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Evolver ASSIST
An AI-Powered IT Service Management Solution for both  
Commercial and Government Enterprises
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Solution Overview
Evolver ASSIST combines Evolver’s Enterprise IT Help Desk Services 
and ITSM operations expertise with the L2H.ai Airwall AI orchestration 
platform for ServiceNow. Together, Evolver ASSIST delivers a unified, 
secure, AI-augmented support capability that: 

	̵ Embeds vendor-agnostic, multi-model AI agents directly inside the 
agency ServiceNow instance

	̵ Automates triage, summarization, root-cause analysis, and 
knowledge article generation across ITSM and ITOM

	̵ Routes tasks dynamically to the best-fit model (OpenAI, Anthropic, 
Gemini, Llama, Mistral) for accuracy and cost

	̵ Preserves data sovereignty with customer-hosted, on-premises, 
hybrid, or air-gapped deployment

	̵ Sustains compliance with full auditability, policy enforcement, and 
configurable safety guardrails

Evolver ASSIST is workflow-native and non-disruptive. No data leaves 
the ServiceNow boundary, and existing automations and integrations 
are preserved while AI-powered reasoning is added across every 
module and workflow.  Evolver ASSIST provides broader AI capabilities 
at a lower total cost by supporting all ServiceNow modules through a 
single platform rather than requiring module-based AI licensing.

Expected Customer Benefits
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Evolver Integrated Solution — Unique Features
Multi-Model AI Switching

	̵ Dynamically routes each task to the optimal model for accuracy, 
latency, or cost with no vendor lock-in

Embedded AI Agents for ServiceNow

	̵ Triage, summarization, root-cause analysis, ticket enrichment, 
knowledge generation, and workflow automation inside Flow 
Designer

Secure, Boundary-Controlled Deployment

	̵ Customer-hosted, on-premises, hybrid, and air-gapped support so 
sensitive agency data never leaves the ServiceNow environment

Easy Installation & Workflow-Native Integration

	̵ AI reasoning steps drop into existing ITSM, ITOM, CSM, HR, and 
custom apps without re-platforming

Cost-Effective & Enterprise Guardrails and Governance

	̵ Full auditability, policy enforcement, model governance, and 
configurable safety controls aligned with federal compliance 
frameworks

	̵ Cost-effective with one-low single price licensing for all modules

Customer Challenge: Need to Enhance IT Service Delivery & Reduce Cost on ServiceNow
Both U.S. Government agencies and large commercial companies face mounting pressure to deliver faster, higher-quality IT services under 
constrained budgets, persistent talent shortages, and rapidly expanding mission demands. Information Technology (IT) Help desks contend with 
surging ticket volumes from hybrid workforces, cloud migrations, cybersecurity incidents, and new application rollouts, while leadership expects 
measurable gains in user experience, first-contact resolution, and total cost of ownership across the IT Service Management (ITSM) lifecycle.

Traditional ITSM tooling alone cannot close this gap. Analysts spend disproportionate time on triage, categorization, knowledge searching, and 
routine ticket enrichment. Public AI services raise unacceptable data sovereignty and compliance concerns for federal environments, while 
single-vendor AI lock-in limits flexibility and inflates costs. Both U.S. Government and commercial business leaders need an AI-powered help 
desk capability that operates inside the agency security boundary, integrates natively and cost-effectively with the ServiceNow ITSM platform, and 
accelerates service delivery without compromising governance or mission assurance.

Faster Service Delivery 

50 to 70 percent faster 
ticket resolution through 
automated triage, 
enrichment, and AI-
recommended actions.

Better Support Quality

Consistent, explainable AI 
reasoning with summaries, 
incident correlation, and 
on-demand knowledge 
drafts.

Cost Reductions

Lower analyst workload 
and reduced AI spend by 
routing tasks to the most 
cost-effective model per 
use case.

Audit-Ready Compliance

Full auditability, policy 
enforcement, and 
governance aligned with 
FedRAMP, FISMA, and 
NIST SP 800-53.
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Evolver brings decades of commercial and federal 
IT operations, Enterprise IT Help Desk Services, 
ITSM design, and cyber governance experience 
supporting national security, federal civilian, and 
commercial missions. L2H.ai brings the Airwall 
AI orchestration platform built specifically for 
ServiceNow, enabling secure multi-model AI 
automation across ITSM, ITOM, CSM, HR, and 
custom workflows in regulated, high-security, and 
hybrid government environments.

