is the
priority digital challenge

40% of businesses advise that
service management and digital
goals are either not aligned or only
partially aligned

Leveraging generative Al to
improve service management
activities is the most important
investment factor

A\ 4

Q(T%&
b
Healthcare

Siloed technical systems and data
is the priority factor negatively
impacting alignment between

service management and
business practices

Just 19% advise that service
management solutions are fully
integrated with digital objectives

and play a key role in driving
transformation

A 4

Manufacturing

16% highlight Al integration
as a digital business priority -
second only to data security and

compliance (19%)

35% advise that enhancing
customer experience will be the
primary objective for investing
in service management and
workflow automation solutions
over the next 2 years

A\ 4

e

Technology

43% identify complex integration
with existing systems as the
biggest challenges faced when
implementing new automation

capabilities

41% highlight employee
productivity improvements as
a top objective for investing in

service management and workflow
automation solutions over the next
2 years

Collaborative success: The
growing importance of partners
in service management

Generative Al: The
future of service
management

Bridging the gap: Service
management must become better
aligned with digital objectives

Enhancing business
efficiency with
workflow automation

Navigating the disruptive ServiceNow adoption
digital landscape and trends and business
understanding value impact

@ e Summary

Conclusion 6 @




Generative Al: The future
of service management

As is the case across most enterprise and consumer technologies enhancing employee productivity and experiences, are other
at present, generative Al tops the service management investment aspirations businesses have when it comes to the adoption of
agenda for business leaders. Advanced Al and automation generative Al and automation capabilities in enhancing current
capabilities are viewed by business leaders as important service management practices and technologies.

enablers of new operational efficiencies and customer outcomes.
Supporting business scalability and growth, in addition to

Bridging the gap: Service Generative AL The Enhancing business Collaborative success: The Navigating the disruptive ServiceNow adoption
Summary management must become better future of service efficiency with growing importance of partners digital landscape and trends and business Conclusion
aligned with digital objectives management workflow automation in service management understanding value impact



Generative Al: The future of service management

Generative Al tops the
service management
Investment agenda

The survey results reveal that improving service management by using generative
AI will be a key element driving further investment over the next 18 months. This
highlights the strong business focus on adopting advanced Al technologies to
enhance service management processes and outcomes.

Improving operational efficiencies and reducing operational costs are other
important priorities. This suggests that organizations are keen on streamlining their
operations to achieve better performance and productivity, in addition to realizing
new cost efficiencies. Articulating how service management solutions help here will
be vital for vendors and service providers delivering these capabilities.

Generative Al: The
future of service
management

Bridging the gap: Service
management must become better
aligned with digital objectives

Summary

Enhancing business
efficiency with
workflow automation
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What are the three most important factors that will drive your decision to further invest in service management
capabilities and practices over the next 18 months?

Leveraging generative Al to
improve service management

Improving operational efficiency

Reducing operational costs through
the automation of internal services

Enhancing decision-making with
data-driven insights

Increasing employee productivity

Enhancing integration between
various enterprise systems

Enabling scalability to support
business growth

Ensuring compliance and security

Enhancing and automating
customer service

Other (please specify)

Rank 1 Rank 2 Rank 3

0%

0%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia

Collaborative success: The
growing importance of partners
in service management

20% 18% 15%
14% 11% 16%
12% 14% 1%

10% 9% 8%

10% 8% 7%

9% 12% 13%
8% 10% 1%
8% 7% 8%

7% 11% 10%
10% 20% 30% 40% 30% 50% 60%

Navigating the disruptive
digital landscape and
understanding value

ServiceNow adoption
trends and business
impact

Conclusion
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Generative AI: The future of service management Which of the following best describes your organization’s current level of adoption of generative Al
capabilities across all applications?

A quarter of organizations
believe employees are s sanciene gnerte AL
U'SID'g g enerative AI withoLt buaimess approval {nofficial or : : : : 2% : : : 5
without business approval |

shadow Al use)

Employees are using business
sanctioned generative Al
capabilities/tools across multiple

The use of generative Al capabilities by businesses is significant, with only 2% of departments.
organizations advising they have no plans to use GenAl

Employee use of Al technologies for business purposes without the knowledge or We're not currently using generative Al
consent of an internal IT team, often termed “Shadow Al”, is on the rise. Our study but we are evaluating potential use.
shows that 24% of businesses advise that employees are using generative Al without
business approval. It is important to note that this will likely be higher as there will be

activity respondents don't know about.
We have no plans to use generative
Al at this time.

0% 5% 10% 15% 20% 25% 30% 35% 40%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Generative Al: The future of service management

Businesses want GenAl
to level-up customer
services and IT

The study also explored the
departments business leaders feel

will benefit most from generative Al
capabilities. Here, customer services
was identified as the department

that would most benefit the most

from the technology. IT and technical
support teams are also viewed as being
significant beneficiaries, with 17%
ranking it as the top priority.

Summary

Bridging the gap: Service
management must become better
aligned with digital objectives

This data highlights how Al investment
decisions are likely to be focused

on enhancing customer service
experiences, with strong appeal for
capabilities like chatbots and virtual
agents. The focus on using Al within
IT and technical support teams also
highlights the focus on leveraging Al-
driven automation to advance internal
operations.For businesses unsure on
where to start with Al, these two areas
would be good places to focus efforts
and resources.

Generative Al: The
future of service
management
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Which employees or departments do you believe would benefit the most from the implementation
of generative Al capabilities?

