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@AXIOS How many are using a Chat Bot/Virtual Agent
T in your current ITSM Self-Service portal?

ITSM & ITOM SOFTWARE




Member Report
ths)y(slT?Mss SDI Members Report 2020 January 2020
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91%/98%

Telephone

Self-service/Web Portal 78%/21%

E-Mail 76%/85%

In person 49%/60%

Self-Help 49%/0%

Live Chat 22%/31%

16%/32%

Voice Mail

Social Media F 9%/3%

Virtual Assistant

Chatbot 1%/0%

B 2019 |§ 2017
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Al Chatbots Trends

. CHNO,

Chatbot Support Failure Prediction Increase in IT Spend
Channel
Remedial Integrated
Action Knowledge Base
Interaction Vs KB Vacuum Target Simple Al Chat
Resource Issues and :
Resolution

Requests
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thxms Where do we start?
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We see our customers as invited 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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thX'OS From data to bot in minutes...
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=. Microsoft Azure | Cogpnitive Services | QnA Maker Support ~~  Resources v Signiin

@ This site uses cookies for analytics, personalized content and ads. By continuing to browse this site, you agree to this use. Learn more

Design sophisticated multi-turn conversations easily with follow-up prompts. Learn more.

From data to bot In
m i n u te S m:v:;are open from 7:00 AM to

Do you have vegetarian options?

Build, train and publish a sophisticated bot using FAQ pages, support websites,
product manuals, SharePoint documents or editorial content through an easy-to- Vo5, we have vegetarian options

use Ul or via REST APIs. available.

Get started >



/ s i https://gnamaker.ci i

2. Log on to the gnamaker portal

1. Create a QnAMaker =
resource in Azure
‘ 5. Manage KB in portal or via APIs
>

- From FAQ to Bot
INn Minutes.

Ask us a question... 3. Create a Knowledge Base
QnA Maker Subscription

Hi!

I am here to help with your queries.

Al conversations will be monitored arnd ‘

recorded so that we can continuously improve f \

the service we provide.

r
\

Be!pw are the most popular questions. How may [
acsist you todayt - App Service (QnA runtime + QnA ranking)

Raise an incident
Manage open incidents

Escalate an incident

Raise IT S i st
e B 4. Use QnA endpoint in Bot
Reqguest new application - Metadata
hitps:/fuserxyz azutewebsites net/generateanswer.t. App Insights
#yourservices at 1:47:10 AZ ure Sea rc h

Chat log
n Synonyms

Hello, how can I help you?

#yourservices at 11:13:42 o

User Subscription

how do i raise a service request x }Eﬁ-




Brenda Bennett ~

Home

Messages

Shortcuts

Application Links
FAQs

Services

Items

Discussions

Support I"
Track Progress

Surveys o

Reports

e OMM@p) 9o F

Ask us a question

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
W Knowledge Centre and Collaborations to help resolve any issues you may have.

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

Shortcuts
Approvals Report Long
Repvort anly IT Services Assigned to Term Your iPhone 6 Request Visio
issue : Feedback
Me Sickness
My Open Issues and Requests
Type Reference ime Logged ltemName s Category Name Resolution Due

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

Pl

Service Disruptions =
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

Q=
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W Axios

The sky’s the limit

ITSM & ITOM SOFTWARE

* Point your users directly into your Service
« Link directly into your user FAQ’s
* Provide step by step user instructions

* DevOps
« Automate actions like a Password Reset

« Automate access Provisioning/De-provisioning
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svsiems  Value of Chatbots
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Getting an instant response

Easy Communication
Complaints resolved quickly
A good customer experience

Detailed/expert questions

Answers to complex questions

Friendliness and approachability

MNone of these

-

y 2019, IT service desks utilizing machine learning enhanced

technologies will free up to 30% of support capacity —
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d\rt AXIOSW Effort Versus Reward
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2hrs |/
Week ——

"
e ————

o PayPal 0s.46 py

Hi! I'm PayPal's virtual agent. To get
started, simply ask me a question.

I 'am still learning, so if | can't help you
I'll direct you to additional resources.

