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Presentation Agenda

ØAbout the presenter
ØAbout the City of Ottawa
ØOur ITSM journey
ØPresentation Overview
Ø10 Technology Trends

ØWhat they are and why they are important to ITSM
ØA tip for each trend



About the Presenter
ØOver 20 years experience in the IT industry
Ø7 years leading the ITSM practice at the City of Ottawa
ØActed as Change Manager for 5+ years, approving nearly 5000 

changes
ØPreviously presented at many itSMF, HDI, Pink Elephant, and 

vendor conferences/events
ØPrevious presentations at this event:



My Organization – City of Ottawa

17,000 Clients
Over 100 lines of business
400 different locations
300 full-time ITS staff



My Organization – City of Ottawa
With over 400 sites to 
support, the need for 
service management 
processes becomes critical 
for City of Ottawa ITS

75 minute highway drive 
between City of Ottawa 
sites



Our Service Management Journey

ØMarval Service Management
ØCity of Ottawa has been a client for 12 years

ØFits the need for ITS and for Non-IT clients



Our Service Management Journey



Presentation Overview



Presentation Overview



Presentation Overview



Presentation Overview



Age of Evolving Technologies

We’ve already over-reacted, but let’s not also under-react…



Ten Tips For 10 Trends



Artificial Intelligence



Artificial Intelligence



Artificial Intelligence
Get serious about Tier 0 support
ØTier 0 support level offers automated or self-service solutions 
where users can help themselves
ØThere are various levels of maturity in a Tier 0 implementation

ØSelf-service presence
ØAdd classification / routing to self-service
ØSelf-help articles on self-service platform
ØSelf-help videos (hosted or linked)
ØText chat with a live agent
ØText chat (with some form of AI)
ØVirtual Support Agent



Artificial Intelligence
Get serious about Knowledge Management

AI needs knowledge in 
order to make decisions 
based on your business

How mature is your KM? 
If it needs improvement, 
you can incrementally 
get there leveraging a CSI 
approach



Artificial Intelligence
Get serious about Knowledge Management

Ø For every Service Request and 
Incident logged, require that a 
“Knowledge Article Available” 
field be tracked

Ø Allows for a continual service 
improvement approach for KM

Ø Improvement inherently comes 
first for the high volume request

Ø Leverage reporting tool for 
measured improvement



Artificial Intelligence

Start with incremental change to Tier Zero 
support and Knowledge Management



Machine Learning



Machine Learning



Machine Learning
Chihuahua or 

blueberry muffin?
Donald Trump or 

raw chicken?
Pouting pose or 
baboon’s butt?

You can’t tell the difference? AI / ML algorithms can tell the difference!

Are you smarter than a robot?



Machine Learning
Ø Event Management = monitoring and control of IT operations
Ø An event is a change of state of an IT service or other CI
Ø Traditional Event Management is proactive

ØWith ML, IT outages can be predicted, and solutions automatically applied or 
suggested with a high rate of success as the system learns from past experiences

ØAutomated problem resolution of issues introduced through changes to services
ØWhen the ML engine predicts a problem, it can do root cause analysis before 

customers are impacted
ØML Event Management is predictive



Machine Learning
Ø Traditional Service Level Management uses a clock to determine the health 

of request against the associated SLA 
Ø SLA breaches are reported on reactively

ØWith ML, predictive analytics are being used to mine performance data across the 
IT ecosystem to identify potential problems

ØCan provide guidance to users or the IT service desk on alternative approaches for 
fulfilling a request in order to meet service level agreements

ØWith ML, SLA breaches predictive



Machine Learning

Look for opportunities, because the robots 
are smarter than us



Mobile Apps



Mobile Apps



Mobile Apps
Mobile platform features

Geo-location Push notifications SMS Texting



Mobile Apps

Think of features that are unique or useful 
from the mobile platform



DevOps and Agile



DevOps and Agile



DevOps and Agile
ØDevOps teams focus on being autonomous, and leveraging automation
ØThe desire to be autonomous results in not wanting to be dependent on 

other teams or processes
ØThe desire to leverage automation results in a need for speed in the 

build/test/release/deploy cycle

In order to support a DevOps operating model, an ITSM program must 
maximize the number of standard changes and simplify their release process



DevOps and Agile
ØAgile teams focus on continuous delivery and maintaining a constant pace
ØThe desire for executing continuous delivery results in not wanting to be 

dependent on other teams or processes
ØThe desire to maintain constant pace results in a need for speed in the 

build/test/release/deploy cycle

In order to support an Agile development model, an ITSM program must 
maximize the number of standard changes and simplify their release process



DevOps and Agile

We have pre-approved the standard operating procedure for 40 
different changes types for common, low risk, repeatable tasks 



DevOps and Agile

470% 

INCREASE



DevOps and Agile

Simplify your change & release processes, 
and increase your standard change volume



Cloud Computing



Cloud Computing



Cloud Computing
Ø Whether it’s a third party SaaS provider or your own managed cloud 

data center, there is the impression that proper Configuration 
Management and Change Management processes are not being 
followed

Ø Ensure that you treat your cloud environment like you would an on-
premise data center

Ø As a starting point, manage all IaaS, SaaS, PaaS resources and services 
with your on-premise CMDB and follow the existing change process

Ø Add new CI types and new CI relationship types as required 
(i.e. Azure Resource Groups)



Cloud Computing
Ø You can configure the Azure Alert service to auto-update the CMDB 

whenever a life cycle state or configuration change event occurs for an 
Azure resource