Combined Capabilities
	̵ Enterprise IT Help Desk Services (Tier 0 to 

Tier 4)
	̵ ITSM design, deployment, integration, and 

operations
	̵ Vendor-agnostic, multi-model AI 

orchestration inside ServiceNow
	̵ AI agents for triage, summarization, RCA, 

and knowledge generation

	̵ Customer-hosted, on-premises, hybrid, 
and air-gapped deployment

	̵ Zero Trust, FedRAMP, FISMA, and NIST 
SP 800-53 alignment

	̵ Continuous monitoring, dashboards, and 
audit evidence

	̵ 24/7 service operations and ITIL v4 
governance

How It Works
Phase 1 Phase 2 Phase 3 Phase 4
Discovery and Baseline  
(Days 0 to 30)

	̵ Joint Evolver and L2H.ai team 
reviews the agency ServiceNow 
instance, ticket volumes, 
workflows, and integrations

	̵ Baseline metrics captured for 
MTTR, first-contact resolution, 
deflection rate, and cost per 
ticket

	̵ Top use cases prioritized across 
ITSM, ITOM, CSM, HR, and 
SecOps for AI augmentation

	̵ Data sovereignty, hosting 
model, and model governance 
policies defined with agency 
stakeholders

Airwall Deployment and 
Configuration (Days 30 to 60)

	̵ Airwall AI orchestration layer 
deployed inside the agency 
ServiceNow boundary in the 
selected hosting model

	̵ Multi-model routing configured 
for OpenAI, Anthropic, Gemini, 
Llama, Mistral, and approved 
agency models

	̵ Embedded AI agents activated 
for triage, summarization, root-
cause analysis, and knowledge 
generation

	̵ Guardrails, audit logging, and 
role-based access policies 
enforced across all AI workflows

Workflow Integration and Pilot 
(Days 60 to 120)

	̵ AI reasoning steps embedded 
into Flow Designer, ITSM and 
ITOM processes, and custom 
agency apps

	̵ Tier 0 self-service, Tier 1 triage, 
and Tier 2 enrichment workflows 
tuned with agency knowledge

	̵ Side-by-side pilot measured 
against baseline; success 
criteria validated with program 
managers

	̵ Analyst training, change 
management, and knowledge 
transfer delivered by Evolver 
service operations

Sustainment and Scale 
(Ongoing)

	̵ 24/7 Tier 0 to Tier 4 Enterprise 
IT Help Desk operations 
with continuous AI-assisted 
resolution

	̵ Quarterly governance reviews 
with executive dashboards 
(MTTR, deflection, cost per 
ticket, model spend)

	̵ Continuous model evaluation 
and routing optimization as 
new LLMs are approved by the 
agency

	̵ Phased expansion across 
additional ServiceNow modules, 
missions, and bureaus

ASSIST — AI-Powered IT Service 
Management
Combines Evolver Enterprise IT Help Desk 
Services with L2H.ai Airwall AI orchestration 
on ServiceNow to accelerate ticket resolution, 
improve support quality, and reduce 
operational cost.

60 to 120 Day Pilot: Bounded pilot covering 
one ServiceNow module or bureau. Deploy 
Airwall inside the agency boundary, activate 
triage and summarization agents, and deliver 
measurable MTTR and deflection gains.

ENHANCE — Cyber-Physical Data 
Center Security
Unifies electronic security, IT cybersecurity, 
and AI-powered OT/IoT/ICS protection for 
data centers, addressing converged risk from 
AI-driven compute densification.

GUARDIAN — Vulnerability 
Management
Integrated, risk-based vulnerability 
management that unifies fragmented scanner 
outputs, normalizes exposure data, and 
applies mission-aligned prioritization with 
automated remediation.

SPECTRA — SOC Support
AI-powered toolkit that enhances SOC 
results through high-fidelity detections, 
enriched telemetry, and governed automation 
to reduce analyst fatigue.

CLEAR — Procurement and Supply 
Chain
Expedited, non-intrusive supply-chain 
risk assessment that accelerates vendor 
risk evaluation and supports continuous 
monitoring at scale.

SHIELD — Post-Quantum 
Cryptography
Transparent, portable PQC enterprise network 
security that safeguards critical tunnels with 
zero disruption and full auditability.

Evolver Integrated Technology Solutions (EITS)
A portfolio of market-leading IT, cybersecurity, and AI solutions delivered as modular capabilities government organizations can adopt 
quickly, integrate easily, and scale confidently. Each can be deployed independently or combined.

Procurement Options: Existing Evolver master service agreements; GSA, GWAC, and agency 
contract vehicles; commercial channels and marketplaces; on-premises, cloud, or hybrid 
deployment per agency environment. 60-to-120-day pilots are available for ASSIST and 
across the EITS portfolio.

Why Evolver and L2H.ai


