
Resolve Transforms Self-Service for Global 
Service Desk Organization
The world’s largest banking institutions have many challenges 
in common, but none is as pressing on the mind of the CIO than 
the heavy weight of manual processes on the effectiveness and 
efficiency of IT. When a Top 10 Global Bank sought to reduce 
this burden, the problem presented to Resolve was simple: make 
a significant impact on IT’s primary strategic goals by improving 
productivity and reducing costs.

CHALLENGE
While the problem statement was simple, the challenges they 
faced were complex. They needed to select the right vendor to 
ensure that the solution implemented was flexible and scalable 
with the ability to span functional boundaries across the 
organization.

SELECTING THE RIGHT PARTNER
When enterprises identify a need to reduce the weight of manual 
processes, they often begin by evaluating their current portfolio of 
vendors. This customer was no exception. The central challenge 
in selecting the right technology partner in advancing a specific 
automation initiative is two-fold. First, while selecting the right 
technology is crucial, it is equally important to select a partner 
that understands the underlying processes being targeted for 
automation. Second, the technology has to fit the functional 
characteristics of the problem statement.

In the case of automation initiatives, the platform must fit well 
in a multi-vendor, highly dynamic operating environment. For 
example, if the customer selects an automation platform too 
tightly aligned to an existing technology vendor (e.g. HP or Cisco), 
the connectors to competing applications might not be available 
or sufficiently robust.

CUSTOMER:
• Leading global financial services firm 

operating in more than 60 countries with 
$2.3 trillion in assets

• Ranked among Top 10 globally in 
investment banking, financial services 
for consumers & businesses, financial 
transactional processing, & private equity

CHALLENGE:
• Required a self-service solution for 

their global service desk organization to 
accelerate incident resolution from request 
submission to self-remediation

• Needed to address critical gaps in 
Knowledge Management tools among 
existing ITSM tools to support this solution

SOLUTION: RESOLVE ACTIONS
• Rolled out to 17,000 users

• Delivered synchronous automation 
triggered by incidents & end-user 
interaction

• Provided Guided Workflow 
& Decision Automation 
Capabilities

• Offered an intuitive, robust 
means to maintain 
knowledge & keep 
information fresh & 
actionable

60%
REDUCTION IN
TICKET VOLUME



BUILDING ON INCREMENTAL SUCCESSES 
TO BROADEN THE AUTOMATION INITIATIVE
With over 200,000 employees, this customer identified 
increased automation as a strategic initiative across several 
IT functions, but they decided to kick-off their automation 
initiative with a pilot project in the command center. Since 
automation technology often becomes silo’d within a single 
organizational group, they needed to select a technology 
capable of supporting further automation projects in the 
coming years to maximize the use and re-use of existing 
technology investments across several departments. 
The solution they were looking for needed to diminish 
the multiplicative efforts across related but separate 
process areas, such as the process to provision a VM for 
a VMware versus a Microsoft environment. The processes 
are essentially the same, with variations in implementation 
details.

IMMEDIATE IMPROVEMENTS IN 
OPERATING EFFICIENCY & IMPROVED 
SERVICE QUALITY
Within the first year, Resolve was performing the work of 10 
full-time operations employees. The built-in ROI calculator 
and baselining techniques provide a foundation for tying an 
automated process back to its manual equivalent, providing 
a running tally of time saved through automation.

The reduction in manual effort within the operations centers 
had a hard ‘time-saved’ component, but it also had the effect 
of performing a large amount of work that was important but 
would have been left unattended without a more automated 
approach. For example, the additional time for operations 
staff could be spent looking at long-term trends and 
proactively identifying opportunities to make more strategic 
improvements.

Resolve’s pilot project in the command center made waves in 
the organization, causing the CIO to message their success 
to the entire IT organization: “The Infrastructure Operations 
Center applied Resolve to 20 of the most frequently 
occurring alerts, resulting in faster responsiveness and lower 
cost responding to events, such as when a piece of network 
equipment cold starts. The pilot program of Resolve saved
over $1M (annualized).”

The Infrastructure Operations Center applied 
Resolve to 20 of the most frequently occurring 
alerts, resulting in faster responsiveness and lower 
cost responding to events, such as when a piece of 
network equipment cold starts.

