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Executive Summary

Enterprise support today is trapped in a
reactive, costly loop of “keeping the lights on”
rather than driving new value. Research shows
56% of the average technology spending goes
to maintaining operations, versus only 19% on
new capabilities, leaving little room for
innovation or differentiation. Meanwhile, 78%
of organizations report increasing complexity
in support requests, driving escalations and
longer resolution times.

Service Resolution Intelligence (SRI) represents
a paradigm shift from this reactive "break-fix"
model to proactive, Al-driven service
excellence. SRl is an agentic Al approach that
predicts and prevents issues before they
impact users, using a combination of
hyper-automation, predictive analytics, and
unified data. Instead of waiting for tickets to

come in, an agentic Al

90*

of firms experience hourly
downtime costs exceeding
US$300,000

proactively identifies potential problems and
resolves them or guides human agents
toward the best solution.

iIOPEX Adept exemplifies this transformation
- an Al-powered Complex Service Resolution
Intelligence platform built on ServiceNow
that delivers up to 70% reduction in
Mean-Time-to-Resolution while
democratizing expert knowledge across the
enterprise. This transformative solution
eliminates traditional support bottlenecks by
accelerating complex service request
resolution and minimizes learning curves.

In the following sections, we will unpack the
challenges with traditional support models,
introduce the CSRI approach and its benefits,
and demonstrate how Adept delivers
proactive resolution at scale.

41%

of enterprises report costs of
US$1 million to over US$5 million
per hour during downtime events.
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The Hidden Costs of ‘Good Enough’
Service Resolution

Today's enterprise support teams struggle against an overwhelming convergence of challenges
that traditional approaches cannot address. Modern products and services have exploding
technical complexity, while customer and employee expectations for instantaneous, precise
solutions continue to skyrocket.

An HDI industry survey in 2024 showed 78% of organizations saw an increase in the
complexity of support requests, underscoring why more tickets are escalating to higher
support tiers. Front-line support agents are increasingly unable to handle this deluge of

complex issues with basic scripts or standard playbooks.

The challenge is compounded by critical knowledge silos trapped within senior expert
resources and a broader skills shortage. Gartner reports 64% of organizations are grappling
with a lack of skilled support experts, impeding effective service delivery across all
departments. This perfect storm (harder problems and fewer experts) leads to backlogs, longer
resolution times, and escalating operational costs.

The financial impact of inefficient service resolution cascades far beyond support budgets:

Gartner found 20-50% of all help desk
calls are just password reset requests.
These low-value tickets pile up while
complex problems wait in queue, burning
money on tasks that shouldn't require
human intervention.

Nothing disengages talent faster than tools
that don't work. Gallup research confirms
companies with highly engaged
employees see 23% greater profitability
than those with poor engagement.

Nearly 49% of employees lose 1-5 hours
per week dealing with service issues. In a
5,000-person firm, losing just 1 hour per
week per employee equates to 5,000 hours
of lost productivity monthly.

93% of large enterprises report that

an hour of downtime costs over $300,000,
with nearly half saying it exceeds $1 million
per hour. Beyond hard costs, outages erode
customer trust. Studies show 1in 3
customers will abandon a brand after just
one bad experience.
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Service Resolution Intelligence:
A New Paradigm

To overcome these challenges, leading enterprises are shifting from reactive support models
toward proactive, intelligence-driven service resolution. This is the essence of Service Resolution
Intelligence (SRI) —an approach that uses Al and advanced knowledge automation to transform
complex service operations. SRl changes the game by infusing real-time intelligence into every
support interaction, enabling even junior agents to handle complex issues with expert-level
effectiveness.

Predictive Unified Data &

Hyper-Automation

& Al Assistance

Analytics

Knowledge

Advanced Al provides
real-time, adaptive
next-best-action
recommendations across
all support functions.
Instead of static
runbooks, Al analyzes
case context and delivers
immediate solutions.
Routine requests achieve
"zero-touch" resolution,
while complex issues
leverage Al copilots
assisting agents
step-by-step through

personalized guidance.

Rather than waiting for
service incidents, SRI
continuously analyzes
operational patterns to

flag anomalies and
predict failures. Like
predictive maintenance
in manufacturing, the
system might detect
system performance
degradation and trigger

preventive action before

service disruption occurs.

SRI breaks down
organizational silos
by unifying
troubleshooting
knowledge into a
dynamic, interactive
system. Historical cases,
knowledge articles, and
expert insights become
instantly accessible across
all support functions.
Every resolved issue
enriches the repository,
democratizing "tribal
knowledge" trapped with

individual experts.
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The Business Case for SRI

Transformation

Leading organizations implementing Al and automation in service management are achieving

significant competitive advantages:

Cost Reduction

Companies aggressively implementing
Al/automation in support operations see process
cost reductions of 17%, compared to only 7% for
automation laggards. These savings come from
reduced headcount needs, eliminated overtime,
and avoided crisis scenarios during major
incidents.

