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Abstract - This article highlights the increasing adoption of
Artificial Intelligence (AI) in Information Technology (IT)
Management as companies seek to enhance decision-making,
reduce costs and improve efficiency. However, the
implementation of Al in IT Management comes with its own set
of challenges. One of the primary challenges is the shortage of
skilled personnel proficient in Al technologies. To address this,
businesses must spend money on training and development
initiatives that give staff members the knowledge and abilities
they need to effectively manage and use Al systems. The
integration of AI systems with current IT infrastructure
presents another difficulty. To enable effective collaboration
and data sharing, Al systems need to be seamlessly integrated
with existing IT systems. Data quality and availability are also
critical issues that need to be addressed. Despite the challenges,
there are significant opportunities associated with the adoption
of Al in IT Management. Al systems can help automate routine
tasks, identify patterns and anomalies and make informed data-
driven decisions. Organizations need to take a strategic
approach to AI adoption by planning, investing and
collaborating to realize the full potential of AI in IT
Management and achieve significant business benefits.
Keywords: Artificial Intelligence, Information Technology
Management

I.INTRODUCTION

Artificial Intelligence has become a buzzword across
industries due to its potential to revolutionize operations and
enhance decision-making. As businesses look to use Al’s
capabilities to increase productivity, cut expenses, and gain a
competitive edge, it has attracted a lot of attention in the IT
management space. Al implementation in IT management is
not without its difficulties, though. One of the main obstacles
to Al adoption in IT management is how to integrate it with
the current IT infrastructure. Other issues include the lack of
skilled workers knowledgeable in Al technologies as well as
the availability and quality of data.

To fully utilize the promise of Al, businesses need to be
aware of these obstacles and adopt a strategic approach.
Despite these obstacles, there are tremendous advantages to
adopting Al in IT management. Automation of repetitive
chores, pattern recognition, and decision-making based on
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data-driven insights are all capabilities of Al systems. To
guarantee the technology is seamlessly integrated and
efficiently managed, the use of Al in IT management
involves careful preparation, investment, and teamwork. The
main obstacles and chances for implementing Al in IT
management will be covered in this essay.

It will give enterprises insights into the crucial aspects of
integrating Al in IT management, such as the necessary
skills, the integration of AI systems with current
infrastructure, and the quality and availability of data. This
will enable enterprises to make well-informed decisions
when considering the use of Al technologies by giving them
a thorough overview of the opportunities and problems
connected with Al adoption in IT Management.

A. Artificial Intelligence

Artificial intelligence refers to the ability of digital devices or
computer-controlled robots to perform tasks that are typically
carried out by intelligent beings. This includes the ability to
reason, discover meaning, generalize, and learn from
experience. The concept of “a machine that thinks” has been
around since ancient Greek times, but significant
advancements in Al development have been made since the
introduction of the digital computer in the 1940s. Throughout
history, there have been many notable developments in the
field of Al, including the Turing Test, the introduction of the
term “artificial intelligence” by John McCarthy, and the
creation of the Mark 1 Perceptron by Frank Rosenblatt.

In recent years, significant victories for Al systems have
included IBM’s Deep Blue beating world chess champion
Garry Kasparov and Google’s DeepMind defeating Lee
Sodol, the reigning world champion in the game of Go.
Despite these successes, the development of Al systems has
faced ongoing debate and challenges, including the
effectiveness of the Turing Test and the limitations of neural
networks (Table I) [1,2]. The adoption of automated
algorithms in decision-making systems has accelerated with
the development of Al [3].
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TABLE I ARTIFICIAL INTELLIGENCE TECHNOLOGIES AND DOMAINS OF APPLICATION
Technology Example Application

Machine Learning
1. Reinforcement learning
2. Supervised learning
3. Unsupervised learning

Incredibly detailed marketing analysis with big data

Deep Learning Voice and image recognition, autonomous vehicles

Neural Networks Evaluation of credit and loan applications, forecasting the weather
Natural Language Processing Text analysis, translation, and creation of speech

Rule-based expert systems Credit approval, underwriting insurance

Robotic process automation Replace a credit card, check online credentials

Robots Warehouse and factory work [6]

TABLEII TYPES OF IT MANAGEMENT

Category Sub-category Function

The term “IT strategy” refers to the comprehensive plan that a company develops to
IT Strategy employ information technology to further its objectives. It includes setting goals,
allocating funds, and laying up a schedule for implementing technological solutions.
An organization’s IT investments and resources are managed through an IT portfolio
management strategy to maximize their value and fit with business objectives.

A framework called IT Service Management (ITSM) focuses on providing IT services
to meet customer expectations by coordinating IT services with business needs. To
ensure customer satisfaction, ITSM requires successfully and efficiently managing and
delivering IT services.