Customer services

IT/technical support and
development

Sales and marketing
Finance and accounting
Human resources
Operations and logistics
Back office functions
Research and development
Field engineers

Factory floor

0% 10% 20% 30% 40% 50%

@®Rank1 @Rank2 @Rank3

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Which areas do you see the greatest potential for generative Al to enhance service management activities?
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Generative Al: The future of
service management

Automating repetitive and 16% 12% 11% .
NERIEIRENE _ I CX
Improving customer experience 11% 12% 10% mp ro \/ lng
and streamlinin
Increasing employee productivity 8% 10% 8% g
Enhancing data analysis and ;
insights for strategic decisions % £ 11% e l I plo 52 ee taSkS are
Mitigating risks and enhancing
compliance e [ 7% ° °
Improving decision-making accuracy 7% 4% 6% 1 & Ob] e Ctl -\/ eS
Gaining competitive advantage 6% 6% 9%
Reducing operational costs 6% 7% 6% Supporting the automation of repetitive and manual tasks is
: a key use-case that business leaders are looking to support
ini (0] (0) . . Qe
Streamlining workflows and processes 0% 75 et through the adoption of generative Al capabilities.
Improving scalability of business | : . . :
operations ] N 6% Supporting customer experience improvements is another
. , . | | important use-case - unsurprising given the focus businesses
Enhancing innovation and creativity 5% 5% 7% . , " o
| | have on adopting Al in benefiting CX activities.
Supporting personalized customer 50 50 _ _ .
interactions | | The focus on supporting business strategy by enhancing data
analysis also indicates how businesses are looking to adopt Al to
0% 504 10% 15% 20% 25% 30% 35% 40% gain a strategic and operational edge.

Rank 1 Rank 2 Rank 3

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Generative Al: The future of service management

90% of businesses expect to pay more
for GenAlI capabilities

One of the relative unknowns around Al is in how much

businesses are willing to pay for transformative capabilities 1 00/
that help them deliver more customer value and better 0
business outcomes. From a service management perspective,

it is only 10% of businesses that expect new Al capabilities that

deliver high-value, transformative outcomes to be available 22% Between 1-3%
at no additional cost to their existing service management
license fees and structure. Conversely, 57% of businesses are
prepared to pay between 4-10% on top of their existing service
management budget for impactful GenAl capabilities. Between 4-6%

1 6% Between 7-10%
9% Between 11-15%

2% More than 15%

Will pay no additional fee
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Generative Al: The future of service management

Integration 1s also
viewed as the priority
Al 1implementation
challenge

It is vital that businesses understand the potential challenges
associated with implementing Al, as doing so helps ensure they are
in the best position to realize the improved efficiency, innovation,
and competitive advantages the capabilities help deliver.

Priority challenges businesses currently associate with the
technology include integration complexities (37%), data security
concerns (32%), and a lack of inhouse Al expertise (35%).

Developing a clear Al strategy that is integrated across the entire
organization is important. Additionally, when exploring new Al
capabilities, businesses must explore how they integrate with
existing tools and services. Finally, developing internal awareness
and skills around Al is critical.

Bridging the gap: Service
management must become better
aligned with digital objectives

Summary

Generative Al: The
future of service
management
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What are the top 2 biggest challenges your organization faces in implementing new Al capabilities?

Complexity of integration
with existing tools

Lack of inhouse Al expertise

Data security and privacy
concerns

Difficulty in proving ROI

Resistance from
organization

Too expensive /
lack of budget

Regulatory concerns

Difficulties selecting correct
tools or vendors/partners

Poor internal processes
and data

Other (please specify)

5% 10%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia

efficiency with

workflow automation

Enhancing business
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Generative Al: The future of service management

97% of businesses report that adopting
GenAl has contributed to some form of
revenue growth or benefit

Understanding the impact that disruptive technologies like GenAl
are having on revenue growth is important in understanding

ROI. Businesses that have implemented GenAl capabilities advise
that the most significant value has been in improving customer
retention and satisfaction, with 31% of respondents indicating

that this result has led to increased revenues. Additionally, 20% of
respondents noted that generative Al has enabled their businesses

to launch new products/services, and 13% advised it has allowed
entry into new markets or opened new revenue streams.

From a workflow automation perspective, this technology has had

a notable impact on allowing entry into new markets or opening
new revenue streams for businesses, with 31% of respondents
highlighting this benefit. Furthermore, 25% of respondents
reported that workflow automation has improved customer
retention and satisfaction.

management must become better
aligned with digital objectives

@ e Summary

Bridging the gap: Service ‘
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How has the implementation of generative Al, workflow automation, and low/no-code solutions contributed to revenue

growth in your organization?

Enabled the launch
of new products /
services

We are not
currently using
this solution

Response

Improved customer
retention and

satisfaction,
increasing revenue

Accelerated
sales cycles

Allowed entry
into new markets
/ opened new
revenue streams

Increased upsell
or cross-sell
opportunities

No significant
revenue growth

Workflovy 2% 14%
automation
Low/no-code 7% 11%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Generative Al: The future of service management

Half of organizations
expect GenAl
adoption to reduce
headcount

Much conversation and focus has been on the impact of Al on the
workforce, specifically employee headcount, but what is the reality?
Our data reveals that a significant 47% of businesses anticipate

a reduction in headcount due to the adoption of generative Al
However, 35% expect roles and responsibilities to shift without
changing the overall headcount.

Business leaders also expect workflow automation to have a varied
impact, with 40% of respondents predicting a reduction in headcount
due to adoption of the technology, whilst 53% foresee a shift in roles
and responsibilities without affecting the overall headcount.