Ø Agents can also be installed on your on-prem infrastructure
Ø To manage change in Azure DevOps, you can add ServiceNow Change 

Management as a release gate in your pipeline to control the 
promotion of changes from one stage to another 



Cloud Computing
Ø You can configure the Azure Alert service to auto-update the CMDB 

whenever a state or configuration change event occurs for an Azure resource
Ø Agents can also be installed on your on-prem infrastructure
Ø Don’t be afraid to improve change process with new features available

To manage change in Azure DevOps, you can add 
ServiceNow Change Management as a release gate in 
your pipeline to control the promotion of changes from 
one stage to another 

You can integrate Azure’s Just-in-Time access to 
resources with your ServiceNow Change Management 
to allow only the change initiator access to a resource 
only during the approved change window 



Cloud Computing

Establish your on premise processes in 
the cloud, but use opportunity to improve



SaaS Solutions



SaaS Solutions



ØWe traditionally think of CIs as technical assets 

ØThink of them as entities / artifacts that have relationships to one another
ØRelationship could be a technical dependency, or a business dependency

ØHow do I know if an asset could / should be managed in the CMDB?
ØThink about what it means if it were to be removed

SaaS Solutions



SaaS Solutions



SaaS Solutions

Establish vendors, contracts, and clients 
as configuration items in your CMDB 



Digital Privacy



Digital Privacy



Digital Privacy
City of Ottawa Enterprise SM – 20 client groups



Digital Privacy
ØIn our ITSM tool, we use one instance for the entire enterprise, and 
use “Request Type segregation” as the basis of our security model

INC

OPHHR

SRQ

PAY CS

This introduces a new 
security concern with 
data privacy that never 
existed in a pure IT 
Service Management 
environment



Digital Privacy
ØIn an Enterprise Service Management model, you need to decide 
if your self-service portal is an “IT Portal” or an “Enterprise Service 
Management Portal”

Non-IT Requests COULD appear under 
the “My Requests” of your IT self-
service portal. However, this could be 
viewed as a violation of clients’ 
information/communication privacy. 



Digital Privacy

Consider your security model when rolling 
out enterprise service management 



EX / UX / CX Design



EX / UX / CX Design



ØGoing into their IT Service consumption experience, non-
IT clients don’t even like “work place” technology
ØMatch the experience with their personal lives

Purchasing IT Goods Searching for content Self-Serve Problem Solving

EX / UX / CX Design



Purchasing IT Goods

Searching for Content

Self-Serve Problem Solving
EX / UX / CX Design



EX / UX / CX Design



EX / UX / CX Design
ØCreate a Brand

ØMake sure your solution has your identity, your philosophy

ØClients should feel the service is coming from YOU, not the tool
ØClient notifications and surveys
ØSelf-Service Portal or Service Catalogue



EX / UX / CX Design
ØOur original branding on Self Service Portal (2013)

ØWalk in Service Centre shared the branding
ØURL for our “IT Service Centre” was simply http://its
ØConducted focus groups session to develop brand

ØMoved to “City Tech” brand (2017)
ØAll of ITS is now branded as “City Tech”
ØSelf Service presence now known as “City Tech Portal”

http://its/


EX / UX / CX Design



EX / UX / CX Design

Treat your employees like they are valued 
customers



Process Automation



Process Automation



Process Automation
Ø Look for opportunities where there is a manual human 

process involved when you are integrating an ITSM 
process flow with another system 

We set up a data-driven automated process to send a 
sub-request from our ITSM tool to a third party supplier 
when particular types of software are ordered, with 
remote update of the ITSM request from the vendor side

We set up a data-driven automated process to open ITSM 
requests from our CRM tool for certain classification of calls, 
with the completion of the CRM request automated upon ITSM 
request completion



Process Automation
Ø Look for opportunities where manual human process 

are having an impact on your service level targets

Due to the fact that we have Procurement as a non-IT client 
using our Service Management tool, we set up a data-driven 
automated workflow process to send a sub-request to 
Procurement from an ITS request, with the status of the sub-
request being visible to the client of the parent ITS request

Due to the fact that we have HR, Payroll and Corporate Security as 
non-IT clients using our Service Management tool, we have the 
potential to have an automated workflow process for onboarding 
a new employee, from the HR hiring, to the payroll input, to the 
network ID setup, to the photo ID and access



Process Automation

Look for opportunities where manual 
process is affecting service delivery



Internet of Things



Internet of Things



Internet of Things



Internet of Things
ØConfigurations Items are made of 3 key components:

ØAssets – there will be a new CI type with a large number in volume
ØRelationships – will be critical, there will be new types of relationships
ØAttributes – to describe the “type” of sensor, the “location” of sensor 



Internet of Things

Prepare for large volume of CIs and large 
volume of complex incidents



Conclusion – Recap of 10 Tips
1) Artificial Intelligence - Start with incremental change to Tier Zero support and Knowledge 

Management
2) Machine Learning - Look for opportunities, because the robots are smarter than us
3) Mobile Apps - Think of features that are unique or useful from the mobile platform
4) DevOps & Agile - Simplify your change & release processes, and increase your standard 

change volume
5) Cloud Computing - Establish your on premise processes in the cloud, but use opportunity to 

improve
6) SaaS Solutions - Establish vendors, contracts, and clients as configuration items in your 

CMDB 
7) Digital Ethics and Privacy - Consider your security model when rolling out enterprise service 

management 
8) EX / UX / CX - Treat your employees like they are valued customers
9) Process Automation - Look for opportunities where manual process is affecting service 

delivery
10) Internet of Things - Prepare for large volume of CIs and large volume of complex incidents
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