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The State of ITSM in a Remote-
Working World
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With the advent of COVID-19, the sudden and rapid shift of employees from office-based 
to remote work significantly impacted IT service desks. Indeed, work from home hasn’t 
been the easiest, especially for IT service desk agents and their customers (i.e., the 
employees). Even before the pandemic, resolving IT issues for those operating from home 
was tough, requiring dedicated end-user cooperation and a tremendous effort from the 
IT support staff

With the rapid increase in collaboration tools and business apps, remote employees 
struggled with simple and complex IT issues, including app performance and network 
outages, password resets, VPN connectivity, and much more.

A Nexthink Experience 2020 report 
found 70% of tech leaders reported 
spikes in IT tickets and calls volume, 
out of which 77% cited VPN issues, 
51% WiFi connection, and 65% poor 
video calls.

70%

According to a recent PwC report, 
55% of employees would prefer to 
be home at least three days a week 
once pandemic concerns recede.

55%
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Most companies are heading towards a hybrid workspace where a majority of employees 
rotate in and out of offices configured for shared spaces. Hybrid working models pose a 
slew of challenges in IT services management (ITSM), some of which are as follows

As COVID-19 concerns mandated the 
shift to remote work, the presence of ITSM 
chatbots became dominant in several 
organizations. The demands of a 
modern, complex, and highly dynamic IT 
landscape triggered this adoption

As 24X7 virtual IT assistants, ITSM 
chatbots enable self-service by giving 
instant solutions to simple, repetitive 
requests. They can handle multiple IT 
support needs simultaneously at 
relatively lower costs to the organization

This e-book gives a detailed account of the features and benefits of ITSM chatbots and 
how they can help organizations navigate a hybrid workforce in ITSM

An ITSM chatbot acts as a one-stop 
intelligent solution for all your IT needs - 
create tickets, answer queries, update 
software, reset passwords, connect to the 
VPN, provide instant troubleshooting, and 
much more

As a digital IT team member, ITSM 
chatbots free up agent time for tasks 
that demand more attention, support 
ITSM incident management, analyze 
satisfaction scores, and provide a host of 
other capabilities

Introducing IT Helpdesk chatbots

Remote workers do not operate in a typical 9-5 schedule and may reach out for IT support at 
odd times. However, IT support staff may not be available 24X7


Teams are spread across geographies and work in different time zones


Troubleshooting IT issues remotely requires an enhanced level of effort from employees


The use of new technological capabilities required creating new knowledge articles and 
compounded the challenges related to knowledge management and training


Even the minutest IT issue may lead to millions of dollars in lost revenue when left unresolved 
for some time


Remote work often creates confusion among the IT staff about the delegation of responsibility 
for various tasks




Beyond L0 support: How have ITSM 
chatbots matured since their 
emergence
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A Gartner survey of 130 HR leaders revealed that 90% of respondents plan to allow 
employees to work remotely at least part of the time, even after the COVID-19 vaccine is 
widely adopted.


As discussed above, hybrid working brings in many obstacles for efficient IT services 
management. In such a scenario, delivering seamless, interactive, and personalized IT 
support is crucial to increasing employee productivity and ensuring a hassle-free IT 
experience.


With the incorporation of technologies, such as artificial intelligence, natural language 
processing, and machine learning, ITSM chatbots have grown and evolved enormously 
since they were first introduced.

Moreover, real intelligence lies in more than detecting keywords and delivering 
predefined responses to queries. Instead, powerful technologies like NLP and Natural 
Language Understanding (NLU) are bridging the gap between humans and machines, 
allowing ITSM bots to detect user sentiment and mood and respond accordingly.


For the longest time, ITSM chatbots 
have been used for L0 support - 
answering FAQs or executing simple 
requests. They relied merely on 
detecting keywords to provide pre-
written responses to routine questions

Besides answering common IT 
questions, ITSM chatbots have 
become capable of fulfilling various 
requests, including retrieving 
information, sending personalized IT 
alerts, performing repetitive tasks with 
RPA integration, and much more.

