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Executive Summary 

In today's bustling global marketplace, as businesses grow in scale and complexity, we see a clear truth: 
the limits of traditional automation are becoming impossible to ignore. Static workflows and rigid, rule-
based systems, while once efficient, simply cannot keep pace with the speed, unpredictability, and 
dynamic demands of our complex business environments anymore. 

But an exciting new chapter in enterprise AI is not just on the horizon; it is very much here. We call it 
Agentic AI: autonomous systems specifically designed to sense, reason, and act independently. Think 
of them as intelligent partners, ready to bring in unprecedented levels of efficiency, deep intelligence, 
and true resilience across your entire organisation. 

This whitepaper invites you to explore the profound impact of Agentic AI, looking into: 

• How Agentic AI is fundamentally redefining IT, operations and service delivery by embedding 
intelligent, autonomous decision-making directly into the heart of your core workflows. 

• ServiceNow’s cutting-edge AI-driven architecture, from its powerful AI Control Tower to the 
foundational Workflow Data Fabric, enables real-time orchestration and autonomous execution 
at a scale we have only dreamt of. 

• Meritech’s pivotal role as your strategic AI transformation partner, ensuring that when you 
embrace Agentic AI, you do not just adopt technology, but achieve tangible, measurable 
outcomes that genuinely drive your competitive advantage. 

The future, my friends, is not merely about automating tasks. It is about AI-driven autonomy: 
intelligent systems that do not just follow rules but dynamically optimise processes, gracefully 
anticipate challenges, and in doing so, truly redefine what is possible for the modern enterprise. 

1. The Evolution of Enterprise AI: From Static Automation to Dynamic Agency 

Over the last decade, businesses have, quite rightly, invested heavily in automation. We have seen 
widespread implementation of Robotic Process Automation (RPA), carefully scripted workflows, and 
robust rule-based decision engines, all aimed at enhancing efficiency. While these initiatives certainly 
delivered initial gains, we are increasingly seeing that these older automation models are struggling. 
Why? Because: 

• Customer demands are shifting unpredictably across increasingly complex omnichannel 
ecosystems. You need to adapt quickly. 

• IT complexity is exploding, with fragmented systems constantly demanding human 
intervention and manual troubleshooting. 

• Business workflows continuously evolve, yet traditional automation remains stubbornly static, 
unable to adapt dynamically to new requirements or unforeseen circumstances. 



 

 

Enter Agentic AI: A New Era of Intelligent Execution 

Agentic AI represents a fundamental leap forward. It is a profound shift that moves beyond simple, 
rote automation to genuine, intelligent execution. It is about empowering systems to think and act 
with a degree of autonomy. It enables: 

• Autonomous Decision Making: Imagine AI systems that reason independently, making data-
driven choices without needing constant human oversight. This frees up your valuable human 
capital to focus on innovation and strategy, where their true brilliance lies. 

• Real Time Adaptability: These intelligent agents react instantly to evolving conditions, 
optimising performance autonomously and preventing potential issues before they even have 
a chance to escalate. It is like having an intuitive co-pilot. 

• End-to-End Orchestration: AI seamlessly integrates across different tools, departments, and 
platforms, executing complex operations with unprecedented precision and agility. Think of it 
as a master conductor for your entire enterprise orchestra. 

This truly marks a profound transformation in how work gets done: 

• From static automation to dynamic reasoning 
• From human-triggered rules to autonomous agents 
• From scripted workflows to adaptive orchestration 

Much like self-driving technology has brought a revolution in transportation, Agentic AI moves beyond 
predefined actions. It actively learns, continuously optimises pathways, and proactively drives 
transformation across critical functions including IT, Customer Experience (CX), and Human Resources 
(HR). It is about moving from doing things right to doing the right things, intelligently. 

2. Agentic AI in Action: Transforming the Enterprise Landscape 

Agentic AI is no longer a theoretical concept whispered in innovation labs. It is actively redefining how 
leading enterprises operate, optimise, and deliver services right now. 

IT Operations: Proactive, Self-Healing Infrastructure 

Imagine an IT environment that anticipates and resolves issues before your users even have a chance 
to notice them. Agentic AI makes this vision a tangible reality: 

• Autonomous Incident Resolution: AI detects anomalies, diagnoses root causes with 
remarkable accuracy, and even self-remediates in real time, preventing widespread failures and 
minimising impact. It is like having an always-on, intelligent sentinel for your systems. 

