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Abstract - The paper presents the research that describes the 

impact of implementing ISO 20000 in the Service Management 

System (SMS) in Indian IT organizations with an innovative 

approach to enhance its effectiveness based on emerging 

technologies. ISO 20000 has gained wide recognition for 

delivering service in an improved manner, improved 

operational efficiency, and regulatory compliance 

consciousness, but it is time that artificial intelligence (AI), 

blockchain technology, and predictive analytics technology find 

their way into IT service management beyond ordinary 

standards. Incidents can be resolved with more speed and 

efficiency, together with AIOps launched, blockchain-

predicting Logs for service logs, and provide security and 

transparency, and Predictive Analytics for resource allocation 

to avoid service disruption. In addition, the implementation of a 

zero-trust security architecture is used to enhance data 

integrity, protect it from potential threats, and strengthen 

cybersecurity resilience. This study validates the proposed 

model through a mixed-methods research approach (surveys, 

case studies, and experimental validation) and shows how the 

proposed model can benefit Indian IT firms. They indicate huge 

improvement in terms of service reliability, compliance 

adherence, and customer satisfaction. Integration of such 

advanced technological solutions within ISO 20000 will not only 

provide Indian IT organizations a new yardstick to measure IT 

service management excellence but also extend the framework 

of ITSM to a more robust and proactive one. 

Keywords: ISO 20000, IT Service Management (ITSM), 

Artificial Intelligence (AI) in ITSM, Blockchain for Service 

Management, Predictive Analytics in IT Operations, Zero Trust 

Security Architecture 

I. INTRODUCTION 

1.1. Importance of ISO 20000 in IT Service Management 

ISO 20000 is an essential input to the creation of an IT service 

management (ITSM) structure. It helps companies to enhance 

form and service quality and to ensure that they are on the 

same page when it comes to processes of both IT and business 
(Asrowardi et al., 2019). The guidelines and best practices 

provided in ISO 20000 enhance customer satisfaction and 

operational efficiency (Manikandan et al., 2024). This 

standard helps organizations systematically control incidents, 

changes, and service requests to reduce downtime and 

maximize performance. It allows for a culture of continuous 

improvement, leaving it to IT teams to work proactively on 

service issues, as well as to foster innovation in service 

delivery. 

1.2. Adoption of ISO 20000 in Indian IT Organizations 

ISO 20000 is becoming more widely adopted by Indian IT 

organizations to improve their competitive position globally 

as well as meet stringent regulatory requirements. Besides 

increasing their credibility, it enhances the number of people 

they can secure international clients, which requires high 

service quality (Pushpo & Uddin, 2022). The Indian IT 

industry needs to standardize service management practices 

as the industry grows rapidly. However, the adoption rate 

varies across organizations as awareness, resources, and 

organizational readiness are different (Sahoo, 2020; Hassan 

et al., 2025). This paper examines the factors motivating 

firms to adopt ISO 20000 and the benefits that have been 

reaped by the Indian IT firms that have implemented the 

standard. 

1.3. Challenges in Implementing ISO 20000 

Although ISO 20000 has several benefits, some of its 

challenges deter IT organizations from wanting to implement 

the standard. A major cost associated with certification 

includes training process restructuring and compliance audits 
(Al Faruq et al., 2020). In addition, employees can resist 

change and be short of technical skills, which can impede the 

process. It also makes the integration of ISO 20000 standards 

with existing ITSM frameworks difficult, leading to 

operational disruptions (Serrano et al., 2021). These 

challenges are studied in this research, and new solutions are 

put forth to simplify the implementation process, and the 
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overall process is made more accessible and effective for 

Indian IT organizations. 

1.4. Role of Emerging Technologies in Enhancing ISO 

20000 

ISO 20000 can be enhanced by using emerging technologies 

like AI, blockchain, and predictive analytics that can 

automate a process and improve service reliability (Alattas, 

2024). Automation powered by AI can significantly decrease 

incident response time, blockchain can increase transparency 

and security in logging, and analytics can take advantage of 

predicting resource allocation (Tanović & Marjanovic, 2019). 

In addition to that, zero-trust security models can prevent 

cyber attacks, thus complying with the ISO 20000 standards 
(Perumal et al., 2023). This paper attempts to explore how 

such integration of these technologies could help overcome 

existing implementation challenges and enhance the 

effectiveness of IT Service Management in Indian IT firms 
(Lyngdoh & Chhering, 2025; Narne, 2023). 