Additionally, chatbot vendors now 
offer templates and design options 
that allow them to deploy ITSM 
chatbots to websites, mobile apps, 
and enterprise messaging platforms 
and provide consistent engagement 
across all channels

Today’s advanced technologies are 
lending ITSM chatbots the power to 
deliver human-like support to users. 
Moreover, low-code application 
platforms make it easier for non-
developers to quickly build and deploy 
chatbots at significantly lower costs



Advanced capabilities to look for 
in an ITSM chatbot
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As discussed above, ITSM chatbots have matured significantly since their inception and 
now host a plethora of powerful capabilities.


In general, ITSM chatbots can now act as a one-stop solution for all IT needs - functioning 
as a helpful digital colleague for employees and a valuable digital team member for the 
IT support personnel.


The primary purpose of an ITSM chatbot is to act as a one-stop-shop for all IT needs, 
ensuring employees receive timely support - whether it’s helping them connect to VPN, 
reset passwords, update software, or resolve performance issues.


Besides, ITSM chatbots make for resourceful digital IT team members, helping support 
agents automate repetitive tasks and delivering the right insights to improve overall IT 
support management.


Here are some of the advanced features you should look for in ITSM chatbots


Act as a virtual IT assistant for all IT needs

Fulfillment of 
common IT requests


Management of 

IT Assets


Automation of 
IT incident 

management 


Resolution of network 
and configuration 

related FAQs


ITSM chatbot as a 
digital IT team 

member
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We’ll delve deeper into the use cases of ITSM chatbots for the hybrid workforce in the next 
chapter

Modern technologies, such as Natural 
Language Processing (NLP), Natural 
Language Understanding (NLU), and 
Machine Learning (ML), enable ITSM 
chatbots to comprehend the user’s intent 
and the context of the conversation and 
take a suitable course of action.

Based on the nature of the user’s request, ITSM chatbots are capable of transferring 
conversations from one live agent to another - along with the context and sentiment 
scores, so that users needn’t repeat information or start from scratch

Robotic Process Automation (RPA) works on 
advanced technologies, such as artificial 
intelligence (AI) and machine learning (ML), 
to perform mundane, repetitive tasks like data 
entry, managing routine queries, completion 
of log reports, etc.

The powerful integration of RPA and ITSM 
chatbots is exciting as it helps resolve 
pertinent operational issues for organizations. 
The automation capabilities of RPA combined 
with the cognitive abilities of chatbots 
empower IT teams to reduce costs and save 
time by automating processes end-to-end.

Often, similar queries may put ITSM 
bots in a fix, and they may not be able 
to provide the solutions users are 
looking for in a particular situation. In 
such a scenario, ITSM can confirm the 
user’s intention before providing 
solutions.

In certain scenarios, ITSM bots cannot handle 
employee queries, and the conversation may require 
a handover to a human agent. The issue may be 
complicated, or the employee may be anxious or 
frustrated. The IT bot must present the user with a 
“chat with an agent” option in such a case

Leverage natural language capabilities to comprehend user intention

Agent Handover capabilities

Robotic Process Automation

We’ll learn more about 
fostering a coexistence IT 

service delivery model with 
human agents and chatbots 

in subsequent chapters.

The RPA bot retrieves information 
from multiple siloed backend 
systems to handle complex 
requests at scale.
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When the ITSM bot receives a request, it asks a few questions to confirm the user’s 
intention and subsequently triggers the RPA bot to perform those tasks without 
escalating them to a live agent.

Other advanced capabilities organizations must look out for in their ITSM chatbot 
include the following

Other powerful capabilities

Merely 7.5% of the global population are native 
speakers of the English language. Organizations 

need to provide IT assistance to their employees in 
the language of their choice to facilitate ease of 

operations. An ITSM bot must be multilingual and 
assist employees in their native language - 

German, Italian, Spanish, French, etc.

