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O Mundo Digital na Próxima Década

IT is being asked to DO MORE WITH LESS!

of support organizations saw 
an increase in operations 
over the past year.*

61
%

Technology Rollouts

Mergers & Acquisitions

New 
Employees

Business 
Growth

New Business Models
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By 2022, 85% of customer service 
interactions will start with self-

service.*

#TransformService

Gartner Report Four Best Practices for Implementing Customer Self-
Service, Brian Manusama, Nadine LeBlanc
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Employees spend 1.8 hours a day 
on searching for information.
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Transform Service.
Delight Customers.

Intelligent Service Automation that Makes it Easy 
to Engage & Delight Employees and Customers



itSMF Portugal . 16ª Conferência Anual . 3 de Outubro 2019

O Mundo Digital na Próxima Década

Supporting Digital Transformation

Transforming service is no longer a choice, 
it is a business imperative.

ITSM KNOWELDGE UI/UX



itSMF Portugal . 16ª Conferência Anual . 3 de Outubro 2019

O Mundo Digital na Próxima Década

Service Transformation Shifts in IT to 
Improve Efficiencies and Reduce Costs

ESM

Supporting the Digital Business with
Enterprise Service Management

Powering Self Service for 
Employees and Customers

Shift Left
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Future of Support – No more Tiers

Federated Knowledge – Powering Self-Service that Works

AI Augmentation – Optimize/Automate Processes, Digital Experiences

Big Themes for Future of SM
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“IT Service Desk should 
offer ominichannel

support and advice to 
business consumers 

through a cloud-based 
swarming structure.”

- Gartner

Future of Support – Moving Beyond Tiers 

Based on Level Z Support (Swarming) 
Chris Matchett, Katherine Lord, Kenneth Gonzalez, Roger Williams
2019 Strategic Roadmap for IT Service Management

Power
Knowledge-Centric

Collaboration
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Knowledge Centric Self-Service

Knowledge management systems 
built on reusable multi-media 
knowledge assets 

Bit-size information and assets that 
can be grouped into logic-based 
knowledge experiences

Knowledge that is consumed 
through multiple access channels 
including virtual agents, websites, 
applications, and AI engines

Knowledge is foundational to evolving support and leveraging AI

Knowledge MNG
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Prioritizing Service Optimization

Simplify
(Improve 

operations 
and support)

Leverage
(Spend more 

time to 
engage and 

learn)

Eliminate
(Root Cause 

Analysis)

Automate
(Provide self-

service)V
A
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VALUE TO CUSTOMER

Lower Tier 1 Calls 
by 30%

Improve time-to-
resolution by 20%

Reduce time to 
onboard by 70%

Based on the Value-Irritant Matrix: 
Price, Jaffe: The Best Service is No Service
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AI: Conversational and Intelligent Automation

CONTEXT: Understand the situation to 
better inform the user

ASSISTANCE: Provided knowledge, 
recommendations and solutions

ACTION: Automate actions through 
updating data sources and taking 
action

INTERFACE: Integration with other 
applications
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Powering a New Way to Work

Omnichannel Self-Service 
Support and Advice

Intelligent Knowledge 
Management System

AI Augmentation

Service Desk and Customer Support staff will leverage 
higher value interactions since simple, repetitious 
issues and requests are handled via automation

Knowledge management will enable the delivery of 
the right content to the right audience at the right 

time, across multiple access channels

Strategic application of AI technologies will improve 
digital experiences for support and service delivery
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WEBSITE

SELF-SERVICE
PORTAL

MESSAGING
PLATFORM

APPLICATION

Knowledge 
Everywhere

Access via 
Virtual 
Agent,

Portals, &
Search Provide 

recommend-
dations and 

solutions

Understand 
context & 
situation

Omnichannel Self-Service Support and Advice

FAQ

Help

Requests

Instructions

& More

Guided Knowledge
Experience

Dialog | Content

Job Aids

Knowledge
Experiences

& Others

Automated
Actions

Automate 
actions 
through 

updating data 
sources and 
taking action



Muito Obrigado.
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