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Improve your ITSM delivery with Al Chatbots —
Don’t be afraid, we can ‘assyst’ you!

Craig Whytock

Solutions Consultant
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Current Al Chatbot trends in the ITSM industry

Shift Left with Digital Transformation

The importance of a well-maintained CMDB and Knowledge
Management

How to expand the scope of automation across operations
Use case - assyst’s Al Chatbot Integration

The sky’s the limit

Chatbot KPI's

Effort Versus Reward
Q&A
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Which support channels
do you use?

Telephone N 98%
Emaiil B, 90%
self-Service NG 76%
wakup N 5%

Self-help D 37%

Live Chat B za% ——
i Member Report
Chatbot 4% November 2018

Vvirtual aAgent | 2%

Service
otner | 2% HDbINE
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Al Chatbots Trends

. @

Chatbot Support Failure Prediction Increase in IT Spend
Channel
Remedial Self-Service
Action Automation
Interaction Vs Target Simple
Resource ‘ KB Vacuum Issues and Al Chat
Resolution

Requests
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Digital transformation and Al Chatbots

P

p)
o (:'"
| ,_,
@ ®
&/ &/
Provide Easy Speed & Manage Simple Design the right

One-Stop Automate Delivery Inquiries and KPI's
Access Requests

Deploy Your
First Point of Contact
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We see our customers as H]Hft’d guests to a party, and we are the

hosts. It’s our job every day to make every important aspect of the

customer experience a little bit better.

Jeff Bezos, CEO of Amazon

You've got to start with the customer experience and work
back toward the technology, not the other way around.

Steve Jobs, business magnate and Apple's co-founder

Innovation needs to be part of your culture. Customers are
transforming faster than we are, and if we don’t catch up,
we’re in trouble.

lan Schafer, founder of Deep Focus (a global marketing agency)
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m @ Brenda Bennett ~ eHeIp

h i Services Help Topics (10) A
ome
é How do | navigate my Service Catalog?
Messages
Shortcuts : X : ) How do | search the Service Catalog for a Service | can
Communication Facilities Serwces HR Services IT Services request:
6’ Application Links Services _
For _rgquests aﬂd_ support with For requ_ests_ar:d s_upport with For reqpesig and __support with How do | add a Service Request to my Cart?
Make requests and log issues Facility services including HR services including Benefits, IT Services including
FAQs Building Security, Catering, ... Employee Relations, Health... Workstations, Software &.

b-

How do | view a Request in my Cart?
Services

. How do | delete a Request from my Cart?
=] items
W Discussions m How do | amend a Request in my Cart?
0 Support How do | check out the contents of my Cart?
k Progress Procurement Services Services for Students Travel Planning & Your Feedback . ;
Y TrackProgress g How do | order a quantity larger than 1 for a Service
Transport Services 5
s Procurement Services Your one-siop shop for il We value your feedback - Item?
il e Student queries rege_irding For requests for Travel.. Please raise your ideafs or
courses, accomodation, .. enhancement suggestions here i 5
Il' Reports How do | add a Service Group to my Home Page?

How do | configure a Shortcut to a Service | often
request? !
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() Brenda Bennett -

FAQs Help topics (11) =

s menu?

Messages i : (= 1
o glenl <@ 0 . Browse by topic or

FAQs - Top Arucles HR 101 - Getung Started Outlook FAQs . Y ha
Application Links S h f |< s
This is our list of the most Just joined or need a refresher These are FAQs about e G rc O r q U I C G C C e SS
FAQs helpful articles and is updated on our HR policies and Microsoft Outlook. You can er my question?
=== quarterly based on your procedures? have FAQs about any anything
. feedback your users might be interested
Services in. Having FAQs readily How do | self

accessmie fur YOur users can
Items =

4 4 - B srenda sennen: -
Discussions

Support A Home i & 4oft < >
»

@  Messages How 1o setup Cisco Anyconnect VPN (Video)
Track Progress .
U sage H H- oun -I-S V2512015 1855 Vi St Used i | FAGS T i
ge, Hit C
Surveys e

Question
How to setup Cisco Anyconnect VRN

KO M@ oSN P

S A
.I Reports GI l ee G 1. Click the following link to begin installation of Anyconnect. Download and install the Cisco
C st ingons W e bl
. W  Discussions 42 56 cf3 rackedn 1051
for Metrics and & s
nFAG
IR Mm.mm.mmmmmn
L ————
N Bl sueys @
Continuous I

Reports ';