• Automated Change Management: Intelligent agents streamline complex change processes, 
significantly reducing Mean Time to Resolution (MTTR) by up to 60%. This means far less 
downtime and fewer disruptive surprises for your teams. 

Customer Experience: Intelligent, Always on Support 

Agentic AI elevates customer service from simply reactive problem solving to truly proactive, deeply 
personalised engagement: 



 

 

• AI-Driven Customer Assistants: These intelligent assistants autonomously resolve common 
inquiries, providing instant, accurate support that delights customers and frees up your human 
agents for the more nuanced, complex interactions where empathy shines. 

• Context-Aware Escalation: When human intervention is needed, Agentic AI ensures complex 
cases are handed off with full historical context. This means no more repeating information, 
enhancing satisfaction and accelerating resolution. 

• Omnichannel Personalization: It delivers seamless, hyper-personalised interactions across 
chat, email, voice, and digital platforms, ensuring a consistent, engaging, and genuinely 
exceptional customer journey. 

HR & Employee Workflows: AI-Powered Productivity and Engagement 

Agentic AI revolutionises internal operations, significantly enhancing the employee experience and 
boosting overall productivity: 

• Automated Employee Lifecycle Management: AI agents intelligently manage crucial HR 
workflows, from onboarding and leave approvals to benefits enrollment. This significantly 
reduces manual workload and administrative burden, allowing HR teams to focus on strategic 
initiatives and employee well-being. 

• Continuous Learning Policy Adaptation: The AI continuously learns from employee interactions 
and organisational data, dynamically adapting policies and processes. This ensures everything 
from role-based access to benefits aligns perfectly with individual employee roles, tenure, and 
location, creating truly dynamic and personalised work experiences. 

3. ServiceNow: The Operating System for Agentic AI at Scale 

To truly harness the transformative potential of Agentic AI at scale, organisations need more than just 
a collection of tools. They require a robust, purpose-built platform. This platform, we believe, must 
embody three core principles: 

• Unified: It must seamlessly integrate IT, Operational Technologies (OT), and core business 
functions under a single, intelligent architecture, providing holistic visibility and complete 
control. 

• Cognitively Aware: It needs to embed real-time AI reasoning and decision making directly into 
every workflow, making intelligence intrinsic, not merely an add-on. 

• Trustworthy: Crucially, it must ensure robust governance, ironclad security, and the ability to 
explain every AI-driven decision, building unwavering confidence and ensuring compliance. 

AI Control Tower: The Intelligent Command Hub for Autonomous Operations 

ServiceNow’s AI Control Tower is precisely this intelligent command hub empowering autonomous AI 
agents across your entire enterprise. Think of it as the central nervous system, delivering: 

• Real Time Visibility: It provides a comprehensive, live view across all enterprise operations and 
workflows, identifying patterns and anomalies at lightning speed, allowing you to see the pulse 
of your organisation. 



 

 

• Automated Anomaly Detection: It instantly detects deviations from normal operations, 
triggering predefined corrective actions before disruptions can even occur. It is about being 
proactive, not reactive. 

• Policy Driven Orchestration: It intelligently governs AI execution across all departments and 
business processes, ensuring autonomous actions align perfectly with your organisational 
policies and strategic objectives. 

Workflow Data Fabric: The Resilient Backbone of Enterprise AI 

Underpinning this intelligent command is the Workflow Data Fabric, the robust, connective tissue that 
integrates structured and unstructured data from every corner of the enterprise. This fabric enables: 

• Seamless AI-Driven Decisions: Every AI action is informed by real-time operational awareness 
and comprehensive historical data, leading to precise, highly effective, and truly intelligent 
outcomes. 

• Compliance and Traceability: It ensures all AI actions are auditable and operate strictly within 
regulatory and ethical frameworks, building trust and mitigating risk effortlessly. 

• Autonomous Optimisation: It continuously refines workflows based on real-time feedback and 
performance metrics, driving maximum efficiency and fostering a culture of continuous 
improvement. 

