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Business Challenge

O ur client needed to address two pri-
mary challenges:

1. As soon as a request came from a user, 
it takes a while to triage and assign it 
to the necessary engineer and that 
sometimes would cause problems with 
meting service-level agreements.

2. Some requests did not require 
interaction with an engineer, and our 
client sought to process them without 
support agent involvement.

Client Background

O ur client is an India-based company 
that provides IT support and moni-
toring platforms for small to medium 

businesses in the US. The company has a US 
helpdesk department that allows them to 
serve US users with native speakers.
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Project Description

O ur client wanted to have a chatbot 
where users could input issues prob-
lem and chatbot would facilitate a 

solution by providing an article or running 
an automation action, and then assigning to 
an IT support engineer if the first steps did 
not product the desired solution.

SoftServe provided our client with:

• A chatbot service that is tightly 
integrated with Google DialogFlow and 
fine-tuned for the client’s specific needs

• An existing issue-tracking service 
integration that allows the triggering of 
resolution steps, that otherwise would 
have been made manually by a support 
operator

• Telegram-based UI component that 
is able to seamlessly join an on-going 
conversation and continue the chat as a 
support operator
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Dialogflow was used for communication, and 
deep learning techniques were used for inci-
dent categorization. SoftServe overcame the 
challenge of understanding users’ problems 
from the free style text.
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Value Delivered

The delivered chatbot solution allows our cli-
ent to correctly categorize problems in 80% 
of cases and potentially resolve some cases 
automatically. This is estimated to result in a 
20% faster incident resolution, as well as an 
estimated 10% of cases being resolved initially 
without support engineer involvement. The 
share of automatically resolved cases would 
grow based on analysis of processed cases 
and the automation amendments.
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ABOUT US

SoftServe is a digital authority that advises and provides at the cutting-
edge of technology. We reveal, transform, accelerate, and optimize the way 
enterprises and software companies do business. With expertise across 
healthcare, retail, energy, financial services, and more, we implement 
end-to-end solutions to deliver the innovation, quality, and speed that our 
clients’ users expect.

SoftServe delivers open innovation, from generating compelling new ideas, 
to developing and implementing transformational products and services. 

Our work and client experience is built on a foundation of empathetic, 
human-focused experience design that ensures continuity from concept to 
release.

We empower enterprises and software companies to (re)identify 
differentiation, accelerate solution development, and vigorously compete 
in today’s digital economy. No matter where you are in your journey.

Visit our website, blog, LinkedIn, Facebook, and Twitter pages.
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United Kingdom 
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