Bridging the gap: Service
management must become better
aligned with digital objectives

Summary

Generative Al: The
future of service
management
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What impact has the adoption of these solutions had, or do you anticipate it will have, on your organization's workforce?

14%

0%
Will require us to hire more staff, so
headcount will grow

Shifted roles and responsibilities, but no change
in overall headcount

Reduction in headcount

Workflow automation Low/no-code

@ GenAl

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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What is your expectation for how investment in generative Al and workflow Generative Al: The futu re Of service ma nagement
automation capabilities will impact your organization’s overall operational costs?

I /6% of businesses expect Al and
- I  \orkflow automation to result in cost
s W reductions of up to 20%

reduction
(10-19%)
: : : Whilst it is still early days in understanding the impact that 19% of businesses that have more than 20k+ employees
Minimal cost Al and advanced automation technologies will have on anticipate significant cost reductions. Overall, organizations
reduction (1-9%) an organization’s bottom line, the expectation of business are very optimistic about achieving cost reductions through
: : : leaders is that notable cost reductions will be realized by investments in generative Al and workflow automation.

embracing the technology.

Almost half of respondents (49%) expect investment in
AI and workflow automation to result in a moderate cost
reduction of 10-19%.

No impact

Increase in costs

0% 10% 20% 40% 50%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Generative Al and service management:
Industry perspectives

LI
==

Banking & Finance

43% believe that adoption of
generative Al capabilities will
result in headcount reductions

Data security and privacy concerns
is the priority challenge these
business face in implementing

new Al capabilities

Improving customer experience is
the Al use-case with the greatest
potential

A\ 4

Q%D
b
Healthcare

56% of businesses are piloting
or using business sanctioned
generative Al capabilities/tools

across multiple departments

41% highlight complexity of
integrating AI with existing
tools as the biggest challenge in
adopting the technology

A 4

Manufacturing

Faster incident and case
resolution is the primary driver
of investment in generative
Al capabilities for service
management

32% advise that the
implementation of generative
Al has improved customer
retention and satisfaction,
helping increase revenue
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Technology

35% of businesses believe
employees are using generative
Al without business approval -
more than any other industry

74% of businesses believe
generative Al will see them
experience cost reductions of up
to 20%

49% believe generative AI will
result in a headcount reduction

Collaborative success: The
growing importance of partners
in service management

Generative Al: The
future of service
management

Bridging the gap: Service
management must become better
aligned with digital objectives

Enhancing business
efficiency with
workflow automation

Navigating the disruptive ServiceNow adoption
digital landscape and trends and business
understanding value impact
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Automation capabilities have become the new service businesses in moving to more mature automation approaches,
management foundation, helping extend the value of these the early results are encouraging with businesses highlighting
solutions into supporting business units and use cases beyond business efficiency improvements and customer satisfaction

just the IT department. Whilst there is still a lot of work to do by enhancements being realized through embracing automation.
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Summary management must become better future of service efficiency with growing importance of partners digital landscape and trends and business Conclusion
aligned with digital objectives management workflow automation in service management understanding value impact




Enhancing business efficiency with workflow automation

Only 19% of businesses
have achieved significant
automation of workflows
across most functions
and departments

A significant portion of organizations (36%) are piloting automation in
select areas. This indicates that many organizations are in the experimental
phase, testing automation solutions in specific departments or functions to
evaluate their effectiveness before broader implementation.

Bridging the gap: Service Generative AL: The
Summary management must become better future of service
aligned with digital objectives management
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How would you describe the maturity of your organization’s current workflow automation strategy?

Piloting automation in
select areas

Moderately automated
workflows in key
functions/departments

Significantly automated
workflows across most 19%
functions/departments

Early stages of exploration,
but no adoption

No plans to
implement automation

1%

0% 5% 10% 15% 20% 25% 30% 35% 40%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Developing automation

e Only 5% of businesses with +20k employees have either not adopted or
have no plans to adopt automation capabilities.

¢ In contrast, just under a quarter (22%) of businesses with between 1-5k
employees have either not adopted or have no plans to adopt automation
capabilities..

Advancing automation

e Overall, 53% of businesses have either moderately or significantly
automated workflows.

e Life sciences and pharma are the most advanced in adoption (73%)

e Education is the least advanced (13%)
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Enhancing business efficiency with workflow automation

Worktlow automation is
reducing errors, boosting
efficiency, and enhancing
customer satisfaction

The most significant benefit of workflow automation businesses are experiencing is
the reduction in manual errors and rework - 20% rank it as the top benefit, and it is
the response that garnered the most attention overall.

Public sector organizations have also realized information flow and workflow
scaling benefits.

The responses highlight how businesses are realizing substantial benefits from
workflow automation, particularly in reducing errors, improving efficiency, and
enhancing customer satisfaction.

What benefits has your organization realized from implementing workflow automation?

