
SERVICEOPS IS A STRATEGIC IMPERATIVE FOR MODERN IT
ORGANIZATIONS

At BMC Helix, we've long led the charge in applying AI and automation to cut costs, minimize
downtime risks, and boost IT productivity and efficiency. It’s why we pioneered a new service
delivery operating model called ServiceOps, built from the ground up, to unify data and workflows
across IT service management (ITSM) and IT operations (ITOps). By combining these two
practices—and applying AI to data to identify and resolve issues quickly—ServiceOps enables teams
to work together to reduce disruptions and deliver service excellence.

Customer enthusiasm about our approach was clear from the get-go (BBVA is a prime example).

And now, I’m excited to see that Gartner®, with its latest report, Innovation Insight: Create a Service
Operations Capability to Reduce Disruption, recognizes the need for a ServiceOps capability in IT
organizations.

Gartner validates ServiceOps
Specifically, the report advises IT organizations to “create a strategic and proactive service
operations capability by aligning roles and responsibilities, and by formally integrating monitoring
and core ITSM disciplines (including event, incident, problem and configuration management).”* We
believe this recognition confirms that ServiceOps is no longer a conceptual model—it’s a strategic
imperative for modern IT organizations.

https://www.prnewswire.com/news-releases/bmc-empowers-financial-services-and-insurance-leaders-to-modernize-operations-and-improve-customer-experience-302357789.html


Convergence of ITSM and ITOps
The shift from siloed IT practices to collaborative engagement across teams is accelerating.
Frictionless workflows between service and operations management are emerging to help teams
proactively detect, diagnose, and resolve events and incidents before outages occur. In fact,
according to Gartner, “By 2028, over 50% of I&O organizations will operate a service operations
environment, compared with less than 10% in 2025.”* We believe BMC Helix is leading this
transformation by enabling convergence through our platform.

The organizational transformation powered by AI
ServiceOps is not just a technological shift—it’s an organizational transformation. BMC Helix’s
approach to ServiceOps puts AI at the core of IT evolution. Our fleet of AI agents, powered by BMC
HelixGPT, our generative AI (GenAI) toolset built into the BMC Helix platform, work alongside IT
teams to curate knowledge, assess risks, identify and remediate problems, and improve
productivity. In our opinion, these intelligent AI agents support the Gartner vision of integrated,
proactive service operations that enable faster decisions as well as improve outcomes and
experiences.

A common concern is the cost of this transformation. Gartner cautions, “return on investment (ROI)
may require several months or years, due to the extensive transformative efforts involved.”* With
BMC Helix’s modular, predictable approach, customers can achieve their ServiceOps vision fast, by
building on the tool and large language model (LLM) investments they’ve already made.

The bottom line
The question is no longer whether ServiceOps will transform IT organizations, but how fast and
successfully. Our customers are already realizing greater staff efficiency, faster incident resolution,
proactive problem management, effective change management, and rapid service innovation.

ServiceOps drives enterprise productivity, from operational efficiency to cost optimization and risk
management. The time to act is now. IT leaders must align with this strategic direction to stay ahead.
You can read the full report with our complements here.

*Gartner, Innovation Insight: Create a Service Operations Capability to Reduce Disruption, July 30, 2025, Mark Cleary.
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https://www.bmc.com/it-solutions/ai-agents.html
https://www.bmc.com/it-solutions/ai-agents.html
https://www.bmc.com/forms/gartner-adopt-service-operations.html