Speed and Productivity

SRI-driven environments achieve 50-70%
improvements in resolution times, meaning
issues resolved in minutes rather than hours
or days. Proactive detection prevents many
incidents entirely, avoiding productivity-killing
disruptions. BCG found agile, Al-assisted
service models improve user experience while
reducing both resolution times and costs.

Companies deploying Al-driven
support report 7x faster response
times and a 45% drop in handling time
for routine issues. Some Fortune 500
firms already resolve up to 80% of
inquiries instantly with Al, freeing Tier-1
staff to focus on higher-value work.

Experience Elevation

Proactive resolution multiplies employee and
customer experience benefits. Users enjoy
smoother interactions with fewer disruptions,
boosting engagement and satisfaction.
Customers experience reliable services and
faster support, improving loyalty metrics and
reducing churn.

Strategic Value Creation

SRI transforms support from a reactive "ticket
factory" into a proactive business enabler.
When expert knowledge is systematized and
available on-demand, organizations effectively
democratize expertise. Agents augmented
with Al copilots can solve problems previously
requiring senior specialists.
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The Transformative Impact of Agentic Al

Agentic Al is poised to drive massive productivity gains and economic growth in

the coming years.

/ N\

% 66%
$2.6-4.4T 79% 0
Potential Global of Companies Reporting
GDP Contribution Deploying Al Agents Measurable Gains
Agentic Al is expected to A significant majority of Over two-thirds of
contribute this amount companies are already companies are already
to the global GDP by deploying Al agents to seeing tangible benefits
2030. stay competitive. in productivity or cost

reduction.
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Implementing SRI with IOPEX Adept -
Intelligent Service Resolution That
Delivers Results

Realizing the promise of Service Resolution Intelligence (SRI) requires the right technology and
seamless implementation. IOPEX Adept, built on the ServiceNow™ platform, acts as a catalyst
by combining advanced Al with deep workflow integration. Designed as an intelligence layer,
Adept enhances existing systems rather than replacing them, delivering speed, accuracy, and

proactivity in service resolution.

a I a I
Smart Routing Real-Time Intelligence

Automated ticket Contextual
assignment D) knowledge boosts
accelerates case first-call resolution

resolution rates
\_ % o /
a N 4 N
Instant Resolution Operational Efficiency
Al reduces Enhanced
escalations and : performance
eliminates service Smarter Service, across support
desk bottlenecks Faster Results teams
\_ ) o /
a N a N

Proactive Engagement Unified Knowledge

Personalized Al Enterprise-wide
support drives C ) consistency enables
higher user scalable service

satisfaction delivery
o _J o _/

Transform your service desk from reactive to intelligent with Adept's Al-powered automation.
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Revolutionary Architecture for Enterprise Excellence

Adept delivers unprecedented performance through its innovative two-tier Agent Al Assist

framework that seamlessly integrates with ServiceNow Service Portal and Customer Service

Management:

Agent Al Assist Framework

Support
Mode
(L1 Assist)

Expert
Mode
(L3 Assist)

For commmon and known issues across any support function, Adept acts as a
virtual first-line agent. When users submit requests through any
channel—tickets, chat, or voice—Al immediately retrieves relevant knowledge
base articles and resolutions. Whether handling password resets, account
guestions, or service requests, the system provides instant automated
responses, deflecting high-volume repetitive cases without human
intervention.

For complex, novel, or critical issues in any department, Adept engages support
professionals in interactive problem-solving dialogues. It provides step-by-step
diagnostics and solutions while learning from each interaction across customer
service, technical support, and specialized functions. When particular
troubleshooting approaches resolve issues, insights feed back into the
knowledge base, creating a self-improving loop where Al becomes smarter
with every resolved case.

How Adept Transforms Case Resolution

—» Case Contextual Recommendation

= Ingestion S Retrieval Generation
Extracts structured data from Uses RAG to query cases, Provides concise fixes or
ServiceNow tickets instantly. manuals, and expert notes. detailed action plans.

@ Agent Automation ET: Continuous

i7" Resolution Execution ~ " Learning
Guidance followed; outcomes Automates repetitive fixes Feedback loop enriches
train Al for future accuracy. like password resets knowledge and prevents

end-to-end. repeated errors.
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Advanced Technical Foundation

Adept's intelligent architecture organizes enterprise knowledge through three optimized

repositories that serve all support functions:

Comprehensive Curated expert Real-time insights and
resolution patterns documentation and corrective guidance from
and outcomes across procedures for all specialists across the
departments service areas organization

When cases are reported from any channel, Adept deploys advanced Al techniques, including
Retrieval-Augmented Generation (RAG) and agentic Al frameworks, to query knowledge
repositories and suggest optimal resolution steps. This approach combines large language
models with actual enterprise data and knowledge, ensuring answers are contextual and
grounded in organizational reality across all support domains.