IT Governance IT Portfolio Management

IT Service Management

Monitoring network performance, identifying and resolving network problems, and
Network Management managing network security are all part of network management, which is the
administration and maintenance of computer networks.

Managing and maintaining computer hardware, software, and systems is what systems
IT Operations Systems Management management entails. Assuring system security, managing system backups, and
monitoring and optimizing system performance are all included.

Information systems are protected from illegal access, use, disclosure, disruption,
Security Management alteration, and destruction through the development, implementation, and monitoring
of security procedures.

The process of determining the goals, deliverables, deadlines, and resources needed
Project Planning for a project is known as project planning. It entails developing a road map to direct
the project from beginning to end while controlling risks and maintaining quality.

To effectively and efficiently allocate, schedule, and use the available resources, such
Resource Management as people, equipment, and software, in order to accomplish project and organizational
goals is known as resource management in the field of information technology.

The process of locating, evaluating, and minimizing any risks that can compromise an
Risk Management organization’s goals is known as risk management. It entails prioritizing risks based on
analysis and taking proactive steps to minimize or eliminate them.

IT Project
Management

The practice of supervising and maintaining a company’s physical computing assets,
Hardware Management including PCs, servers, storage systems, and networking equipment, is referred to as
hardware management.

Planning, deploying, and maintaining software applications over the course of their
IT lifecycles is referred to as software management. To ensure optimum performance and
Software Management oo . . . . . . .

Infrastructure security, it entails duties including version control, licensing, patching, and
configuration management.

Storage management refers to the procedures and tools used to oversee and safeguard
Storage Management a company’s information storage assets, such as its physical and virtual storage, data
backup, and disaster recovery systems.

A central point of contact known as an IT Support Help Desk aids users in resolving
their IT-related difficulties and problems by offering technical support.

End-user support is the term used to describe the help given to individual users of
IT Support End-user Support computer systems or applications, including technical problem-solving and
troubleshooting.

Mobile Device The term “mobile device management” (MDM) refers to the control of mobile
Management devices, including security, monitoring, and configuration, that are used for business.

Help Desk
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B. IT Management

IT management is the process of organizing, planning,
directing, and overseeing how technology resources are used
within an organization to meet its operational goals. This
includes managing hardware, software, data, and personnel
involved in the implementation and maintenance of these
resources. IT management involves making strategic
decisions about the adoption and use of technology, ensuring
the security and integrity of information systems, managing
IT projects, and providing support to users.

IT management plays a critical role in enabling organizations
to leverage technology effectively to improve efficiency,
reduce costs, and gain a competitive advantage. Many
businesses now place a high priority on IT management in
their strategic goals. Internal organization is improved and
made more dependable as a result of IT administration being
the focal point of hardware, software, and networks (Table
1) [4].

II. METHODOLOGY

The methodology for this article involved conducting an
extensive review of the existing literature on Artificial
Intelligence adoption in IT Management. The review
included academic journals, industry reports, and reputable
online sources. To ensure the relevance and credibility of the
literature reviewed, specific search terms were used: “Al
adoption in IT Management,” “Al challenges in IT
Management,” and “Al opportunities in IT Management.”
Utilizing ScienceDirect, ABI/Inform, and Google Scholar,
the search was conducted. The articles selected for review
were limited to those published between 2018 and 2023, with
a preference for recent studies.

After the literature review was completed, the information
was analyzed, and the key challenges and opportunities
associated with Al adoption in IT Management were
identified. The identified challenges and opportunities were
then organized into a structured article that aimed to provide
a comprehensive overview of the topic. The methodology
used for this article aimed to ensure the credibility and
validity of the information presented. By conducting a
thorough literature review and analyzing the findings, the
article provides insights into the challenges and opportunities
associated with Al adoption in IT Management.

A. Expected Outcomes

This article provides insights into the challenges and
opportunities associated with implementing Artificial
Intelligence in IT Management. Readers will gain a better
understanding of challenges like the shortage of skilled
personnel, integration with existing IT infrastructure, and
data quality and availability. They will also understand how
Al adoption can automate tasks, identify patterns, and make
informed decisions to improve efficiency, reduce costs, and
gain a competitive advantage. The article will provide
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insights into how organizations can overcome challenges and
harness opportunities to achieve strategic objectives.