@ Brady Pettit 0s:47 Py
| got scammed

o Paypal 08:47 PM

Great!
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Established in 1988 & Privately Owned AwardPWin_ning Slatas & On-
remise Solution
© i -
100% Focus on ITSM, ITOM & ESM CO:JQ;?E?J:‘I\‘:E?SES in

Consistent Organic Growth

PinkVERIFY™
2011

%

INFO~TECH Gartner OVUM

B \“\‘/1 . | PROCESSES
Champions in Enterprise Over 20 years on the 1% in 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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COME ON
SCOTLAND

Prize Draw
Any Questions

AXxios Systems: www.axiossystems.com

m linkedin.com/company ﬂ @AXxios_Systems & info.axiossystems.com/blog
/axios-systems/

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

!AXiOSTM @ Quality Assurance

SYSTEMS _
ITSM & ITOM SOFTWARE @ @ Gartner
L . a0 . .
ow Cost of Ownership ,WI\ Y 100% Successful Project Delivery
K

A asingl L 193’ 6

Ease of configuration

j Seamless Upgrades
£

ITIL Red Badge/Expert
10yrs Minimum Real World Experience
KR

~ Collaborative/Process Driven
& Approach

Focusing on Business Goals

4] Skills Transfer Open Integrations Strategy ;[ ' 31 years Sole Focus

1N

Other ITSM .
Asset Discover
Systems u iscovery . : Contact Users Alerts

il
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dp AXxios Integrated Service Management

SYSTEMS

ITSM & ITOI
Data Base Identlty Management / Knowledge Systems Management
Partner c ERTIFIED e s . insnsn SOLUTIONS

PARTNER . G HP%EW
Operations PP
@ / Manager 2005 _N_ aglios
Reporting

. .:.
Blﬁm&m decisions

FACAIAL e'clipse

Lotus software / 7 — | \ WA R

LDAP Inventory/D|str|but|on/Remote

Electronic Mall

v
A

Novell

[ ) CEMNTEMMIAL - . - I s CEI HPOPENVIEW
& software sufb.uare w1 altinis
i %>
LANDesk:

An fvocents Company
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http://www.managesoft.com/index.xml
http://www.landesk.com/
http://images.google.com/imgres?imgurl=http://www.houseonthehill.com/images/sms.gif&imgrefurl=http://www.houseonthehill.com/News/14/SupportDesk_News_Issue14.htm&h=82&w=184&sz=7&hl=en&start=8&um=1&tbnid=7j_XbNLPQ5-rAM:&tbnh=45&tbnw=102&prev=/images?q=microsoft+sms&svnum=10&um=1&hl=en&sa=N
http://www.cognos.com/
http://www.nagios.org/

dﬂAXIOS External System Connectivity
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CRM Phone Integration

QlikView ANDESK @E

[ S \

Reporting Asset & Configuration Contact User Data - -
t t fi Microsoft AD
- e R:;r:m, piaton I ]
oashbarss P Repoing | vor  [RESBIE | Active Directory
Gateway/ P
T f f CMDBG ateway/ > assystETM LDAP Source
assystETM *.CSV/*. XML
I +— Database
Discrete CMDB Updates j‘ /_ Direct APl Access
nervecent re : l:::::x } AXiOs Application Web
assystETM a S Syst ¢ > gerver Services “ B
g Dell Password Manager
Event Systems —» assyst CLI / Formerhy knave s Quest Passiword Marsger [ QFM )
v v v I MS MO M/SCOM

Action  Associated  E-Mail assystETM Network Monitoring Tools

Executables Executables Notifications SolarwWinds
and Software
‘ l’ " ‘ Event/ HEATCs ol -
4 | PowerShell - s B o

Batch t t t t Alert-Bridge Salesforce.com
Scripts, Reports,

Software  Workflows, BMC Remedy i ;
R pution e M':):tl‘z:’r::g g;:tr;cr:lil SysHtsms Elc Efc. ﬁ ; — ; =
Scripting & Application Hooks ESB, Files, Emails 3rd Party ITSM & Monitoring == - =

@= Exchange
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W Axios Enterprise Service
v Improved Service Delivery
v SYSTEMS Management v Cenlralised Processes
v Common Language
v Defined Roles & Responsibilities
v Improved Reporting
v Enterprise-wide view of the

infrastructure
v Tailored Services/Service Offerings

ITSM & ITOM SOFTWARE

A single instance of

assyst delivers control
over all functions

IT Support HR Security Suppliers Facilities FOI

&  aw wuw T
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dt Axios assyst SaaS Hosting / Cloud Infrastructure