II. REVIEW OF LITERATURE 

Combining IT service management with the use of emerging 

technologies like AI-driven ITSM automation, blockchain-

enhanced IT logs, predictive analytics, and Zero Trust 

security leads to creating an innovative practice in Indian IT 

organizations (Tarrillo et al., 2024). With their innovations, 

they have made these endeavors more efficient by automating 

incident resolution, data integrity by decentralized ledgers, 

predicting potential service disruptions, and better 

cybersecurity frameworks. Such advancements help 

organizations achieve proactive ITSM, minimize downtime, 

and improve compliance adherence. Nevertheless, it has 

limitations in terms of its complexity in implementation, high 

cost of initial investment, and resistance to change in the 

organization. However, as (Jha et al., 2025) observe, the 

implementation of advanced information system controls 

elevates service management significantly, but they only 

enhance service management if organizations overcome the 

challenges of workforce upskilling, integration costs, and the 

potential of interoperability issues.  

The integration of smart digital business continuity and 

configuration management in their strategic integration 

provides essential contributions to the improvement of IT 

service management under ISO 20000 frameworks (Tawo & 

Ajayi, 2025). AI and automation, Blockchain, Predictive 

Analytics, and Zero Trust security guarantee a resilient 

service operation, minimize disruption, and improve 

compliance. Through these innovations, it is possible to 

monitor in real-time, protect data in transactions, and 

proactively manage risk (Kangbin, 2010). However, 

problems such as implementation cost, incredibility of 

integration, and reluctance to digital transformation remain. 

On the one hand, smart digital business continuity improves 

IT resilience (Ambuli et al., 2025); on the other hand, 

organizations need to resolve gaps in the skill, 

interoperability, and the developing cyber threats that 

threaten sustainable excellence of IT service. 

The development of hybrid quantum-classical computing 

architectures makes possible an unprecedented potential to 

leverage the power of IT service management via optimal 

computation, accelerated predictive analytics, and improved 

cybersecurity framework (Veeramachaneni, 2025). ITSM 

was going to unlimited power and longevity by being able to 

process large data sets in real time and at unheard-of speeds, 

making quantum computing the possibility of real-time 

anomaly detection, enhanced resource allocation, and 

improved encryption protocols. Nevertheless, it is limited 

due to hardware constraints, high computational costs, and 

integration into the classical IT infrastructures. However, as 

stated by Martín-Cuevas and Caldera (Martín-Cuevas & 

Calleja, 2025), the combination of the quantum and the 

classical software, although represented by the hybrid 

quantum-classical architecture, promises the development of 

tremendous advances in IT service management, but for these 

to be exploited fully, organizations have to deal with issues 

such as scalability, interoperability, workforce readiness.  

To prevent the occurrence of cybersecurity threats in IT 

service management, it is paramount that ISO 20000 be 

integrated with advanced cybersecurity frameworks such as 

Zero Trust security and blockchain service logs. Assisted by 

these technologies, data protection is improved, compliance 

is adhered to, and risks of unauthorized access are reduced. 

Several problems, like regulatory ambiguities, legal 

complexities, and moving cyber threats, however, stand in the 

way of an implementation without hassle. According to 

Lyngdoh and Chhering (Lyngdoh & Chhering, 2025), E-

business security threats are quite imminent and need to be 

protected through stringent legal frameworks and active risk 

management strategies to protect confidential information 

and continuity of business. Technological advancements 

make IT security more accessible; however, it is up to 

organizations to overcome legal responsibilities and comply 

with legal and enforcement requirements so their IT service 

environment is secure and resilient.  

The integration of ISO 20000 in IT service management is 

paramount for outsourcing relationship optimization, 

enhancement of service quality, and compliance. Vendor 

management can benefit from such emerging technologies as 

AI-driven ITSM automation and predictive analytics to 

improve incident resolution and forecast service disruption, 

irrespective of transparency. However, outsourcing 

relationships, especially complex outsourcing relationships, 

are complicated, involving, amongst other things, contract 

enforcement, service level agreement compliance, and 

coordination amongst various stakeholders. According to 

(Khan et al., 2025), a structured model is needed to balance 

cost efficiency, performance monitoring, and risk mitigation 

in effective outsourcing management. However, ISO’s 20000 

standardizes the framework that organizations adopt to gain 

benefits from outsourcing, which points out issues such as 

dependency risks, integration difficulties, and 

communication barriers.  
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The adoption of blockchain technology in IT service 

