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EXECUTIVE BRIEF

I TSM Market to Reach
$22.91 B by 2031

The global IT Service Management market Is
projected to grow to $22.91 billion by 2031,
reflecting a compound annual growth rate driven
by Al automation and hybrid-cloud complexity.
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Key Growth Drivers

Al-enabled automation reduces manual ticket
handling, while hybrid-cloud environments increase
demand for integrated service orchestration.

— Al-driven ticket triage
— Hybrid-cloud service integration

— Demand for unified dashboards
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Layered ITSM Architecture

A modern ITSM stack consists of four interlocking
layers: Service Desk interface, Service Management
Platform, Integration & API layer, and Analytics & Al
engine.

— Service Desk interface
— Service Management Platform
— Integration & API layer

— Analytics & Al engine
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Al Integration Points

Predictive incident routing, automated remediation

scripts, and self-learning knowledge bases embed

Al directly into the service lifecycle.

— Predictive incident routing
— Automated remediation scripts

— Self-learning knowledge base
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Cloud-Native Service Platforms

Containerized deployment, API-first design, and
multi-cloud connectivity enable rapid scaling and
consistent experience across public and private
clouds.

— Containerized deployment
— API-first design

— Multi-cloud connectivity
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Governance, Risk & Compliance

Alignment with ITIL 4, built-in audit trails, and
data-privacy controls ensure regulatory
compliance and operational transparency.

— ITIL 4 alignment
— Built-in audit trails

— Data-privacy controls
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Resilience and Business Continuity

Real-time health monitoring, automated failover,
and service level reporting sustain operations
during disruptions.

— Real-time health monitoring
— Automated failover

— Service level reporting
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Executive Takeaway

ITSM is entering a high-growth phase, with Al and
cloud-native design becoming mandatory for
enterprises seeking scalable, resilient service
delivery.
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