With the combined power of the AI Control Tower and Workflow Data Fabric, ServiceNow evolves 
beyond mere workflow automation. It truly becomes the central nervous system for enterprise 
autonomy, orchestrating a new era of intelligent operations. 

4. Meritech: Orchestrating Intelligent Transformation, Delivering Tangible Value 

Agentic AI is not just about deploying cutting-edge technology; it is fundamentally about orchestrating 
a complete enterprise transformation, one that puts people and purpose first. Meritech ensures that 
your Agentic AI initiatives deliver tangible, measurable value, driving strategy, facilitating seamless 
adoption, and realising truly significant business outcomes. 

Our Differentiated Approach: 

• Strategic AI Advisory: We work closely with your leadership, sitting shoulder to shoulder to 
align Agentic AI execution directly with your core business objectives, meticulously identifying 
those high-impact use cases that will make a real difference. 

• Tailored AI Implementation: Our experts deploy ServiceNow’s Agentic AI capabilities with 
precision, customising them to match your industry-specific needs and unique operational 
requirements, ensuring a perfect fit. 

• Change Enablement: We champion seamless adoption through comprehensive change 
management, fostering genuine cultural alignment and ensuring enthusiastic workforce 
engagement. Because technology works best when people embrace it. 

• Value Optimisation: We establish clear Key Performance Indicators (KPIs) and robust 
measurement frameworks, ensuring an ROI driven approach to Agentic AI expansion. Every 
investment must show its worth. 

 



 

 

Real World Impact: Agentic AI in Action 

Consider one Meritech client, a global leader in logistics, who embarked on this journey with us. They 
implemented Agentic AI for fleet issue resolution, and the results were compelling: 

• 45% reduction in incident resolution time, dramatically improving operational uptime and 
keeping goods moving. 

• 30% increase in proactive alerts, enabling crucial "fix before failure" scenarios that saved 
significant costs and prevented major disruptions. 

• Improved employee satisfaction, as service disruptions were minimised, allowing their 
valuable staff to focus on high-value tasks rather than firefighting. 

5. The Road Ahead: Building a Future-Proof Enterprise with Agentic AI 

Agentic AI is no longer a futuristic concept; it is very much here, actively reshaping competitive 
landscapes as we speak. But harnessing its full, profound potential requires bold leadership and 
strategic, disciplined investments. 

To accelerate AI-driven autonomy and build a truly future-proof enterprise, organisations must: 

• Adopt Platforms Built for Intelligent Orchestration: Invest wisely in unified platforms like 
ServiceNow that are inherently designed to support autonomous AI agents, creating a cohesive 
ecosystem. 

• Rethink Operating Models: Be brave enough to shift from reactive automation to a proactive 
intelligence model, where autonomous AI agents drive dynamic optimisation and continuous 
improvement. 

• Prioritise AI Governance: Establish robust frameworks to ensure ethical, secure, and fully 
explainable execution of AI-driven decisions, building deep trust and maintaining unwavering 
compliance. 

Done correctly, Agentic AI does not just optimise existing processes; it fundamentally transforms them. 
It elevates enterprises from reactive workflows to a state of proactive intelligence, remarkable agility, 
and unprecedented resilience. It is about building a legacy for tomorrow. 

6. Conclusion: Intelligent Agents, Real World Value 

The future of enterprise transformation, my friends, is not merely about automation; it is about AI-
driven autonomy. It is about empowering your organisation with intelligent agents that continuously 
learn, adapt, and act to unlock new levels of value that were previously unimaginable. 

With ServiceNow’s cutting-edge Agentic AI capabilities and Meritech’s proven expertise in strategic 
implementation and value realisation, organisations can: 

• Unify disconnected workflows, unlocking previously unattainable efficiencies and breaking 
down those persistent operational silos. 

• Empower teams with proactive insights, enabling truly intelligent decisions that drive 
innovation and competitive advantage. 



 

 

• Deliver unmatched employee and customer experiences, powered by AI that feels intuitive, 
personalised, and utterly seamless. 

The age of Agentic AI is here, and with Meritech and ServiceNow, enterprises can confidently shift from 
static automation to dynamic orchestration, truly redefining their future. 

Ready to bring intelligent autonomy into your enterprise? Let Meritech and ServiceNow turn AI 
strategy into real-world impact. 
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