
Future of Work: 
Powering Self-Service
with Automation + 
ChatOps & Virtual Agents

WELCOME TO OUR WEBCAST

INCLUDING LIVE DEMOS WITH Microsoft Teams



Today’s Agenda
§What is the Future of Work?
§ Adapting to Channel Shift
§ Combining Automation with Chatbots, Virtual 

Agents, NLP, & Voice Assistants
§Demos: Transform Existing Tools Into Powerful 

Self-service Agents
• Slack, Teams, Virtual Agents, & Alexa

§What’s Next: Hyperautomation
§Q&A
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Work As We 
Know It Will 
Never Be The 
Same…
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18.2 million US workers will remain 
working from home in the post-
pandemic workforce.

– Forrester

And organizations benefit from:
• Office cost reductions
• Increased staff retention
• Solid worker performance
• Lower carbon footprint
• Higher staff morale
• Wider talent pool

Over 50% of employees who currently 
work at home said they wouldn't return 
to work if given the choice. 

– Forrester

48% of employees will work remotely 
after the pandemic, compared to 
30% pre-pandemic.

— Gartner



Livin’ In a Multichannel World
§ The pandemic triggered a rapid, massive 

shift to digital channels: web, chat, apps, 
social, etc.
• Consumer spending online was up 37% YoY in 

Q320 (with U.S. retailers), according to the U.S. 
Commerce Department 

• 75% of people using digital channels for the first 
time will continue to use them when things return 
to “normal,” according to McKinsey

§ Chatbots, Virtual Agents, NLP, & Voice 
Assistants help IT teams support channel 
shift and create better digital experiences 
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“Chatbots & Virtual Agents for ITOps
allow enterprises to empower 
employees through expanded self-
service & request automation.”



Chatbots
§ Ideal for handling repeatable, high-

volume requests
§ Free up employees to focus on more 

valuable and innovative work
§ Chatbot toolboxes allow users to 

create workflows and language 
models

§ Platform-based Chatbots facilitate 
work on broader platforms
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57% of businesses agree that 
chatbots deliver large ROI with 
minimal effort

– Accenture Digital



Virtual Agents
§ Provide more out-of-the-box 

capabilities than chatbots with:
• Pretrained domain automation
• Natural language processing
• Machine learning

§ Allow users to fully automate tasks 
with less human interaction than 
platform-specific or toolbox chatbots

§ Typically include a default persona, 
with options for customized chatbot 
interfaces and functionality
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IBM Watson Assistant usage 
increased 59% from 
February to May 2020

– IBM Newsroom



Natural Language Processing
§ Subfield of linguistics, computer 

science & artificial intelligence 
concerned with the interactions 
between computers and human 
language

§ Simply put: how computers process 
and understand natural language

§ Tools with NLP are more advanced in 
how machines interpret requests, 
which enhances the user experience
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The global NLP market is 
forecasted to grow 32.4% 
from 2019 to 2026

– Fortune Business Insights



Combining Automation with ChatOps
Delivers Great Benefits

• Delivers great user 
experience with:
§ Natural language processing
§ End-to-end interaction

§ Immediate response

§ Ultimate accessibility

• Easy to learn and easy to 
use

• High user adoption
• Integrates seamlessly 

with third-party tools

• Saves time and money
• Improves customer and 

employee satisfaction
• Offers immediate assistance
• Achieves fastest time to 

resolution
• Provides seamless and 

optimized end-user 
experience that does not 
expose technical backend

ChatOps Benefits Combined Benefits

• Improves operational 
efficiency
§ Accelerates service delivery

§ Eliminates repetitive tasks

§ Improves user enablement

• Improves MTTR and 
availability

• Integrates with your existing 
technology ecosystem

• Orchestrates complex end-to-
end processes

Automation Benefits



Let’s See It In Action



Slack & MS Teams Chatbot Demo
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Click to Watch the Demo

https://vimeo.com/518682163


Virtual Agent Demo
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Click to Watch the Demo

https://vimeo.com/509802855


Alexa Integration Demo
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The art of the possible!

Click to Watch the Demo

https://vimeo.com/518689661


What’s Next: Start Your Journey to Hyperautomation
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• What is hyperautomation? (from Gartner)
§ The application of advanced technologies, including 

artificial intelligence (AI) and machine learning (ML), to 
increasingly automate processes and augment humans.

§ Hyperautomation extends across a range of tools, but 
also refers to the sophistication of the automation (i.e., 
discover, analyze, design, automate, measure, monitor, 
reassess.)

• What are the benefits?
§ Hyperautomation aims to save money, improve efficiency, 

and promote sustainability while generating more 
revenue and creating more capacity in the workforce.

• How can it be applied?
§ The sky’s the limit… but let’s talk about some examples.

Learn more on our blog



Cross-Domain, Enterprise-
Class Automation

Compute 
Automation

Prebuilt Library of 
1000s of Automations

Drag-&-Drop 
Automation Designer

Network 
Automation

Security 
Automation

Service Desk & 
Operational Automation

Unified Orchestration 
Platform

Dashboards & 
Reporting

Key Capabilities
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Q&A + Next Steps
• Submit your questions!

• Request a 1:1 demo with Resolve
• Explore our demo video library

• Explore more automation and 
AIOps resources on our website
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Thank You!