I11. CHALLENGES OF ARTIFICIAL
INTELLIGENCE IN ORGANIZATION

Many firms have serious concerns about the use of Al
technology in production. Full deployment necessitates a
number of tasks, including integration with current
technology, corporate culture change, employee reskilling,
and data engineering. Pilot Al projects are generally simple
to construct and show the viability of the technology. US and
international surveys have revealed a wide range of big data
and Al deployment issues. Current governance frequently
struggles with the underlying disparities in Al traits, like the
ambiguity of the presumptions and the absence of explicit
programming. The governance of Al models usually entails
intricate review processes and is primarily manual. As a
result, it struggles greatly in terms of efficiency, expense,
complexity, and speed [5]. Despite the fact that many
businesses are investing in Al, few have really been able to
successfully introduce Al technology into mass production.
According to a 2019 global survey by McKinsey, just a small
percentage of businesses across all industries have integrated
machine learning technology into their goods or procedures.
To address deployment challenges, companies need to plan
for the possibility of deployment from the outset. Some
companies, such as Farmers Insurance, have a defined
process to move pilot projects into full deployment when
appropriate. Although 54% of US early adopter businesses
have a procedure for putting prototypes into production, this
practice may not be widely used as organizational techniques
are still in their infancy.

Overall, adopting Al systems needs careful planning,
retraining staff, and approaches to change management. It
also consumes a lot of resources. To overcome deployment
problems with Al, businesses must get ready for deployment
from the start [6,7,8,9]. Numerous universities now offer
programs to educate data scientists and Al engineers, but
many businesses still struggle to locate the human Al talent
they require, especially those outside the technology
industry. Retraining current personnel and collaborating with
colleges on educational initiatives can help address this
challenge. Even when organizations do hire data scientists
and other types of analytical and Al expertise, there is little
consensus across companies regarding the qualifications for
such positions, and titles like “data scientist” and “Al
engineer” may not be a reliable reflection of a person’s true
aptitude. One who can comprehend business concerns,
transform them into algorithmic problems, and impart
technical insights into business problems is becoming a new
sort of expert.

Companies must pay particular attention to classifying and
certifying the numerous Al and data science professions
required in their organization, even while projects to
standardize data, analytics, and Al roles and prerequisite
skills are still in the early stages of development. By
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enlarging their talent pool through collaborations and
educational initiatives, businesses can enhance their existing
operations and chances for digital innovation [10,11]. The
use of Al can lead to several dysfunctions, including
algorithmic bias, unexpected decision results, blurred lines of
accountability, and breach of privacy. Algorithmic bias may
disadvantage certain groups and have wide-reaching effects
on society, so managers must take proactive steps to reduce
potential bias, such as evaluating the training dataset and
involving human reviewers. Unexpected decision results
from black box Al applications may result in arbitrary
assessments or parole decisions, so it is essential to opt for
explainable algorithms and be transparent about the data
used.

Blurred lines of accountability arise as Al is used to improve
decision-making processes, and businesses must evaluate
their interactions with various players and be transparent
about legal obligation. The use of data in Al raises ethical
questions about privacy, and organizations must ensure their
data practices adhere to regulations and conduct audits to
maintain trust with clients. To prevent these dysfunctions,
managers must prepare by being proactive, opting for
explainable algorithms, evaluating interactions, and ensuring
adherence to regulations [12,13,14,15,16].

IV. OPPORTUNITIES OF ARTIFICIAL
INTELLIGENCE IN ORGANIZATION

The emergence of artificial intelligence has brought
significant changes to the way businesses operate. These
changes have led to adjustments in organizational structures,
such as new authority structures at all levels of the
organization. Because they can accurately predict how newly
implemented Al systems will affect operations and work,
technology professionals like data scientists and machine
learning experts are valued more and more in the workplace.
They thus gain influence and power over how work and
decision-making processes are created. This can lead to
questions about the authority of different roles, such as the
Chief Information Officer (CIO) and Chief Digital Officer
(CDO) in digital transformation that includes Al technology.

The coordination and design of work are also fundamentally
altered when labor is managed by Al algorithms. Digital
labor marketplaces, such as Amazon MTurk and UpWork,
have redefined work tasks so they can be divided into smaller
sub-tasks and then algorithmically assigned to employees. By
analyzing historical data to predict the expertise needed for
upcoming projects, machine learning algorithms can be
utilized to coordinate more proactively. Collaboration
between management and technological experts in fields like
data processing, algorithm development, and data
visualization is also crucial. As a result, an organization’s
activities and services are executed in a significantly different
manner. Performance evaluation methods are also
significantly changing, as workers are frequently evaluated
by machine learning algorithms without being aware of the
variables that make up the underlying model or the degree to
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which a given variable influences the creation of a given
outcome. Even product quality inspection can be automated
with the use of robots. These fundamental shifts in an
organization’s core beliefs can have a significant influence
on how businesses manage their staff.