_ Improvement i =

Windows

Ratings & Feedback

«
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Home

Messages
Shortcuts.
Application Links
FAQs

Services

Items
Discussions
Support

Track Progress

surveys (@

Reports

Heol@p) oy F [[RSH

FAQs > FAQs - Top Anticles >

How 10 add a new printer (Video)

This answered my question This did not resolve my issue =

How to add a new printer (Video)
08/29/2016 17:52 | Viewed 19 times | Used 1 times | FAQs - Top Articies

Question
Follow these steps to a0d & new printer 10 your deskiop or Iaptop (Video)

Answer

Adding a printeris easy, using the *Add a printer” wizard option from the Devices and Printers option in

your Control Panel.
‘Watch the video 10 see how.

- - -
4 Q [ » Control Panel » All Control Panelftems » Devices and Printers »
e e -

Addadevice  Addaprinter

[+ Devices @

| 4 Printers and Faxes (6)

- < 1.

CutePDF Wiiter Fax

%.’s/

HP Color LasesJet  Microsoft XPS Send To
CP3SZ5SUPDPCL  Document Writer  OneNote 2010
6

/ 8 tems
| =5

P

Images, videos,
links and more, all
available for user
\.friendly content J

F@eroM@hosmy F | ml

FAQs > FAQs - Top Articles >

Related Questions (2)  Help topics (9)

Printing in Outlook

= 08/29/20161744 | Viewed 3 times |

How 1o setup your printer

@

£ 08/29/20161758 | Viewed 17 times |

How to add a new printer

1 (Video)

Home
Messages
Shorteuts
Application Links
FAGs

Services

‘Write a Review

Brenda Be:

2/22/201617:48
easy 1o follow!

't on 09/22/2016 22:43

Contextual on

& related FAQS
help the user at

each step

screen guidance

~N

J

@ Brenda Bennett -

User feedback
helps to keep
knowledge useful
and up to date y
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.
H Services > Recruitment Services > Resource Requests > Request Permanent Resource E O S i | y S h OW C O S'I'S O N d

Permanent =

.
h Home P, 8 Request Permanent Resource Gdd_on O 'I'Ions for
[
A Messages +
E .
i fiscal awareness
Request this service
ﬁ Application Links
@ FAQS SERVICE PRICE TOTAL How do | vie est in my Cari?
Request Permanent Resource
. dol a Requ
& Services Request a new Laptop - -
Items | Request for Executive Office Chair How do | amend a R Cart
- Request for Senior Executive Office Chair
= Discussions How do | chech
0 Support H
E Surveys o = Services > HR Services > Recruitment Services > Resource Requests > Request Permanent Resource > S141
*Telephone 202-555-1234
I.l Reports | A rome Provide Additional Info Follow Up * &
r A Messages = = z — 25) =
= Justification for New Hire B I &= eins= SHalls Serice Quspy Hni pice Toral Price [
= Shorteuts i ® R P TRTE PRROLG T o 0 Howdolviewagroup of Requests in a standard Monitor?
& oplication Links 182 o] Request a new Laptop 1 52050 SN s o e i e 6
@ raas o
How do | search 1
B v | Request Permanent Resource =
— Progress
B Discussions
i s Drill d into th
& Tk rl own INTo The
Details
L surveys @
Date Logged 12/13/2016, 01:41:09 PM . .
b e details and easily see
Ctart Mot
Response Due 12/15/2016, 01:41:09 PM
Resolution Due 12/23/2016, 01:41:08 PM
updates and progress
*Telephone 202-555-1234 ‘
+Justification for New Hire  need the help

| make

*Start Date 01/02/2017.12:00:00 AM
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TS user experience
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How many web chats can an agent handle at the same
time?

1% %

callcentre #@®®

helper: =1 w2-3 =4-5 =6-9 =10+

70%
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Supplier
Contract Management SVC Portfolio

Request
Management m Maintenance Financial Management & Design
Management Policy
\ @ .. aq Governance
Finance Facilities Audit &
/ Compliance
ail @
i
Resource
Planning
Optimized
Support
License Metering
& Cost Controls
Asset
Lifecycle
Management
SLM ;
Knowledge g@} Asset
Management AXiOs Management

assyst’

Release Service Service
Modeling Catalog

Software
Management

Event
Management

Problem

Power

Security
Operations Management
Orchesation bateh Managemont
& Automation Capacity & Availability ge
!
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Next Version 11

Chatbot
Integration
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‘ ‘ iISMF UK

Knowledge, brought back by keyword
searches, is often not relevant or context

aware — it's where the identified knowledge
just isn’t relevant to the knowledge
seeker’s current situation

H EEEBENI] ”
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B Microsoft

QnA
Maker

. We are open from 7AM - 10PM.