management, especially in the frameworks based on the ISO 

20000, maintains the integrity of data, visibility of service, 

and security. The service logs are made available through 

blockchain to be immutable records of IT business 

transactions, thus helping in SLA compliance, reducing 

disputes, and increasing TRUST. They also further automate 

IT service agreements so that inefficiencies are minimized 

and accountability is increased. There are challenges such as 

scalability, high implementation costs, and moderate 

regulatory concerns to the widespread adoption. According to 

(Sanka et al., 2021), blockchain offers the potential for 

transformation in several industries, however, the issues of 

interoperability, energy consumption, and integration 

complexity hinder its adoption by ITSM.  

The adoption of ISO 20000 in IT service management has a 

major impact on improving user perception and trust, 

especially in the public sector and e-government services. 

ITSM frameworks are enhanced by AI-driven automation, 

blockchain-enabled service logs, and predictive analytics. 

However, there are challenges in the form of resistance to the 

use, unfamiliarity with, and privacy of the data. Ilieva et al., 

(2024) point out that the factors affecting the perception of 

digital service users include ease of use, data security, and 

reliability, all of which are essential for the progress of 

service. ISO 20000 compliance guarantees structured IT 

service management; however, organizations need to identify 

usability issues, risks of cybersecurity, and policy governance 

to provide confidence in the use of IT services.  

Integrating ISO 20000 with modern cybersecurity 

frameworks is imperative to secure intelligent cloud 

computing systems, particularly reinforced with IT service 

management in terms of compliance and risk mitigation. Zero 

Trust security, blockchain-enabled service logs, and AI-based 

threat detection can give a boost to the resilience of cloud-

based IT services by denying access to unauthorized users 

and real-time monitoring. Despite these challenges, it is 

difficult to implement these solutions, particularly the ones 

related to obfuscation, which include system complexity, 

increased computational overhead, and evolving cyber 

threats. As shown (Fadele et al., 2024), continuous 

authentication, adaptive risk management, and automated 

compliance monitoring should be part of the robust 

cybersecurity model for intelligent cloud systems to 

effectively tackle security vulnerabilities. ISO 20000 helps 

define the structured approach in ITSM, but concerning the 

cloud, organizations have to be aligned with cloud-specific 

risks and regulatory compliance requirements and 

approaches.  

III. RESEARCH METHODOLOGY 

3.1. Research Design 

The research design that has been employed is a mixed 

methodology, by which we mean a combination of both 

quantitative and qualitative means to help get a better picture 

of the implementation of ISO 20000 in Indian IT 

organizations. The qualitative part develops the challenges 

and advantages of IT professionals, adopting the ISO 20000 

from case studies and interviews. It does not look at best 

practices and obstacles encountered in the certification 

process, nor do they focus on real-world experiences. The 

quantitative part is that of measuring the impact of ISO 20000 

on IT service management based on statistical analysis of 

survey data. To see how there are improvements in service 

effectiveness and efficiency, metrics such as incident 

resolution time, service quality, and compliance rates are 

reviewed. Combining these two approaches means that we 

have a total perspective, that we can have a deeper 

perspective on the qualitative findings and support that with 

empirical evidence. This mixed methods approach improves 

the validity of the research findings and offers concrete 

guidance to IT organizations that are pursuing ISO 20000 

certification. 

3.2. Data Collection Methods 

The data gathered in this study are both primary and 

secondary, which have been integrated to have a 

comprehensive analysis of ISO 20000 implementation. 

Structured surveys and interviews are conducted with IT 

professionals, service managers, and compliance officers at 

ISO 20000-certified organizations for collecting primary 

data. The first-hand insight of this standard, by these sources, 

describes the issues created in their adoption, as well as the 

benefits that came as a result. Literature reviews, industry 

reports, and case studies are used as secondary data that 

provide contextual information on the global and Indian 

experience of ISO 20000. A triangulated approach is adopted 

using the combination of primary and secondary data, the aim 

of which is data validation and reliability. The studies 

quantify the service management outcomes, and the 

interviews provide the qualitative results from the real-world 

implementation experiences. Finally, case studies further 

support these findings by elaborating certain organizational 

journeys, thereby giving credibility and making the study 

applicable to related IT firms in India aspiring towards ISO 

20000 certification. 