Reduction in manual errors and rework
More efficient business operations

Enhanced customer satisfaction

Better flow of information
between departments

Faster resolution of issues
Ability to scale workflows and processes

Cost savings for my department

Increased employee productivity

Better adherence to requlatory and
compliance requirements

Security improvements
Improved compliance
Reduced system downtime

Other (please specify)

Rank 1 Rank 2 Rank 3

Summary

Bridging the gap: Service
management must become better
aligned with digital objectives

Generative Al: The
future of service
management

Enhancing business
efficiency with
workflow automation

Collaborative success: The

20%

10% 12%
10% 6% 7%
9% 8% 1%
9% 7% 9% -
8% 10%
8% 7% 6%
7% 13% 8%
6% 8% 7%
5% 6% 7%
4% 5% 6%
3% 7% 7%
1%
5% 10% 15% 20% Y/

0%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Fewer than 25% of organizations have widely adopted low-code solutions

No interest: Not yet adopted but interested: Exploring adoption: Adopted but limited: . Adopted and expanding:
We do not currently use low/no-code . We haven't adopted low/no-code . We are in the process of evaluating or We have implemented low/no-code . We have adopted and continue to
platforms and have no plans to adopt them . platforms, but we recognize their . piloting low/no-code platforms platforms across some teams and for . expand low/no-code capabilities
. potential and may be interested in : particular use cases, but broader . across multiple departments
the future :

adoption is limited

Maturity

aligned with digital objectives management workflow automation in service management understanding value
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Enhancing business efficiency with workflow automation

Larger businesses have a greater appetite for
transformational workflow and process automation

What best describes your organization's current and desired level of business workflow and process automation over the next 2 years?

Transformational automation: Fully automate
end-to-end business processes to drive digital ;
transformation (75%+ of processes) ' ' ' ' 26%

Advanced automation: Achieve widespread 26% |
automation of most processes (50-74% of processes) 40%
Functional automation: Automate key workflows 41%
across multiple departments (26-49% of processes). :
Basic automation: Automate a few critical processes

(1-25% of processes).

4%

No automation: No current or plans to automate. -
0

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

@ Current State @ Desired State

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Worktlow automation: Industry perspectives

LI
==

Banking & Finance

Just 2% of businesses in this
vertical advised that workflow
automation solutions hadn't
supported their organization in
growing revenues in some form

65% of respondents advised that

they realized measurable benefits

from workflow automation within
six months

A\ 4

Q%D
b
Healthcare

Complex integration with
existing systems (40%) and a
lack of skills/talent/expertise

to implement and maintain

automation solutions were cited
as the biggest challenges facing
implementation

Supporting scalability and growth
is the primary goal in adopting
automation capabilities by
healthcare organizations

A 4

Manufacturing

66% of businesses in this vertical
wish to move to either an
advanced or transformational
level of workflow and process
automation over the next two years

45% of respondents highlight
a reduction in manual errors
and rework as a top workflow
automation priority - more than
any other aspiration
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Technology

21% of businesses advise
that they have significantly
automated workflows across
most business functions/
departments

34% of respondents advised that
workflow automation enabled
them to enter new markets and/or
open-up new revenue streams
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aligned with digital objectives
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understanding value impact
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ollaborative success:
The growing importance
of partners in service
management

Automation capabilities have become the new service businesses in moving to more mature automation approaches,
management foundation, helping extend the value of these the early results are encouraging with businesses highlighting
solutions into supporting business units and use cases beyond business efficiency improvements and customer satisfaction

just the IT department. Whilst there is still a lot of work to do by enhancements being realized through embracing automation.

Enhancing business Collaborative success: The Navigating the disruptive ServiceNow adoption
growing importance of partners digital landscape and trends and business Conclusion

understanding value impact
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Collaborative success: The growing importance of partners in service management What strategic role do partnerships play/will partnerships play in enhancing your
organization’s service management, automation maturity and overall business operations?

76% of businesses view partners ” _
as bein g an imp ortant enabler stem mErehensive management o

assumes some operational risk in acting
as an extension of the business.

Of SerVice management Success Key enabler - Partner handles complex

tasks like Al integration or
cybersecurity, whilst internal business
team manages daily operations.
Support is flexible.

The survey results also reveal key trends The larger the organization, the more critical .
and insights regarding the strategic role partnerships are to them. 20% of businesses O b o

£ hi : h . : ith bet 1-5k | . t hi tools and training - business manages
of partnerships in enhancing service with between 1-5k employees view partnerships operations independently with ongoing
management, automation maturity, and overall as critical, compared to 53% of businesses with guidance and best practices.
business operations. more than 20k employees.

: : : . . Minimal role - Partner provides
0 0

42 Aa'of requndents view partnerships as 86/9 qf bu.smesses in trqvel, transportation, and ey e GecEaenE] G EERIss for
playing a critical role, where partners deliver logistics view partnerships as being a key or complex projects or upgrades - internal
comprehensive system management and critical enabler of business enhancements with team manages the rest.
strategic guidance and direction. service management capabilities - more than

any other industry.
y y No role - The business operates all IT

systems independently, without reliance
on external partners.

0% 10% 20% 40% 50%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Collaborative success: The growing importance of
partners in service management

Industry specificity and
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What are your organization’s key priorities when engaging with technology and service provider partners for
generative Al, workflow automation, or low/no-code service management solutions?

Delivers out-of-the-box solutions

0, (0
specific to your industry % 22%
o o o o
Integration expertise will
these solutions with existing systems
. . . F impl i d
drive Interest in partners
time-to-value
Better security and compliance 13% 120
assurance
When exploring what organization’s key Faster implementation and time-to-value .
priorities are for working with partners, is another key priority, with 13% ranking SIS AN demo”StraE'rggsap”a‘i;r?CS; 13% 8%
the need for expertise in integrating it first and 14% ranking it second.
cutting edge technologies with existing N . Cost-effective solution, even if it
systems is important. Additionally, better security and means fewer features and 12% 6%
compliance assurance, and clearer limited expertise.
Enterprise solutions and services are ROI demonstration and cost , , ,
. inalv b . ticalized tran ren re significant prioriti Continuous innovation and product 8% 13%
increasingly becoming more verticalized, ansparency are significant priorities. improvements
and the data shows this is also the case
for service management where industry-
e ) : : - ) .
specific solutions are highly valued Olnfs/elie) Bt elel SU R 0% %
partner capabilities, with 17% ranking it
first and 22% ranking it second.
0% 5% 10% 15% 20% 25% 30% 35% 40%
@®Rank1 @Rank2
Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Collaborative success: The growing importance of What type of partner or supplier do you view as most critical in helpinggyour organi.zation
partners in service management accelerate service management, workflow automation, and overall business objectives?