Al technology is allowing significant digital changes that are
not only redefining what a company performs but also
erasing traditional lines across industries. Many conventional
manufacturing companies are using machine learning
technologies to shift their focus from creating commodities
to providing services. For instance, GE’s digital
transformation program uses Al to power its predictive
maintenance services [17,18,19]. Machine learning can
automate and transform supply chain risk management
(SCRM) practices by using unsupervised learning algorithms
to mine patterns in supply chain data and learning-based
classification and prediction to estimate, assess, and mitigate
risks. This facilitates risk identification and prediction in a
dynamic representation of the supply chain [20]. In order to
organize network resources from bottom to top and enable
autonomous 6G configurations with radio access and core,
Al is a critical enabler. This presents fresh opportunities for
network automation [21]. Predictive analytics used
effectively in customer relationship management (CRM) will
help data mining practitioners, consultants, data analysts,
statisticians, and CRM officers, which will subtly improve
performance and services in any firm [22].

V.FUTURE OPPORTUNITIES FOR INTEGRATING
AT WITH IT MANAGEMENT

As Al continues to be deployed, companies are exploring
various options. They are establishing mechanisms for
governance and management, such as appointing Al
champions [23], establishing an Al center of excellence [24],
and adopting a comprehensive Al strategy [25]. The
democratization of Al and data science is also likely to
continue advancing [26], a number of startups and important
cloud companies are providing these features. Organizations
committed to Al are focusing on continuous model
improvement to keep an eye out for inaccuracies and enhance
their models continuously. To evaluate transparency, some
businesses have created Al ethics [27] organizations or
“algorithm review boards.”

Furthermore, deep learning neural networks’ complex
models may be challenging to understand or comprehend
[28], but some vendors offer “prediction explanations” to
explain important variables or traits and how they affect the
outcome. Revenue management is a relatively new concept
in the hospitality industry. It has changed from being
occupancy-driven to becoming price-driven. Humans are
necessary for existing software. Science-based revenue
management is getting more precise and dependable thanks
to artificial intelligence and modern technology. Cloud
services and supercomputers make this possible [29].

AJCST Vol.12 No.2 July-December 2023



Ali Ahmadi

One encouraging development in the field of effectively
resolving issues in heterogeneous networks (HetNets) is the
incorporation of Al approaches into the design of smart
infrastructure. In the future, cells will be automated to
reposition themselves optimally based on traffic, user
demands, and physical interference [30]. Al and machine
learning are utilized in IT management for predicting,
diagnosing, and treating mental health issues through digital
approaches. Incorporating Al into web and smartphone apps
enhances the development of personalized interventions,
improving user experience. Data-driven Al techniques
leverage abundant data to create prediction and detection
models for mental health disorders, advancing IT
management in mental healthcare [31].

Despite an estimated $48 trillion invested annually, the
success rate for IT project management is a dismal 35%.
Adaptability is hampered in today’s dynamic business
climate by antiquated tools like spreadsheets. The potential
for improvement is enormous; Al and technology promise to
increase project success rates by 25%, resulting in trillions of
dollars in benefits. By 2030, big data, machine learning, and
natural language processing will be used to drive Al in 80%
of IT project management operations, according to Gartner.
Al is already being tested by pioneers and startups in IT
project management, and its wider adoption promises
revolutionary change. [32]. Up to 80% of operational tasks
might be automated by Al, which would change service
management and enable more rapid, economical, and
effective service delivery. Organizations can now
concentrate on creating automated services that will survive
for many years thanks to this change.

IT personnel may refocus their attention on innovation and
accomplishing business goals thanks to AI’s ability to
intelligently —automate complicated processes across
operations. Processes are automated, which not only makes
them more efficient but also frees up resources for proactive
and innovative projects, thereby raising end-user satisfaction
with both internal and external services [33]. Finally, while
many Al models require a lot of data to train correctly, such
as GPT-3, which includes 175 billion variables and
parameters and was trained using billions of words, some
academics argue [32] that emerging Al systems can require
less data. This movement is still in its infancy, though.

VI. CONCLUSION

In conclusion, the adoption of Artificial Intelligence in IT
Management presents both challenges and opportunities for
organizations. The challenges range from the shortage of
skilled personnel to integration with existing IT infrastructure
and data quality and availability. However, with careful
planning, investment, and collaboration, these challenges can
be overcome. The opportunities associated with Al adoption
in IT Management are significant, including the automation
of routine tasks, identification of patterns and anomalies, and
informed decision-making based on data-driven insights.
These benefits can help organizations improve efficiency,

AJCST Vol.12 No.2 July-December 2023

22

reduce costs, and gain a competitive advantage.
Organizations must engage in staff training and development
programs and make sure Al systems are easily connected
with the current IT infrastructure if they hope to successfully
adopt Al systems in IT management. Organizations must also
ensure that they have access to the right data and that it is
properly cleaned, structured, and maintained. By taking a
strategic approach to Al adoption in IT Management and
addressing the challenges involved, organizations can realize
the full potential of the technology and achieve significant
business benefits. The adoption of Al in IT Management is a
complex process, but with the right mindset and support,
organizations can successfully navigate it and reap the
rewards.
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