3.3. Sampling Techniques 

The research uses purposive sampling and selects IT 

organizations that have already implemented or may be in the 

process of implementing the ISO 20000. That ensures 

participants are effective by having just enough experience of 

the standard. The sample contains 50 IT firms of different 

sizes, different sectors, and different certification statuses. In 

it, it asks something similar to the questions to IT managers 

and other employees of IT organizations as well as 

compliance officers. When surveyed, respondents are 

stratified by organizational size (small, medium, large), by 

industry focus (software development, IT services, 

cybersecurity, cloud computing), and by certification stage 

(pre-certification, certification, and experienced users). This 

structured approach provides a balanced & informative 
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dataset that can be compared to results from other types of IT 

organizations. The process of selection guarantees a broad 

spectrum of experiences, for the findings are robust and 

generalizable for the Indian IT industry. 

3.4. Data Analysis Approach 

Statistical and thematic analysis are used together to extract 

meaning from both quantitative and qualitative data in this 

study. Survey responses are summarized using descriptive 

statistics (mean, median, and standard deviation), and 

inferential statistics (correlation, regression analysis) are 

used to test whether ISO 20000 adoption is associated with 

some service management performance metrics. Analysis is 

made of key indicators such as incident resolution time, 

service quality, and rates of compliance to assess the fatigue 

of certification. Qualitative data is analyzed using thematic 

analysis, which includes identifying recurring patterns, 

challenges, and benefits that are shared by participants among 

interviewed, but also case studies. This dual-method 

approach will provide numerical trends to be complemented 

and interpreted more holistically through the experiences 

from real-world projects. This is cross-validated between the 

qualitative themes and the statistical results, which highlights 

the credibility and practical implications of the study to IT 

firms that are considering or may already be implementing 

ISO 20000. 

3.5. Ethical Considerations 

This research is strictly done ethically, and it employs 

guidelines that include agreement from the participant to 

ensure privacy, give consent, and keep the data in 

safekeeping. Respondents are fully informed about the nature 

of the study and their rights, and learning about their 

involvement is voluntary. All participants gave signed 

informed consent. Survey responses and interview transcripts 

are anonymized to maintain confidentiality, meaning that no 

personal or organizational information can be derived from 

them. Sensitive information is stored and protected under the 

data storage and security protocols to avoid unauthorized 

access. Bias mitigation measures are also applied to 

guarantee an objective and impartial mode of interpreting the 

results. The study is permitted to collect data only on ethical 

grounds by ensuring a relevant Institutional Review Board 

(IRB) or ethics committee approval. Besides ensuring the 

rights of participants, these ethical considerations will also 

help improve the integrity and validity of the resulting 

research findings and guarantee compliance with existing 

ethical norms in academic and commercial research. 

IV. PROPOSED INNOVATIVE SOLUTION 

4.1. AI-Driven ITSM Automation 

Table I demonstrates the use of AI-powered machine learning 

and natural language processing on the automation of ITSM, 

with short incident resolution time to reduce manual 

intervention efficiency of service desk operations. As a result, 

it causes reduced downtime and increased service reliability. 

Real-time AI chatbots are depicted in Fig. 1, which provides 

instant user support to minimize the downtime in the service 

to its customer and, in turn, improve customer satisfaction. 

Before the implementation of AI, delays in responding as 

well as long downtime badly affected the user experience. 

But the post-implementation uses of AI-driven automation 

are much faster resolutions, proactive issue management, and 

a flawlessly provided service. 

TABLE I IMPACT OF AI-DRIVEN ITSM AUTOMATION ON KEY 

METRICS  

Metric Before AI 

Implementation 

After AI 

Implementation 

Incident Resolution 

Time (hrs) 

8.5 2.3 

Customer Satisfaction 

(%) 

72 90 

Operational Cost 

Reduction (%) 

0 30 

 

 

Fig. 1 Graphical Representation of Customer Satisfaction  

4.2. Blockchain-Enabled Service Logs 

Table II shows the effect of the implementation of blockchain 

technology to provide secure, tamper-proof service requests, 

reports on incidents, and trace compliance. Through using 

decentralized ledger technology, service transactions are 

stored in an immutable record of a record, so everything is 

transparent and audit able., It is important to have contracts 

to automate the Service Level Agreement (SLA) to reduce 

disputes and increase accountability. As is outlined in Table 

II, blockchain-driven automation improves data integrity and 

improves compliance monitoring while increasing the trust in 

the ITSM process. It secures a more efficient IT service 

environment and enables the available IT services to be used 

more securely and reliably. 