. Yes we do.
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GET STARTED > What type of Knowledge Articles?

assyst Knowledge
Procedures or
Links

. c 1. To get started, sign into to the GnA Maker portal with your azure credentials and click on Create new service.
Links to Service

Catalog or FAQ’s

QnA Maker My Services Create new service Documentation Feedback

SharePoint Files
Populate your KB,

Intranet Pages

URL

T Add URL

File name

Tutorials

T Add file
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A

1. Create a OQnAMaker
resource in Azure

AsK Us a question...

Hi!

I am here to help with your queries.
Al conversations will b monitored and
rEcOrded 50 that we can confinuously improve

the service we provide.

Below are the most popular guestions. How may 1
assist you today?

Raise an incident
Manage open incidents
Escalate an incident
Raise IT Service request
Request new apE!ication

#yourservices at 1047:10

Hello, how can I help you?

#ypurservices at 11:13:42

how do i raise a service request x

3. Create a Knowledge Base

2. Log on to the gnamaker portal

5. Manage KB in portal or via APls

https:/Ignomaker.ai

From FAQ to Bot

In Mminutes,

QanA Maker Subscription

A

4. Use QnA endpoint in Bot

i

bt flusennyd aturewetrates netfgenes gleanyeer.t

3

App Service (QnA runtime + QnA ranking)

Mt st a

App Insights

Azure Search

Chant o

YT TS

User Subscription

~




) Brenda Bennett -

Home

Messages
Shortcuts
Application Links
FAQs

Services

ltems
Discussions
Support

Track Progress

Surveys e

Reports

us a questi

Welcome to Self-Service

Welcome to your Self-Service Portal

Welcome to your Self-Service Portal. Here you can raise service requests, chat to the Service Desk, raise faults and track your events. Please make use of the

b Knowledge Centre and Collaborations 1o help resclve any issues you may have.

19/05/2016 07:15 | Welcome to Self-Service

Shortcuts
Approvals Report Long .
REP_OH Al IT Services Assigned to Term ot = iPhone 6
issue Feedback

Me Sickness

My Open Issues and Requests

ltemName  + Category Name

Service Request S1441 08/01/2019 11:25 Telephony Service  New

Request Visio

Resolution Due

11/01/2019 11:25

Service Disruptions F]

Planned Outages
; VPN will not be available this weekend for essential maintenance.

05/03/2018 07:00 | Service Disruptions

Current Outages
The Email Service is currently experiencing performance issues. We
1 expect this to be resolved shortly.

30/11/2017 07:15 | Service Disruptions

($1F]
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&l The sky's the limit

Point your users directly into your Service
Catalog

Link directly into your user FAQ'’s
Provide step by step user instructions
Automate actions like a Password Reset
Automate access Provisioning/ De-
provisioning




’ AXiO Sm How to expand the scope of automation across operations
v svstems | TSM chatbot use cases
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Similar Events

o Open Events for Affected User
o Related Change

o Related Problems

2 Known Errors

o Similar Knowledge Solved
o Major Incidents

. Open Inc with same Service ltem &
Categary

o Open With Supplier
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’ AXlCS How to expand the scope of automation across operations
SYSTEMS |TSM chatbot use cases
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W impact Explorer - Google Chrome @
@ Not secure | vm-tst-con-01:8080/assystweb/impactexplorer/impactaxplorer.do?dispatch =refresh&openiniew = truefitem|d = 1 45&sourceConversationld =153786 7442024
Filters ttam
H i i 1 Email Service
[ Sow Discon Filtering by Discontinued,
Relationship Type . . -
_ Relationship Type, o
[[JHosted By users ® | Events® | Configuration® | Relations '
[sve Companent Criticalit 7
- Yy
[[] Service Associated Users Expand All Collapse All
[1Has Connections =
- = ~Dependant User ™
Relations
Relationship Colour NAS-O1
~ Alan Smith
Cm Expand All Collapse Al
Om Tel Number 4B0-555-0001
. s - SERVICE COMPNT# pH -
' Wark Mabils 571-555-0019
€ t Dat » SVL01
ot Email SMITHA@anycorp com
Feom | | =l - S\L02 Saction Company A - North-America
| > ( o SERVICE
. P”x‘_‘lm =  couPNT (29 ) Bullding Buliding A
0 [ . =] Swrvice. "~ % pes - itema} Product Physical Servers Femarks
[ for Server Manufacturer  HP/Compagq
Service
Praduct Physical Sarvars » Andrew Barron
Workatatio » Angella Ellen
n Service Ganien » V03
¥ Anita Talsma
» SV-04
LA Pk » &nn Bar
VN (Personal
Y\ Dignal..
X Stakeholder
O » Jos McFarland
NETWORK
\ r David McManus
\
A Mark Park
o Info Zone of Affected i
Sv-01 ¥ Burton Grant