The ITSM chatbot’s 
administration portal helps 
users create FAQs and 
conversational flows using 
carousels, cards, buttons, 
and rich media and modify 
bot responses whenever 
needed.

Another interesting 
capability to watch out for 
is the ITSM chatbot’s ability 
to take backups of 
employee chats and share 
them via email when the 
employee requests them.

ITSM chatbots should be capable of fetching 
relevant information from the internet when the 

answers to employee queries aren’t available 
in the company’s knowledge base.

Multilingual capabilities

Creation and modification of 
bot responses

Request for chat transcript 
backups

Find answers beyond the company’s internal knowledge base

Capabilities



Common use cases of ITSM bots for 
the hybrid workforce

09

How do ITSM chatbots support your remote employees?

The common use cases of ITSM chatbots for the hybrid workforce can be divided into two 
categories

Answer natural language queries instantly via text or voice. For example, “How do I reset my laptop 
password?” or “How do I know my IP address?”

Offer a complete installation guide of the required software, such as installing different Windows 
versions or getting started with Microsoft 365.

Retrieve knowledge articles to help employees with everyday IT issues.

Fulfill common IT requests, such as renewing software licenses, logging in to the VPN, installing 
software, etc.

Provide instant troubleshooting, such as login issues in windows, applications, websites, and devices, 
slow laptops, etc.

Report stolen devices, disable a stolen device, place a request for a new phone, place a request for a 
new laptop, and check the approval status.

Integrate existing IT service desk software (Jira, ServiceNow, Service Desk, etc.) to raise IT tickets.

Offer a step-by-step installation and troubleshooting guide for printer, laptop, WiFi connectivity, 
and other devices.

Escalate significant IT incidents and issue real-time alerts and notifications about ticket status, 
downtime, asset approval requests, etc. 

Cover security issues like tips and recommendations for internet security, firewall, UTM, IPS and IDS 
information, etc 

Issues related to Microsoft Teams, including sign-in, file upload, video/audio call management, channel 
member management, common Teams-related FAQs, etc.
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Enables no-code third-party integrations with existing service desk services, including 
Salesforce, Jira, ServiceNow, ServiceDesk Plus, etc.

Supports ITSM incident management and frees up human agents for more critical tasks

Provides real-time agent support - recommended resolutions, suggestions, and tips

Improves productivity by automating mundane, repetitive tasks with RPA integration


Enhances performance with 24x7 IT support and guaranteed uptime

Secures system access with authentication management

Provides pre-built dashboards and analytics

Empowers the service desk with deep learning technology to ensure effective knowledge 
management

Analyzes user satisfaction scores

Tracks network outage alerts

Designs an intuitive bot administration account

How do ITSM chatbots support the hybrid workforce as a digital IT team 
member?



Key Benefits of ITSM chatbots
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The effectiveness of ITSM chatbots, in terms of the value they offer to the hybrid workforce 
and IT teams, can be tracked with the help of a few key performance metrics.



Before we delve deeper into how ITSM chatbots can improve these KPIs, let’s take a quick 
look at them and get a low-down on their status before and during the pandemic as per a 
research done by MetricNet.




Monthly Ticket Volume Baseline +35%

First Contact Resolution Rateveniam 78.2% 71.5%

First Level Resolution Rate 84.9% 77.2%

Service Desk Ticket Handle Time (minutes) 7.62 9.91 

Mean Time to Resolve (MTTR) (hours) 6.18 9.72

Ticket Backlog (days backlogged) 7.2 12.1

Technician Absenteeism 5.6% 11.3%

Customer Satisfaction 83.8% 74.7%

Service Desk Cost per Ticket $20.44 $26.51

Employee Job Satisfaction 76.8% 67.1%

IT Support Metric Pre-Pandemic During Pandemic
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Indeed, with the sudden shift to remote work and the accelerated pace of digitization, most 
of the critical IT support metrics took a turn for the worse.



