The IT Service Management Forum

Portugal M

[ok

CONFERENCIA
ANUAL 2019

0 Mundo Digital
na Proxima Década

Reitoria da Universidade Nova de Lisboa
3 de Outubro 2019

Patrocinio Platinum Patrocinio Ouro Patrocinio Prata

claranet easyviSTA  agjcer bmc 332 Rumos



Autonomia e Automatizacao de
Bracos Dados



Mergers & Acquisitions

Business
Growth
New
Employees

Technology Rollouts

New Business Models \

N\

IT is being asked to
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61
%

of support organizations saw
an increase in operations
over the past year.*
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By 2022, 85% of customer service
interactions will start with self-

service.*

HTransformService

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 inforrmation.

McKinsey
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Transform Service.

Delight Customers.

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

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

> Intelligent Automation «

006

Empower your Connect your Optimize your Transform your
employees customers operations product
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Service Transformation Shifts in IT to
Improve Efficiencies and Reduce Costs

Wi
Shift Left 2/3+

é((.,)) g é’ Expert support

Facilities Customer

Financial /A Managemen

Supporting the Digital Business with Powering Self Service for
Enterprise Service Management Employees and Customers
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Big Themes for Future of SM

Future of Support — No more Tiers

Federated Knowledge — Powering Self-Service that Works

Al Augmentation - Optimize/Automate Processes, Digital Experiences
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Future of Support — Moving Beyond Tiers

Power
Knowledge-Centric
Collaboration

“IT Service Desk should
offer ominichannel
support and advice to
business consumers
through a cloud-based
swarming structure.”

- Gartner
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Knowledge Centric Self-Service

Knowledge is foundational to evolving support and leveraging Al

Knowledge management systems
built on reusable multi-media |:|

knowledge assets
Bit-size mformat'lon and_assets that :_ Knowledge MNG
can be grouped into logic-based

knowledge experiences |:—|
|

Operational

Knowledge that is consumed
through multiple access channels

including virtual agents, websites, | Requests
applications, and Al engines
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Prioritizing Service Optimization
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Simplify

(Improve
operations
and support)

Eliminate
(Root Cause
Analysis)

Leverage
(Spend more
time to
engage and
learn)

Automate
(Provide self-
service)

Lower Tier 1 Calls
by 30%

Improve time-to-
resolution by 20%

Reduce time to
onboard by 70%

VALUE TO CUSTOMER
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Al: Conversational and Intelligent Automation

CONTEXT: Understand the situation to
Context Assistance Action better inform the user
o N~
Ulsfbr g (B @Y@
Role 3 Impact  Knowledge smarcinteractions | ASSISTANCE: Provided knowledge,

Business Assets Assessment
pomans s Qi recommendations and solutions
ﬁ( %% @ ﬁ éJ)::datel Assignment
Known Incident/ Translation ~Natural syset'::, ﬂ
o

Errors  Problem/ "::ge‘s‘:igne _
Change o Escalation ACTION: Automate actions through
b4 updating data sources and taking

@D@ = action

AlOps Enterprise Applications Request Fulfillment

Interface

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

Omnichannel Self-Service Service Desk and Customer Support staff will leverage

Support and Advice h.|gher value interactions since 5|m|?le, repetlt!ous
issues and requests are handled via automation

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

Management System time, across multiple access channels

Al Augmentation Strategic application of Al technologies will improve
digital experiences for support and service delivery
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Omnichannel Self-Service Support and Advice

Knowledge Knowledge Automated
Everywhere Experiences Actions

@

|
Understand
context & Guided Knowledge

ituati Experience

. SItuation ;

. Dialog | Content

Access via = gl Automate

Virtual [ FAQ actions
Agent, PORTAL through

Portals, & \ updating data
Search . - Requests sources and

recommend- Instructions taking action

dat|0n§ and Job Aids .. & Others
solutions

Help

MESSAGING
PLATFORM & More
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