The Workspace Form integration extracts comprehensive data from ServiceNow CSM case
pages, forwarding structured case intelligence to the Agent Al Assist engine. This enables Al
analysis of case context to determine optimal resolution paths and generate precise

next-best-action recommendations that drive workflow efficiency across customer service,

technical support, and specialized functions.
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Agentic RAG Engine

[8] Service Portal
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Response

Retrieval Q%]
Agent HJ
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Tools | Search Search Search Tool y
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Collection Collection Collection
Historical Knowledge Expert

Cases Articles Feedback
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Adept - Supercharging Now Assist

s Once the Agent In portal there will be two widgets
Agent —> tart —> i —> . .
i clicks on thg support 1. Form with relevant case fields
button, it will redirect
to the portal 2. Chat Window
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RAG based retrieval

Support mode Expert mode
Agent query » Best resolution Agent query retrieves best resolution
— retrieved from past cases & from KB & past cases, shows
knowledge articles » Displayed to Agent summarized resolution to Agent
Incorrect
- Resolution Agent
After receiving the response: _—> provides
. summary
Agent gives feedback or more
Agent starts new chat details
l Correct
e 1 Present the resolution
| Backend 1
. | steps one by one
1 i i |
! _ | have_th Re:cnevesKt;estsresolutlon |
I Issue wi - rom KB » Suggest : At each resolution
1 VPN next action )
! 1
! |
l

Updated
«— resolution steps
Cases Articles Option are added in KB

I
I
|
| Historical KB Expert
I
I
I

Knowledge Base

resolution

: Backend :
| 1
| Expert Fetch Generated «— I have issue |
I review KB article response e with VPN !
I |
1 |
I RAG based !
: Update retrieval :
I |
| 1



Complex Service Resolution Intelligence - The Al Revolution in Enterprise Support Operations

Measurable Business Impact Across All Support Functions

Adept revolutionizes enterprise service delivery by unifying fragmented support experiences

into a single, intelligent platform that transforms how organizations handle customer

interactions.

| Unified User Experience

Consolidates requests, knowledge access, and expert guidance into one powerful interface
that eliminates context switching and maximizes agent productivity across all touchpoints.

| Accelerated Performance

Supercharges support operations through database-backed Al intelligence that reduces
resolution times by up to 70% while enhancing decision-making accuracy.

| Personalized Intelligence

Delivers configurable workspaces with context-aware interactions tailored to each role,

ensuring optimal user experiences across all support levels and departments.

| Enterprise Scalability

Supports organizations from startups to Fortune 500 companies through modular
architecture that scales seamlessly without performance degradation, adapting to growing

business demands.

Proven Impact of Adept on Enterprise Service Performance

70%

reduction in mean-time-
to-resolution, accelerating
service outcomes.

50

fewer escalations, freeing
senior experts for complex
challenges.

60"

faster training, enabling
new agents to become
productive quickly.

40

increase in customer
satisfaction, strengthening
loyalty and retention.

85*

higher first-time resolution,
improving accuracy and user
confidence.
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From Reactive to Proactive -
Embracing CSRI with Adept for
Service Excellence

Complex Service Resolution Intelligence represents a fundamental evolution in how enterprises
deliver service and support. Instead of battling rising complexity with brute force — hiring more
agents, writing more documents, or escalating more tickets — CSRI offers a smarter path. It
harnesses agentic Al and organizational knowledge to amplify human capability, not replace it.
The outcome is a support operation that is faster, more agile, and insight-driven, able to meet
the high expectations of today’s customers.

The evidence is compelling. Early adopters of Al-guided service are reporting significantly
higher performance - faster resolution times, higher first-contact fix rates, and soaring
customer satisfaction. Their success foreshadows a broader industry shift. Service leaders
overwhelmingly plan to invest in Al solutions for guided resolution and knowledge
management, validating the CSRI approach as the new best practice. Importantly, this
transformation is achievable now. With enabling platforms like iOPEX Adept (built on
ServiceNow's proven ecosystem), companies can implement CSRI in a matter of months, not

years, and see tangible ROl within the first year of deployment.

By merging configurable forms with
Al-powered assistance into one unified
platform, Adept helps organizations unlock
superior service delivery, accelerate
knowledge dissemination, and scale expert

support capabilities across their entire Contact IOPEX today to

enterprise. .
P schedule your personalized

The future of service resolution is proactive, Adept demonstration and

predictive, and intelligent. The tools and . .
discover how our revolutionary

techniques are available today. It's time to _
transform support functions into sources of Al solution can transform your
continuous improvement and value, enterprise service resolution
preventing problems before they impact capabilities.

users and enabling businesses to move faster

without service friction.



About iOPEX

iIOPEX Technologies is a new-generation agentic Al and automation-led enterprise
transformation solution provider headquartered in San Jose, California. At the intersection of
enterprise operations, agentic Al, and intelligent automation, we deliver rapid results that enable
businesses to enhance efficiency and accelerate revenue growth without endless timelines. Over
70 global brands trust iOPEX as a strategic partner to break down complex transformations

into manageable steps, deliver practical Al-led solutions, and achieve results that scale.

£ marketing@iopex.com @ www.iopex.com @ @ ﬁ [ > ]
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https://www.facebook.com/iOPEXTechnologies
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