TABLE II COMPARISON OF ITSM PERFORMANCE WITH AND 

WITHOUT BLOCKCHAIN  

Metric Without 

Blockchain 

With 

Blockchain 

Data Integrity 

Violations 

High Low 

SLA Compliance (%) 70 95 

Security Breach 

Incidents 

12 2 

0

20

40

60

80

100

Before AI Implementation After AI Implementation

Customer Satisfaction (%)



Enhancing IT Service Management in Indian IT Organizations: A Technological Integration of ISO 20000 with AI, Blockchain, Predictive 

Analytics, and Zero Trust Security 

 

271        IJISS Vol.15 No.1 January-March 2025 

 

Fig. 2 Graphical Representation of SLA Compliance (%)  

Fig. 2 shows how blockchain technology affects performance 

to SLA compliance before and after it is implemented. An 

improvement in compliance rates is also demonstrated in the 

graph; it rises from 70% without blockchain to 95% with 

blockchain.  

4.3. Predictive Analytics for Service Optimization 

Table III discusses the historic ITSM data and the role of 

machine learning models in determining service disruptions, 

optimizing resource allocation, and preventing system 

failures in both operational and failure scenarios. Through 

studying patterns, an organization can foresee the possibility 

of upcoming problems and be proactive in taking preventive 

measures so that accidents do not interrupt service delivery. 

With this predictive approach, the efficiency of the IT team is 

increased by bringing in data-driven decision-making, 

thereby minimizing downtime and improving the overall 

service reliability. From Table III, you can see that being 

powered by machine learning makes ITSM analytics 

extremely useful in reducing disruptions, streamlining 

resource management, and increasing the resilience of the IT 

infrastructure. 

TABLE III EFFECTIVENESS OF PREDICTIVE ANALYTICS IN ITSM 

OPTIMIZATION  

Metric Traditional 

Approach 

Predictive 

Analytics 

Approach 

Downtime Reduction 

(%) 

10 45 

Resource Utilization 

Efficiency (%) 

65 92 

Service Disruptions 

Per Month 

20 5 

 

Fig. 3 Graphical Representation of Predictive Analytics in ITSM Optimization  

Fig. 3 illustrates the comparison between traditional ITSM 

approaches and the ITSM approaches driven by predictive 

analytics in terms of reduction of downtime and the 

efficiency of resource utilization. Predictive analytics does 

make a difference in both metrics on the graph, but just so 

much more so. Machine learning is demonstrated to reduce 

downtime from 10% (traditional approach) to 45% 

(predictive analytics approach) and increase resource 

utilization efficiency from 65% to 92%, thereby increasing 

the resource utilization efficiency, improving the resource 

allocation, and reducing wastage. Fig. 3 visually strengthens 

the benefits of integrating predictive analytics in ITSM to 

provide the proactive resolution of problems, greater 

efficiency, and better availability of services. 

4.4. Zero Trust Security Integration 

Table IV clarifies the contribution of IT Service Management 

(ITSM) to enforce the Zero Trust Security framework 

through strict identity verification and restriction of access 

control. This approach serves to significantly decrease the 

risk of any cybersecurity threats and prevents unauthorized 

access since every request of access is cryptographically 

authenticated, encrypted, and continually monitored. With 

ISO 20000 being its compliance, the Zero Trust model serves 

to stand out in IT operations and security about standards. 

ITSM-driven zero-trust policies mitigate both insider threats 

and external attacks, thereby increasing the quality of IT 

security services. Table IV shows that this framework 

provides data protection, access control, and compliance 

underpinned security in the IT environment. 

70
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0
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TABLE IV SECURITY ENHANCEMENTS WITH ZERO TRUST 

IMPLEMENTATION  

Metric Without 

Zero Trust 

With Zero 

Trust 

Unauthorized Access Attempts 25 3 

Data Breach Incidents 8 1 

Compliance Adherence (%) 60 98 
 

 

Fig. 4 Graphical Representation of Security Enhancements with Zero Trust 

Implementation  

Fig. 4 depicts the improvement in compliance adherence 

when Zero Trust Security is applied in IT Service 

Management (ITSM). It is evident from the graph how the 

number of organizations using Zero Trust has gone up 138% 

from just 60% without and has climbed up to 98% with Zero 

Trust safety measures enforced, increasing security and 

regulatory compliance. This is a proactive approach that 

aligns with ISO 20000 compliance standards and, therefore, 

doesn’t allow vulnerabilities from insider threats or external 

attacks. Fig. 4 visually shows the benefits of Zero Trust as it 

strengthens IT security in a more redundant, compliant IT 

environment. 