By providing round-the-clock support, instant response, and personalized, interactive, and 
meaningful assistance simultaneously to multiple users, ITSM chatbots help improve many 
of the metrics mentioned above.




Reduce mean 
time to resolve 

(MTTR)

Reduce ticket 
backlogs

Reduce cost 
per ticket

Enhance user 
satisfaction

Improve support 
agent productivity

Improve employee 
job satisfaction

Improve first 
contact 

resolution rate




Human agents and chatbots: 
Fostering a coexistence IT service 
delivery model
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There may arise a scenario where the ITSM bot is unable to handle employee queries. In 
such a situation, the conversation requires a handover to a human agent.



The issue may be complex and outside the bot’s scope, or the employee may be too 
anxious or frustrated.



Consequently, the ITSM chatbot can present the employee with a “chat with an agent” 
option in such a case.



There are specific bot capabilities that ensure a seamless handover to human agents. 
Some of these include




Handing over chat transcripts, including 

information about the context of the 

conversation and the sentiment analysis 

scores.






Flexible integration with existing IT helpdesk 

services, such as Service Now, JIRA, Service 

Desk Plus, etc., and live agent software, 

including Salesforce, LiveChat, etc.






If multilingual support is offered, the ITSM 

bot must translate the queries for the 

human agents while escalating the chat.






Another application of the coexistence IT service delivery model 

is agent observation. In this case, instead of taking complete 

charge, agents merely supervise bot conversations. In such 

scenarios, the ITSM chatbot privately takes authorization from 

the human agent before recommending any solutions.





Agent Assistants - Bots can also act behind the scenes to assist human agents when an end 

user reaches out for help. They can do this by suggesting relevant knowledge articles and 

troubleshooting steps to the agent, providing historical trends and information regarding a 

problem being faced, using language translation services to help an agent understand a 

non-English user, extracting topics and sentiment from the chat and much more. Thus, the 

human-in-the-loop paradigm can be further extrapolated by bringing in AI in the human 

support loop.









How can BotCore help?
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If you are interested in deploying an ITSM chatbot to navigate a hybrid workforce in the 
post-pandemic world, do check out our enterprise bot-building platform called BotCore.






A low-code, graphical interface, allowing you to build and deploy AI-enabled ITSM 
chatbots quickly

Our bots are deployable on almost all popular enterprise messaging channels (Teams, 
Slack, etc.) and support multiple languages, including English, German, French, Italian, 
etc.

Our bots are designed to simulate both simple and highly complex conversations.

Supports seamless integration with existing ITSM software (ServiceNow, ServiceDesk Plus, 
JIRA, etc.)


Leverage the best of Microsoft’s AI, machine learning (ML), and natural language 
processing (NLP) technologies.

Users can create/update bot responses by dragging and dropping rich media elements 
such as Buttons, Carousel, Images, Videos, etc.

If the ITSM bot cannot understand the user’s query, it surfaces the top seven Bing search 
results.



About Acuvate

Contact Us
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Acuvate Software is a leading global player in next-gen digital services and consulting 
with 14+ years of experience in improving business efficiencies and revenue for numerous 
enterprises worldwide. As a Microsoft Gold Partner, we leverage all things Microsoft to 
build enterprise apps that support intelligent analysis, collaboration, and orchestration of 
information.



Over the past few years, we have helped several enterprises across industries build, 
deploy, and manage custom chatbots to meet the needs of their employees, customers, 
and vendors.



We also assist clients to seamlessly build and launch AI-chatbots with Microsoft’s low-
code bot-building platform Power Virtual Agents (PVA).


www.acuvate.com

info@acuvate.com

https://www.youtube.com/c/Acuvatesoftwarehq
https://www.instagram.com/acuvate/
https://www.linkedin.com/company/acuvate/mycompany/
https://www.facebook.com/AcuvateSoftware
https://twitter.com/Acuvate
https://acuvate.com/
info@acuvate.com