$1M
SAVED ANNUALLY WITH 
RESOLVE PILOT PROGRAM

The command center pilot was just the beginning; this
initial project was extended in the following years to cover a
broader number of “sense and response” scenarios within 
the enterprise command center. Each of these scenarios 
entailed applying automated diagnostic and triage 
procedures to an instance of a proactive alert generated 
by an application or supporting infrastructure component, 
all at the point of arrival. The customer goal was to build 
an immune-like response for IT to reduce the doctor visits. 
As a result of these automations for proactively managing 
application, data center and network alerts, the number of 
alerts requiring human touch by the operations staff was 
reduced by over 60 percent.

EXPANDING RESOLVE TECHNOLOGY 
ACROSS SILOS
Demonstrating Resolve’s unrivaled scalability and flexibility, 
the same approach to automation was applied to an entirely 
separate organization, the Global Service Desk (GSD), to 
further deliver efficiencies through improved knowledge 
management and accelerated, automated end-user self-
service capabilities.

CHALLENGES PRESENTED BY EXISTING 
ITSM TOOL VENDORS
The customer indicated a new set of challenges surrounding
the capabilities provided by existing ITSM tool vendors: 

• Self-service limitations, providing only request 
submissions as opposed to taking action on requests

• No ability to apply automated processes against incident 
tickets in a flexible way from within the GSD



• Immature process documentation, making it difficult to 
maintain knowledge integrity

• No synchronous automation where automation is 
triggered as soon as incidents arrive

• No interactive automation that would enable the GSD 
users to run automated actions throughout the process

• Lack of out-of-the-box runbook and knowledge 
automation designed with Support Engineers in mind

• Existing automation tools weren’t able to be used by 
lower-level personnel

PROCESS AUTOMATION AND 
ORCHESTRATION
Resolve allows end-users and service desk technicians 
alike to automate complex diagnostics, troubleshooting, 
and remediation processes through powerful “push-button” 
automation and instant access to IT operations systems 
that lie outside of the service desk. To automate the 
various complex, high-level process automations, the GSD 
associates incidents with type and category designations, 
along with other relevant dimensions of the incident record 
(e.g. customer type, priority, etc.). This allows the solution 
to embed, assign, and trigger synchronous automations for 
troubleshooting and self-remediation based on the incoming 
incident record. The underlying capabilities rely on Resolve’s 
library of diagnostic and triage process packs. The GSD is 
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now able to assign automations to streamline and improve 
any service desk process.

The Resolve Dashboard provides access to relevant content 
— instructions, information, and knowledge — directly into 
the guided procedure, providing how-to knowledge directly 
to the end user. Resolve also provides the GSD agents with 
more tools to address the users’ issues through automation 
at their fingertips. 

As a result, within one year, the GSD witnessed significant 
improvement in several of their most important KPIs:

• Reduced incident handling time by up to 50%

• Reduced incident volumes by up to 30%

• Helped to prevent unintended incidents

The net result of the multi-organization, multi-phase initiative
was that the critical process knowledge for IT support and 
operations was located where it was needed most and tied 
to a large and growing library of automation modules. The 
help desk analyst could use a triage process to troubleshoot 
a user’s SAP problem, the same triage process that the Level
3 engineer might have used had the ticket been escalated.
As these teams increased collaboration and generated new
ideas for reducing manual effort, the overall efficiency of IT
increased significantly.

Resolve helps IT teams achieve agile, autonomous operations with an industry-leading, enterprise automation and 
AIOps platform. By combining insights from artificial intelligence with powerful, cross-domain automation, Resolve 
handles a wide array of IT operations – from performing dependency mapping, advanced event correlation, and 
predictive analytics to intelligently automating actions based on those findings.  Purpose-built to handle increasing IT 
complexity, Resolve enables organizations to maximize operational efficiency, reduce costs, quickly troubleshoot and 
fix problems, achieve unprecedented performance, and accelerate service delivery. See why the Fortune 1000, leading 
MSPs, and the largest telcos on the planet trust Resolve to power more than a million automations every day, ranging 
from simple, repetitive tasks to insanely complex processes. 
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