V. CASE STUDIES AND FINDINGS 

5.1. Global Financial Services Firm's ISO 20000            

Re-implementation (2023) 

A global financial services firm saw increasing downtime and 

customer dissatisfaction, whereas the company had 

implemented ISO 20000 in 2023. An analysis of the details 

showed that such failures of repeated service were due to 

inefficient management of incidents and poor proactive 

service monitoring. To tackle such problems, the company 

also conducted a complete redeployment of ISO 20000, 

including the automation of the ITSM using AI and real-time 

monitoring tools (Albulescu et al., 2021). It resulted in a 50% 

reduction in major IT incidents and a 30% increase in 

customer satisfaction. Thus, this case proves that continuous 

improvement and ITSM frameworks make service excellence 

a sustainable effort.  

5.2. High-Tech Company's ISO 20000 Implementation 

(2023) 

The global technology company we worked with was 

suffering from operational inefficiencies, long service 

resolution time, and a decreasing customer satisfaction rate. 

The year 2023 represented the implementation of ISO 20000, 

which standardizes IT services centered on strategy and 

service excellence. With predictive analytics and automated 

service request management as productive techniques, 

organizational efficiency was reached in reducing incident 

resolution times while at the same time improving the quality 

of service (Zaadnoordijk, 2023). Where ISO 20000 

certification was achieved within a year, a 35% gain in 

customer satisfaction was witnessed, and operational 

inefficiency was 40% lower.  

5.3. IT Remote Support Company's ISO 20000 

Certification (2014) 

In 2014, one of the leading IT remote support providers 

decided to get ISO 20000 certified to improve service 

consistency and customer trust. To go through the 

certification process meant overhauling the current service 

management policy, implementing hard-core SLA 

monitoring, and greatly improving documentation practices 
(da Silva Leite et al., 2014). After the certification, the 

company claims that the service efficiency increased by 25%, 

while the first call resolution rate increased by 20%. 

Compliance with ISO 20000 helped to renew contracts with 

our main customers within the company's enterprise, 

ensuring a long stay in the marketplace.  

5.4. Challenges in ISO 20000 Implementation in Indian 

Organizations (2019) 

According to a 2019 study, India has 425 ISO 20000 certified 

organizations, which is the highest in the world. Most, 

however, also had poor service level agreements, poor 

information sharing, and rising open incidents. Results of the 

research showed that long-term compliance with ISO 20000 

is difficult to achieve when the organization adopts ISO 

20000 without having solid change management strategies 
(Ahmad et al., 2019). A reduction in ITSM efficiency of 60% 

was seen by companies that did not integrate structured IT 

governance and automation tools.  

VI. CONCLUSION 

The implementation of the ISO 20000 has resulted in 

tremendous benefits towards IT service management in 

Indian IT organizations offering better service efficiency, 

reducing downtime, and adding to the customers’ 

satisfaction. Nevertheless, traditional methods adopted to the 

institution of ISO 20000 may not be adequate in addressing 

the issues arising in the ever-changing scenario of IT needs. 

The role of emerging technologies, including AI-based ITSM 

automation, blockchain-powered service logs, predictive 

analytics, and zero trust security in sustaining and optimizing 

in the long run, are highlighted in this study. The proposed 

innovative approach to improve ITSM frameworks against 

the threat of operations resilience, service transparency, and 

security compliance. These case studies provide supporting 

evidence of the usefulness of a technology-oriented ISO 

20000 model yielding better incident resolution and more 

reliable and continuous services. In addition, leadership 

Compliance Adherence (%)

Without Zero

Trust

With Zero

Trust

60

98

COMPLIANCE ADHERENCE (%)
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commitment and lead execution are crucial to the success of 

ISO 20000 adoption. These findings can be used by Indian IT 

Firms to create a new global IT services management 

standard to compete effectively in the digital domain. The 

next step is to change this exploratory research into future 

research to assess industry-specific adaptations and how 

scalable these innovations are to other IT sectors. 

Organizations that adopt an innovative ISO 20000 framework 

will actively address the problem of service, apply continuous 

improvement, and lead IT Service Management practice 

transformation. 
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