SYSTEMS
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= Provided through Global Hosting Partners

World Leaders in Hosting @
Global Presence rac
Global Data Centre Replication Available
Committed Green IT Hosting Company
100% Network Uptime Guarantee
ISO/IEC 27001 Certified Security

SAS 70 Type 11 Certified — Tier 1 Service Audit on ( o

5]

HOSTING

PREMIER PARTNER

A N N N Y NN

effectiveness of controls

v Separate Infrastructure per assyst customer (Data and
Processes)

v Cloud dynamically scales to make resources available
as required to manage Traffic Spikes and demand

v Guaranteed 99.99% application Uptime

© Axios Systems PLC 2019



dt AXIOS assyst SaaS Hosting / Cloud Infrastructure
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Multi-Tenancy — Best for Vendor Single Tenancy — Best for Customer

[
[

!
I’
1

[
[
(((0 [

|

IT Issues
Effects All

Customer-driven upgrades
Forced Upgrades

True data isolation

Advanced high availability/security
Large Scale DR

Required

(-

Azure Hosting in the UK
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@AXIOS Delivering More..
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AXIOS

assyst Reset
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L AXiOSm End User & IT Staff Portals allow everyone on the go
ACCess

SYSTEMS
ITSM & ITOM SOFTWARE

< M 2 | we Sor ;

FullPage Open Incident Aging Report

Familiar Service
Catalog Interface

Open Incidents Age report Aug 12, 2013 4:17 PM
This report shows the age of all open Incidents per assigned Service Department
Report run date: Aug 12, 2013 8:17 PM

Open < 1 day Open 4 - 10 days Open > 10 days
INON NORM HIGH CRIT| NON NORM HIGH CRIT [NON NORM HIGH CRIT| Total
IAutomation SVD 0 0 0o o}o 1 0 0|0 0 0 o0}o 0 0 0 1
[Operations Support 0 0 0o o}o 0 0 ojo 0 1 0 0 1
iService Desk 0 1 0 olo o o oo o 1 o0 0
[Totals 0 1 0 ojo 1 0 oo 0 2 0 0

IT Services
For requests and support with IT Services including Workstations, Software & A
senices.

Application & Software Services
For requests and suppaort for Software and Applications used by the business.

Fila & Foldar Sorvices
For requasts relating to File and Foldar secangs including access 19 a shared foldar, Backup requasts an

Event Source Overvievy
Events logged in the laat 100 days

Printer & Printing Services
Foe requasts and SUppor wilh Prinlers snd Priring services.

BlackBerry
Bas« BlackBerry smartphone avaitabie for all
offstte staff

Woens1ation Services
For requests for and suppost of Workstations and Computing Accessaries inciding Doskteps. Lagtops. T

Price: 210.00

BYOD Request
¥5 Hawo & device pou want o use on the comporaln retwork?
Price: 0,00

Quantity

LI LE

Report an IT issus
The abiity fo repart a kss or degradation ol any IT service of o ask IT related questions.
Price: 0.00

| Total Price:  210.00

Custom Fields assysTNe

q Request an Enhancement from IT
Rogues: an enhancement 12 an IT Sorvice that isnt covesed eisewhere in the catalog
Price: 0.00

| Will you require access to emails:

Action Details

| Required by
Date Time

View critical
data on-the-go
to speed
decision making

Bescription

Justification for request

i
|
i

Global Roaming need’
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W Axios’

systems assyst ITOM: An End to End Service Management Solution
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5 T A =@ BT R g

— [ Fa
~ i 7

-2 G§-a 8- &-5

v .

~D
-0

Y
‘0& E "’a# % t;v “. oy

Agent & Agentless Software Availability Configuration Patch Software Relationship System Performance
Discovery Management Monitoring Management Management Deployment Management Investigation

IT Infrastructure

Service Request, Incident,
Problem, Change Release

Value based csl/
delivery Feedback

Servuce Desugn Knowledge
Transntlon csli Management

IT Service Management
Business Service
Change Adoption

- = .