B u S ln e S S e S Wa l I t End-to-end solution providers - Partners that offer a
comprehensive suite of services and tools covering ot

the full-service management and automation lifecycle.

a rtn e rS t I l at Technology integrators - Partners that specialize in
integrating new tools and platforms with your existing

infrastructure to ensure seamless operations.

n Cloud and SaaS providers - Partners that offer
Supp O r e - O - e l I cloud-based service management and automation

platforms for greater flexibility and scalability.

o
Niche specialists - Experts focused on specific
Ser ‘} lce l I l a l l age l I l e l l areas such as workflow automation, ITSM, or

Al-driven solutions.

Consulting and advisory firms - Partners that provide
strategic guidance, best practices, and tailored

Partners that deliver comprehensive end-to-end solutions are solutions for optimizing service management.
viewed as the most favoured and critical, with a quarter of total Managed service providers (MSPs) - Outsourcing
respondents (24%) indicating a strong preference. This is especially partners who manage the day-to-day operations of
true in businesses that employ between 1-5k people. DO SEYIER MEEGETIENE e SVISEIon 1ol

. . Innovation and R&D partners - Companies focused
0
Technology integrators are also highly valued by 19% of on developing cutting-edge technologies and services

respondents. This again emphasizes the importance of integration that can be customized to your evolving needs.

for businesses. o
No preference - We have no specific preference
for partner type as long as they deliver on

business goals.

There is also strong preference for cloud and SaaS providers,
reflecting the growing trend towards flexible and scalable cloud-
based solutions.

0% 5% 10% 15% 20% 25%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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The growing importance of partners in service
management: Industry perspectives

e

ng{p
b
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Banking & Finance Healthcare Manufacturing Technology
78% advise that partners will be a Partners that offer a 22% of manufacturing businesses Only 6% of technology, telecom,
key enabler or play a critical role comprehensive suite of services rank a need for expertise and media businesses advised
in enhancing their organization’s and tools covering the full-service in integrating AI, workflow . that they saw partners playing
service management, automation < g management and automation C g automation, and low/no-code - ’ a minimal role in enhancing
maturity, and overall business lifecycle are preferred over others solutions with existing systems as their organization’s service
operations ] the primary reason for engaging management, automation
R In healthcare, 70% advise that with a service management maturity, and overall business
A key priority is for partners partners will be a key enabler or partner. This is the dominant operations. The role of partners is
to deliver solutions developed play a critical role in enhancing priority in this industry, with faster critical to success
specifically around the needs of their organization’s service implementation and time to
the financial industry management maturity and overall value (17%) following

business operations

Bridging the gap: Service Generative AL The Enhancing business Collaborative success: The Navigating the disruptive ServiceNow adoption
Summary management must become better future of service efficiency with growing importance of partners digital landscape and trends and business Conclusion
aligned with digital objectives management workflow automation in service management understanding value impact




Navigating the disruptive
digital landscape and
understanding value

Understanding value is key to any successful service management highlight how important service management is in helping their
initiative. Businesses are relying on a mix of traditional and new business be successful, but there is still room for improvement.
methods of quantifying value and determining the success of
service management projects. Encouragingly, many businesses

Bridging the gap: Service Generative AlL: The Enhancing business Collaborative success: The Navigating the disruptive ServiceNow adoption
Summary management must become better future of service efficiency with growing importance of partners digital landscape and trends and business Conclusion
aligned with digital objectives management workflow automation in service management understanding value impact
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Navigating the disruptive digital landscape and understanding value

Seamless integration between
service management and
collaboration tools is the
emerging capability with
highest interest

Seamless integration with collaboration tools In the UK, integration with collaboration tools
like Teams and Zoom is the top priority for 14% is viewed as less important. Here, advancing
of respondents, indicating a strong focus on predictive analytics for proactive management
enhancing communication and collaboration and seamless integration with third-party Al
within organizations. tools are the priorities. Japan also has a focus

_ on Al; Al-driven analytics and reporting are the
No/low-code solutions are the second most priority for b&usinesses in this country.

important priority for large businesses with
20k+ employees.
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Which emerging service management capabilities is your organization most interested in adopting over the next 2 years?

