
AI: The Game Changer 
for IT Support
How You Can Turbocharge Your Help Desk
and Lead a New Era of Productivity



Your key performance indicators (KPIs) are about to be 
turbocharged. If incremental improvements were a thing of the 
past, giant leaps are the future. Courtesy of artificial intelligence 
(AI), IT support teams now have the opportunity to leverage 
their most powerful engineering assistant to date. 

“We’ll see AI within chat used everywhere by 2025,” an IT 
professional predicted in ITSM: 2021 and Beyond, a survey by 
the Service Desk Institute (SDI). Based on current trends, that 
may be an understatement.

The explosive growth of AI has undoubtedly reached IT support. 
New figures — that we will examine in this white paper — 
show that no other technology has captured the attention of IT 
practitioners as much as AI. 

One large HDI survey, scheduled for release in the second 
half of 2023, reveals more than one in three IT practitioners is 
experimenting with or is planning to add generative AI. This type 
of artificial intelligence can, for instance, help your service desk 
team tap into vast knowledge data bases and generate client-
ready responses in mere seconds. 

What do IT support teams stand to gain from AI adoption? 
How do point solutions compare to general AI tools, like the 
headline-seizing ChatGPT? And what is the value of AI-human 
collaboration? Join us as we explore those answers and more in 
this piece. 

In
tro

du
ct

io
n

...no other technology has 

captured the attention of IT 

practitioners as much as AI. 

“ ”
“ ”

“ ”

“ ”
“ ”

“ ”



The Current IT 
Support Landscape

How do you increase customer satisfaction (CSAT) 
while controlling the cost per ticket? 
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How do you increase customer satisfaction (CSAT) while controlling the cost per ticket? 
Those two KPIs are often considered the foundation metrics in service and support. A 
low cost per ticket is not automatically a win unless the measurement of service desk 
efficiency also drives higher customer satisfaction rates. On the other hand, sluggish 
response and resolution times could lead to a potential breach of the Service Level 
Agreement (SLA), resulting in penalties and unhappy customers. 

As the cog in the business wheel, the price for faltering or 
inefficient IT support can be high. This can cause not only 
mounting productivity losses for the customer, but also grow-
ing dissatisfaction that can put the IT service operation at a 
competitive disadvantage. In fact, IT support teams grapple 
with a myriad of challenges that can impede their productivity 
and the overall efficiency of the services they deliver.  

Growing Ticket Volumes 
The effort to balance cost and customer service levels is 
happening against a backdrop of a trend that is stretching IT 
support teams thin — more tickets.  

As the cog in the 
business wheel, the 
price for faltering or 
inefficient IT support 
can be high.

Even after several years of ballooning 
ticket numbers, 49% of support 
centers are seeing additional 
increases, according to The State of 
Technical Support in 2023 by HDI, 
a professional association for the 
technical support industry. This sheer 
volume can become overwhelming, 
particularly when many of these 
tickets involve repetitive, simple 
issues, or when there are sudden 
surges due to specific incidents.

Until now, organizations have battled 
soaring ticket volumes by hiring more 
staff. HDI numbers show that hiring 
rose sharply from 2021-2022 and has 
continued to rise in 2023, albeit at a 
slower pace. 
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Staff Burnout 
The high-pressure environment combined with 
repetitive tasks can lead to burnout among 
staff. A report by the Service Desk Institute 
(SDI) revealed that 35% of service desk 
professionals feel highly stressed as a result 
of their workload. This stress can result in high 
staff turnover, which places additional strain on 
the remaining team members.

Inconsistent Support Quality 
The quality of support can fluctuate based 
on the skills, experience, and knowledge 
of individual IT staff members handling the 
tickets. As a result, the level of service may 
vary, leading to inconsistent experiences for 
users. Not surprisingly, first contact resolution 
(FCR) is the most important driver of customer 
satisfaction. And in the realm of traditional IT 
support, the biggest driver of FCR is agent 
training hours. But HDI reports that once 
onboarding concludes, only a small percentage 
of staff receive more than ten days of ongoing 
training annually.

Reactive Approach and Lack of Proactive 
Problem Management
Traditional IT support is often reactive, 
meaning that the staff responds to issues 
after they’ve occurred, potentially leading 
to significant downtime and business 
disruption. Many IT teams may struggle 
to transition from a reactive to a proactive 
approach. Although many IT incidents 
relate to a known error, lack of time and 
resources often hamper proactive problem 
management.

By identifying and understanding these 
challenges, organizations can strategize 
how to tackle them and improve their IT 
support system.
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...35% of service desk 
professionals feel highly 
stressed as a result of their 
workload.

...first contact resolution (FCR) 
is the most important driver of 
customer satisfaction.

...lack of time and resources 
often hamper proactive 
problem management.
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The Advent of AI 
in IT Support 

 The AI marketplace is competitive and growing rapidly across 
industry verticals as demand for point solutions is taking off. 
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In early 2023, AI entered the public consciousness on a large scale as ChatGPT (OpenAI’s 
language model that generates human-like text based on the given input) seized national 
media headlines. Although ChatGPT initially captured much of the spotlight, the AI 
marketplace is competitive and growing rapidly across industry verticals as demand for 
point solutions is taking off. 

AI can fundamentally transform how IT support teams operate by introducing the ability to automate processes, 
analyze large volumes of data quickly and accurately, and continuously learn from its experiences. With these 
abilities, AI can be harnessed to alleviate common problems in IT support.