Users, Events,
Configuration by Asset

» Karen Drummond
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Chatbot Benefits

24 hour service

Getting an instant response
Answers to sim |'111_‘ questions
Easy Communication
Complaints resolved guickly
A good customer experience
Detailed/expert guestions

Answars to complex questions

Friendliness and approachability

Mone of these

64%

55%

55%

51%

43%

43%

37%

35%
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Chatbot KPIs

KPI 4
KPI 3
KPI 2

KPI 1

o

0.5

4.5
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Ask us a question

Hit
Tam here to help with your queries.

ored and

imgrove

the service we provide.

Below are the most popular guestions. How may [
assist you today?

Raise an incident

Manage open incidents

Escalate an incident

S—
— Raise IT Service request
Request new application
#yourservices at 10:47:10
David Rowatt

Hello, how can I help you?

#yourservices at 11:13:42

how do i raise a service request X
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- What happens if the Chatbot can’t “] have

not failed.
I've just found

answer a question?

- How long before you pass across to an
real agent?

- Will the Agent have access to the
previous dialog?

ten thousand
WEVERGE]
won't work."

Thomas Edison




[,

Your First Steps

1

Review Resources

)

Involve Customer Research each Service Catalog
Advocates Chatbot Knowledge FAQ’s
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Established in 1988 & Privately Owned OVfgggoG Sl»ta;f iln 021 tCountries
obal Lustomers

Award Winning SaaS & On- Continuous Investment in
Premise Solution 100% Focus on ’G customer driven R&D.
ITSM, ITOM & EMS Consistent Organic Growth

a@ PinkVERIFY™
2011
| PROCESSES

.\X‘*’ &

INFO~TECH Gartner OVUM

Champions in Enterprise Over 20 years on the 1*tin 5 Categories 15t Vendor in the world
ITSM Magic Quadrant Enterprise Saa$ ITSM to achieve all 16

Software Vendor Landscape
Vendors processes
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Thank you for attending
Questions?

Axios Systems: www.axiossystems.com

[ linkedin.com/company ] @Axios_Systems
/axios-systems/

Contact us https://www.axiossystems.com/contact-us

@ info.axiossystems.com/blog

Craig Whytock

Solutions Consultant at Axios
Systems - ITSM/ITOM specialists
enabling more effective IT in
enterprise organizations
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= https://www.servicedeskinstitute.com/2018/01/12/10-tips-chatbot-success/

= https://blog-kore-ai.cdn.ampproject.org/c/s/blog.kore.ai/how-conversational-ai-is-driving-the-future-of-it-service-
managemeni?hs amp=true

= https://resourcecenter.sunviewsoftware.com/artificial-intelligence-ai/ebook-service-smart-technology-features-
overview-quide?7uim content=7838T4T0&utm medium=social&uim source=linkedin

= https://botcore.ai/blog/ai-will-impact-service-management/

= https://searchcio.techtarget.com/tip/10-ways-to-use-machine-learning-and-Al-in-ITSM-to-improve-processes
= https://itsm.tools/2018/02/22/is-your-it-support-chatbots-weakest-link-your-people/

= https://automationedge.com/transforming-enterprise-service-management-with-cognitive-technologies/

= https://itsm.tools/2018/07/03/20-tips-creating-itsm-future/

= https://botcore.ai/blog/chatbots-can-help-helpdesk-teams-hit-sla-target/

= https://www.forbes.com/sites/forbestechcouncil/2018/11/07/how-ai-powered-chatbots-optimize-content- r
deliverylamp/ : t
= https://blogs.microsoft.com/blog/2018/11/14/microsoft-introduces-quidelines-for-developing-responsible- -~ <
ggn)é(ejzﬁaté%?)al-all?utm source=elevate&uim campaign=5255717/7& Irsc=d3abi/3/-oddb-4ebe-bT10d- v/
C e
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