Seamless integration with collaboration tools (Teams, 9% 8%
Zoom, etc.) :
Al-driven analytics and reporting 10% 9%
No/low-code solutions enhanced with generative Al 10% 7%
Advancing predictive analytics for proactive management 11% 12%
Seamless integration with third-party Al tools 8% 8%
Advancing self-service options 6% 5%
Greater customization 5% 4%
Solutions/capabilities built specifically for my industry 7% 8%

Multi-modal Al (voice, images) for user support/virtual 8% 506

agents :
Self-healing systems 5% 7%
Investing in service management capabilities beyond ' 4% ' 6%
just IT (into HR, facilities, etc.) :
Enhanced mobile functionalities 4% 6%
Employee and customer sentiment analysis features 4% 5%
Integration with network/telco cgpabllltles (e.g: 5G, 50 6%
location-based services) : :
Low-code/no-code capabilities 4% 5%
0% 5% 10% 15% 20% 25% 30% 35%

@® Rank 1 Rank 2 Rank 3

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia

Bridging the gap: Service Generative AL The Enhancing business Collaborative success: The Navigating the disruptive ServiceNow adoption

Summary management must become better future of service efficiency with growing importance of partners digital landscape and trends and business Conclusion
aligned with digital objectives management workflow automation in service management understanding value impact




2025 ServiceNow Insight and Vision Report | 42

Navigating the disruptive digital landscape and understanding value

Traditional metrics still drive
service management ROI, but
people-centric metrics are
becoming more important

Measuring the current, as-is state of service Encouragingly, employee productivity

management is vital in helping businesses know improvements are also being viewed as an

where to invest resources in maximizing ROL. important ROI indicator. This emphasizes the
_ _ . growing importance service management

Case resolution speed, customer satisfaction solutions play in enhancing employee

improvements, and more efficient decision oroductivity overall.

making supported by better data and insights are

important service management ROI indicators. It may be surprising to not see cost savings

ranked higher, but this will be a universal
objective achieved as a by-product of focus on
the other ROI levers analyzed.
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How do you currently measure the value or ROI from your investment in service management solutions?

Reduction in ticket resolution time 15% 11%

Improvement in employee productivity 14% A

Higher customer satisfaction scores 11% 10%
Improvements in data driven insights and 13% ‘ ‘ 9%
decision making : :

Business operation cost savings 9% 7%

IT Infrastructure cost reductions 8% 9%

Reduction in service-related incidents or downtime 8% 10%

Employee experience / sentiment improvement 9% 10%

Ability to scale automation capabilities 8%

Fewer compliance issues 4% 7%

Fewer security incidents 4% 7%

Other (please specify) 0%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

® Rank 1 Rank 2 Rank 3

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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How successful has your organization been in realizing the expected benefits of its investment in Navigating the disru ptive digital Iandscape and understa nding value

49% of companies report
strong success from service
management initiatives

=
0
n
Q
(v
=)
-
7]
c
-

Most organizations have experienced a very good level of success in the adoption of service
management and workflow automation capabilities, with the majority of respondents rating their
success as positively.

This is certainly a testament to the effectiveness of service management solutions in delivering the
desired business benefits.

Despite the encouraging result of only a very small percentage of respondents (2%) rating their success
asa 1 outof 5, itis also a quite modest amount (17%) that rated their adoption as extremely successful (5
out of 5). This highlights the opportunity for service management vendors and service providers to further
improve their solutions in delivering the most business success.

Extremely successful

v 0% 10% 20%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Navigating the disruptive digital landscape and understanding value

Unlocking service management
value: Customer satisfaction

1S the priority ROI indicator at
present, but focus is shifting

Businesses rely on different methods and data in quantifying the success and value delivered by
service management and workflow automation solutions. The most dominant method of quantifying
ROI at present is using customer satisfaction data. This is really encouraging, as it shows the important
link many businesses are drawing between service management capabilities and the value they
provide in supporting customer outcomes. As an aspiration, there is a strong desire to adopt format
project tracking methods relating to technology capital and returns.

Other important insights include large businesses (20k+ employees) are keen to embrace ROI
calculators, and healthcare and financial services firms highlighting third-party evaluations as an
important ROI method going forward.
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[.

What methodologies does your organization use, or plan to use, to quantify the ROI of service management and workflow automation?

Customer satisfaction data 31% 6%

Internal ROI or TCO calculators 41% 5%

Customized KPIs (in addition to those
provided out-of-the box by toolset)

Surveys and feedback from internal
stakeholders

Compliance data

Third-party ROI or TCO assessment
frameworks

Benchmarking against industry standards

Formal project tracking of technology of

0 0
capital cost & return (EVA) 53% 7%

Third-party consultancy evaluations and audits

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

@ Currentlyuse @ Plantouse @ No plansto use

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Navigating the disruptive digital landscape and understanding value

The majority of businesses are experiencing

measurable benefits from disruptive
technologies within 6 months of adoption

The survey results show that most businesses see measurable
and impactful benefits within the first year of implementing these
nascent capabilities, and a significant number realize benefits
within the first 3-6 months. The relatively quick timescales
associated with realizing value should be a motivator for other
organizations looking at embracing these technologies.

implementing the solutions below?

Within 3 months

Utilizing, but no
measurable benefits
realized yet

Response

45% of businesses advise that measurable benefits from workflow
automation capabilities were realized within 3-6 months.

Organizations also advised that GenAl delivered quick tangible

3-6 months
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How quickly did your organization realize measurable benefits (e.g., cost savings, productivity gains, revenue growth) after

7-12 months 13-18 months More than 18 months

benefits, with 54% of businesses advising benefits were realized Workflow o o
within 6 months. automation 5% 22%
28% of businesses advised that measurable benefits from low-code

Low/no-code 9% 28%

solutions were realized within 3-6 months.

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Disruptive technologies and trends:

Industry perspectives

LI
==

Banking & Finance

33% of banking and financial
services businesses advise that
advancing predictive analytics
for proactive management is the

emerging service management

capabilities they are most
interested in adopting over the
next 2 years

A\ 4

Q%D
b
Healthcare

The healthcare industries priority
emerging service management
capability is seamless integration
with collaboration tools (Teams,
Zoom, etc.)