Busmess Value Reporting
ervices
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d” Axios Agent-Less Data Collection Types
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S| No Device Type/OS Protocol
1 Windows WMI
2 Linux SSH
3 Network Devices SNMP
4 Unix WBEM
5 AlX SNMP
6 Intel AMT, Intel Core vPro Processors Intel AMT
7 VMware and HyperV Virtual Machine VM

© Axios Systems PLC 2019



@ IA\S)Y(SIT(E)MSs ITOM Options (Levels 1 — 3)
\ 4

ITSM & ITOOM SOFTWARF

>

N A

Hardware & Software Asset Management Endpoint Management Performance & Monitoring
- Hardware & Software Discovery = Software Distribution + System Performance
- Custom Inventory = Install Blocking + Threshold Management
- Software Normalization = Patch Management + Dynamic Baselining
« Software B.|ac|{]i5ting - Sl:npt Deplﬂyment = Alarm Management fa
- Software Compliance Management & Reporting + O3S Re-imaging Notifications
- Software Metering = Power Management + Synthetic Transactions
- Product Key Management = Remote Control + Application Performance
- Application Discovery & Dependency Mapping + IT Automation Tasks Monitoring
- Managing Missing Assets = Process Flow + Business Service Maps
« Network Topoelogy Mapping = IT Policy Management = Capacity Planning
- Managing USB Ports - Critical Task Monitoring
\ Business Value Reporting /
e A

ITOM Gateway

© Axios Systems PLC 2019
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UK customer highlights by industry

Food & Beverage

Associated of h...°2
British Foods [ vt babd
plc .
Travel
NetworkRail

BRITISH AIRWAYS ~*

Health/Charity
Royal Surrey Cu::;t'zu :::EEE‘I [INHS| \E\I-E
Lothian

+
+ BritishRedCross  SYNergyhealth

Finance & Legal

oy
SLC permanent tsb
back to basics
Student Loans Company

AVIVA
SAZMUT [ e
Crype&Co
creditsafe?

Education
"" UNIVERSITY OF %
s EXETER ucldn

Councill
e Hull

‘9'——*#’ City Council

Shared Services
Delivering Excellence for All

SOUTH
LANARKSHIRE
councit

TRAFFORD

COUNCIL
Powys
Gateshead

Council
www. gateshead.gov. uk
el ol T e gl

CORNWVALL
COUNCIL

5% Shetland

-» Islands Council

UNCH b p
A
K s
C D 5 \ crr X

,\/\\\
Dundee

Rotherham I’

Metropolitan
Borough Council

Government

q Forestry Commission HM Revenue >:<

& Customs The Scottish

Government
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A Safe Choice
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EﬁthereEy:iEE]; BRITISH AIRWAYS = Khr.le Sumht coums
dodl cliyl 3 1 Sheffield
Alaw val bank TRIBONAL DE JusTIcA AVIVA University
CAZIMUT ST et g e
CLYDERCO  Lufuimiittis  JOb@Ys  ® vodafone
NHS
MMC\i Shared services \'L':th’,;:/
K Pegasus oo SOTtIne
udEh O kit Wion o
Mamas SLAUGHTER
PADPAS AND MAY KSB b‘

© Axios Systems PLC 2019

: * ALIC datapErt
T NetworkRail
L1 |
creditsafe” o
OHINQHTa
4
¢ SONAE
E? @ INDUSTRIA
-\ HM Revenue Vt ;’/‘:’t A\
& Customs Per—
DUBAI POLICE
e Ty
Grazm
S R_UC Graz University of Technology
axXiaNns HNUcCOaRr
e Innovapost:.

Associated
British Foods

plc

(.
3

FrieslandCampina sir

FUJFILM

Value from Innovation

Ja il y =4 &

Qatar Petroleum =

| PacT |

brabant Wanter
_/M, Altijd. Overal.

bl Hull

‘%&4’ City Council

Express

CER

Student Loans Company

ﬂ Forestry Commission

Cloctta

Amundi

ASSET MANAGEMENT
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Thank you
Any Questions?

AXxios Systems: www.axiossystems.com

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

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

oy info.axiossystems.com/blog

© Axios Systems PLC 2019

Craig Whytock

Solutions Consultant at Axios
Systems - ITSM/ITOM specialists
enabling more effective IT in
enterprise organizations
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