19% of healthcare organizations
advise they have been extremely
successful in in realizing the
benefits of investment in service
management solutions/services

A 4

Manufacturing

Manufacturing industries have
a strong demand for Al-driven
analytics and reporting, no/
low-code solutions enhanced
with generative Al, and advanced
predictive analytics for proactive
management

Improving employee productivity
is a vital measure of service
management ROI
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e

Technology

22% advise their organization
has been extremely successful
in realizing the expected benefits
of its investment in service
management and workflow
automation solutions/services

Collaborative success: The
growing importance of partners
in service management

Generative Al: The
future of service
management

Bridging the gap: Service
management must become better
aligned with digital objectives

Enhancing business
efficiency with
workflow automation

Navigating the disruptive ServiceNow adoption
digital landscape and trends and business
understanding value impact

@ e Summary
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ServiceNow adoption trends
and business 1impact
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ServiceNow adoption trends and business impact How has ServiceNow delivered the IT and business goals you hoped to achieve prior to adopting the solution?
Met expectations: ServiceNow

70% of businesses advise .
ServiceNow adoption has —  ==mssss : : : -

achieve.

. Exceeded expectations:

l I l et O r eXC e e e t elr ServiceNow adoption has
surpassed our expectations 23%

and added significant business

expectations

Partially met expectations: Some
business goals have been
achieved, but others are still in
progress or unmet.

Just under half (48%) of businesses advise that ServiceNow has met their expectations

in delivering the value they hoped to achieve via adoption. ,
Fell short of expectations:

: : : . . ServiceNow adoption has not
0,
94% of businesses with 20k+ employees advise ServiceNow has met expectations. AT e feay e

. T : . . goals we hoped.
23% of businesses indicated that ServiceNow adoption has surpassed their initial

expectations and added significant business value.

. ) , ) Too early to assess: We have not
In terms of room for improvement, 27% of businesses advised that ServiceNow used ServiceNow long enough

has either partially met their expectations or fell short of expectations, with some to fully evaluate its impact.
business goals still in progress or unmet.

0% 10% 20% 30% 40% 50%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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ServiceNow adoption trends and business impact

Enhancements to = | | [ [~
compliance and ' s “.

=

Ll ;nagr;uu__uuuauqum-uu‘awﬁ:w&i‘({o'vyn’ajijnrw

Integration capabilities 1T
will further improve SNiEEe- §
business satisfaction s "
with ServiceNow

T e

G UG e
—

UA L 0

To deliver better business support, ServiceNow should provide stronger
capabilities for supporting reqgulatory compliance and data security. It doesn't
necessarily mean ServiceNow is weak here, just that it is an important priority.

As we have seen throughout the results, improved integration capabilities
with third-party systems are also highly valued, with 15% of respondents
ranking it as their top priority.

More advanced Al and automation features and support represents another
area of interest, with 12% of respondents ranking it as their top priority.
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What could ServiceNow deliver to better support your business and IT goals?

Stronger capabilities supporting regulatory 15% | | 13%

compliance and data security. 5
Improved integration capabilities with 13% | . 10%
third-party systems

More advanced Al and automation features 11% 12%

Better industry-specific support and capabilities 11% 12%

Reduction in licensing or operational costs 10% 10%
Greater ability to tailor the pIa'Fform to our 10% 2%
business needs.

Simplification of licensing costs and methods 7%
More resources for staff training and continuous

.= 9%
support to optimize platform use.

Better support for mobile access and

0,
mobile-first workflows 5%

More tools for generating actionable insights and 7%
real-time reporting.

Quicker time-to-value 7%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

® Rank 1 Rank 2 Rank 3

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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efficiency with
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Collaborative success: The
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Conclusion

Aligning service
management with digital
and business objectives

The 2025 study highlights the importance that businesses are attaching to service
management as a practice, in addition to nascent technologies such as generative Al
and advanced automation. Businesses are looking to these technologies to help drive
new efficiencies, and in enhancing both customer and employee experiences. Whilst
the appetite for these capabilities is strong, the study also highlights the significant
barriers that businesses must overcome in realizing their defined aspirations

and objectives. This gap highlights the important role that service management
technology and service providers will play in supporting businesses to evolve and
realize new value in the face of rapidly evolving digital disruptions.

Service management is no longer just an IT discipline and concern. The practice and
supporting technologies will be pivotal in helping businesses overcome common
challenges that hinder digital success, including siloed data and business functions,
disconnected employee and customer experience processes, and fragmented and
complex digital technology estates.

Navigating the disruptive ServiceNow adoption
growing importance of partners digital landscape and trends and business Conclusion
in service management understanding value impact
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Survey demographics

Regional breakdown & business size

Geographically, the respondents are spread across various
regions, with the largest proportion, 40%, headquartered in the
United States.

Other notable locations include Germany, Japan, and the United
Kingdom, each representing 12% of the respondents, followed by
Brazil, Canada, and Italy, each with 8%.

In terms of company size, the majority of respondents work for
large organizations. Specifically, 41% are from companies with
10,000 to 20,000 employees, and 28% are from organizations with
5,000 to 9,999 employees.

6% of respondents are from companies with more than 20,000
employees, and none are from companies with fewer than
1,000 employees.

Brazil

Canada
Germany

Italy

Japan

United Kingdom

United States

8%
8%
12%
8%
12%
12%

40%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Business size

Fewer than 1000 employees 0%
1,000 to 4,999 employees 25%
5,000 to 9,999 employees 28%
10,000 to 20,000 employees 41%
More than 20,000 employees 6%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Survey demographics

Organization revenues Industry profiling

Financially, the respondents’ organizations The respondents represent a wide range of sectors.

also vary in size. The largest group, 40%, HEUETIEE - | o e it Industry

reported annual revenues between $1 billion T SPTESSIMEICN TS MaUEEE. TG IsEes Bl :

and $4.99 billion. Less than $500 million 0% 21%, followed by banking and financial services, Automotive 5%

and healthcare, each with 18%.

34% have revenues between $5 billion and $500 million to $999 million 16% | o . ] Banking and Financial Services 18%
$9.99 billon. $1 billion to $4.99 billion aos  Otherindustries include public sector (9%), Education 2%
;rﬁﬁcl)lirtgrggggt:r?i“?orr??1og‘%da;e(;/ quebsilﬁgiigo $5 billion to $9.99 billion 34% technology (7%). Energy and utilities 4%
$20 billion (8%), with 2% exceeding $20 billion. $10 billion to $20 billion 8% Healthcare 18%
More than $20 billion 2% Insurance 3%

Life sciences and pharma 2%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia EEEG 510

Public sector 9%

Retail and CPG 7%

Telcom, media and technology 7%

Travel, transportation & logistics 3%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Survey demographics

Respondent departments Job roles

The respondents’ roles within their organizations b In terms of job roles, the majority of b rol
are also diverse. H LA respondents hold senior positions, with 58% Jobrole

: being Directors and 30% Vice Presidents or
¢ siﬁniflicant pﬁ-rltiﬂné;1 %, \-NOIerCi)n Info_rmationd Desktop services/support 2% Senigr Vice Presidents. C-level A
echnology, while 16% are in perations, an . 0 . 0
15% are in Executive Management. Employee experience = Additionally, 12% of respondents are C-level e Sl
’ 'y"'phh'hllfd"
: - Executive management 15% executives, highlighting the high level of decision- Vice President/SVP 30%

Other deparFmenE)s include Digital : d X making authority among the survey participants.
Transtormation (6 /0)’. >ervice Management (6%), Human resources 3% Vice President/SVP 30%
and Employee Experience (5%).

Information technology 41%

Digital e e e 6% Source: Omdia, N=1,012 | Copyright: ©2025 Omdia

Cloud services 2%

IT Operations 16%

Service delivery 5%

Service management 6%

Source: Omdia, N=1,012 | Copyright: ©2025 Omdia
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Appendix

NTT DATA

About NTT DATA

NTT DATA is a $30+ billion trusted global innovator of business and technology services. We serve 75%
of the Fortune Global 100 and are committed to helping clients innovate, optimize and transform for
long-term success. As a Global Top Employer, we have diverse experts in more than 50 countries and

a robust partner ecosystem of established and start-up companies. Our services include business and
technology consulting, data and artificial intelligence, industry solutions, as well as the development,
implementation and management of applications, infrastructure and connectivity. We are also one

of the leading providers of digital and Al infrastructure in the world. NTT DATA is part of NTT Group,
which invests over $3.6 billion each year in R&D to help organizations and society move confidently and
sustainably into the digital future.

Visit us at: nttdataservices.com
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Omadia

About Omdia consulting

Omdia is a market-leading data, research and consulting business focused on helping digital service
providers, technology companies and enterprise decision-makers thrive in the connected digital
economy. Through our global base of analysts, we offer expert analysis and strategic insight across the
IT, telecoms and media industries.

We create business advantage for our customers by providing actionable insight to support business
planning, product development and go-to-market initiatives.

Our unique combination of authoritative data, market analysis and vertical industry expertise is
designed to empower decision-making, helping our clients profit from new technologies and capitalize
on evolving business models.

Omdia is part of Informa TechTarget, a B2B information services business serving the technology,
media and telecoms sector. The Informa group is listed on the London Stock Exchange.

We hope that this analysis will help you make informed and imaginative business decisions. If you
have further requirements, Omdia’s consulting team may be able to help your company identify future
trends and opportunities.
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Copyright

Copyright notice and disclaimer

The Omdia research, data and information
referenced herein (the “Omdia Materials”) are
the copyrighted property of Informa TechTarget
and its subsidiaries or affiliates (together
“Informa TechTarget”) or its third-party data
providers and represent data, research, opinions
or viewpoints published by Informa TechTarget,
and are not representations of fact.

The Omdia Materials reflect information and
opinions from the original publication date

and not from the date of this document. The
information and opinions expressed in the Omdia
Materials are subject to change without notice
and Informa TechTarget does not have any duty
or responsibility to update the Omdia Materials or
this publication as a result.
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Omdia Materials are delivered on an “as-is”

and “as-available” basis. No representation or
warranty, express or implied, is made as to the
fairness, accuracy, completeness or correctness
of the information, opinions and conclusions
contained in Omdia Materials.

To the maximum extent permitted by law,
Informa TechTarget and its affiliates, officers,
directors, employees, agents and third-party data
providers disclaim any liability (including, without
limitation, any liability arising from fault or
negligence) as to the accuracy or completeness
or use of the Omdia Materials. Informa
TechTarget will not, under any circumstance
whatsoever, be liable for any trading, investment,
commercial or other decisions based on or made
in reliance of the Omdia Materials.
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NTT DATA is a trusted global innovator of business and technology services, helping clients innovate, optimize and transform for success.
As a Global Top Employer, we have diverse experts in more than 50 countries and a robust partner ecosystem. NTT DATA is part of NTT Group.

© 2025 NTT DATA, Inc. All rights reserved.
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