The Basics of the AI Puzzle 
 
Many organizations struggle to provide round-the-
clock support due to resource constraints. According 
to HDI, around 25% of companies don’t respond to 
ticket requests after hours. Others either rely on third 
parties (10%), on-call staff (18%), or virtual agents 
(13%). The lack of instant support, regardless of the 
hour, is a competitive disadvantage, especially in a 
globalized environment with customers in different 
time zones.

1   Natural Language Processing 
 
NLP is a branch of AI that focuses on the interaction 
between humans and computers using natural language. 
It enables machines to understand, interpret, and 
generate human language.

In IT support, NLP can be used in AI-powered 
chatbots and virtual assistants. These can understand 
user queries expressed in everyday language and 
provide appropriate responses or solutions. This makes 
interaction with the support system more intuitive 
and user-friendly, minimizing the need for technical 
jargon. For instance, a user could simply tell the AI, “I 
can’t connect to the internet,” and the system would 
understand the issue and propose relevant solutions in 
simple terms.
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The Advent of AI in IT Support (continued)

2   Machine Learning  
ML, another subset of AI, involves training machines 
to learn from data and improve their performance 
over time without explicit programming. The more 
data a machine learning system is exposed to, the 
better it becomes at recognizing patterns and mak-
ing accurate predictions.

ML can be applied in predicting and mitigating 
potential IT issues. By analyzing historical data, ML 
algorithms can identify patterns or correlations that 
precede certain issues (like system crashes or net-
work slowdowns) and take preventive actions. ML 
can also be used to improve the accuracy of AI chat-
bots and virtual assistants.

Generative AI systems (like ChatGPT) are typically 
based on machine learning models and don’t make 
decisions or predictions based solely on input data. 
These systems, instead, create new and original 
output. This output could be written text — such as 
ticket resolution suggestions — music, images, or 
any other form of content.

3   Automation 
Automation that utilizes AI involves the execution 
of repetitive and routine tasks without human in-
tervention. Automation can significantly increase 
efficiency and reduce errors in IT support. A basic 
example of automation in IT support is ticket routing. 
When a support request comes in, an AI system can 
automatically categorize and route the ticket to the 
appropriate team based on the issue description. 

Another example is automated system monitoring, 
where AI continuously scans the IT environment for 
anomalies and automatically generates a support 
ticket when an issue is detected. Automation can 
also extend to problem resolution, with AI systems 
capable of automatically implementing standard fixes 
for known issues.

Each of these capabilities — NLP, ML, and Auto-
mation — offer significant benefits individually. But 
when combined into an integrated AI system, these 
capabilities hold immense potential to revolutionize 
the IT support domain.

...AI continuously scans 
the IT environment for 
anomalies and automatically 
generates a support ticket 
when an issue is detected.
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General AI Tools vs. Point Solutions:  
A Comparative Analysis

Advantages of AI Tools

AI has brought about a monumental transformation in various industries — notably in the 
realm of IT support. Companies can choose between general AI tools and point solutions 
depending on their needs and resources. This section aims to compare and contrast these 
two options, highlighting their advantages, disadvantages, and ideal use cases.

General AI Tools:
General AI tools are designed with flexibility in mind, allowing for wide-ranging applications across multiple 
scenarios. These tools utilize machine learning models that can understand and generate human language, making 
them suitable for various tasks, from customer service to content creation.

Versatility: 
General AI tools can handle a broad range of tasks and adapt to various 
contexts, making them versatile for different operational needs.

Cost-Effectiveness: 
Since they can be used for multiple purposes, they may prove more 
cost-effective in the long run.

Continuous Improvement:  
These tools are often trained on diverse data, which can help them better 
understand and generate human-like responses. Plus, as they interact 
more with users, their performance tends to improve over time.
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Disdvantages of AI Tools

Generic Approach: 
As they’re designed for a wide range of applications, general AI tools lack the 
specialized capabilities needed for specific tasks. ChatGPT, for instance, can only 
draw on content published before September 2021. As a result, it is unable to 
produce up-to-date responses to tech-related queries. 

Training Required: 
These tools may require significant customization and training to adapt them 
to specific use cases.

Lack of data security: 
General AI tools raise concerns for companies subjected to data privacy standards 
or with proprietary or sensitive data. As every input becomes part of the model, 
they have to relinquish control of their data. 

Cumbersome:  
The lack of integration with most IT support systems and other applications makes 
them cumbersome to use. Rather than providing a single interface, they send users 
toggling among tabs to copy and paste data along with the correct prompts. 
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General AI Tools vs. Point Solutions:  
A Comparative Analysis (continued)

Advantages of Point Solutions

Point Solutions:
Point solutions, on the other hand, are specialized tools designed to address specific problems or tasks. 
Deployed in IT support, point solutions could include AI-based systems developed specifically for tasks 
like incident management, network monitoring, or automated troubleshooting.

Specialization: 
Point solutions are designed for specific tasks, so they often perform exceptionally 
well in their designated areas. A support ticket solution, for instance, taps into vast 
knowledge databases inaccessible to general AI tools, instantly providing users 
with the most recent and relevant information available.

Ready to Use:  
These tools are often ready for immediate use with minimal customization or 
training, as they are built with a specific purpose in mind.

Integrated: 
Rather than a separate tool, point solutions are developed to integrate with specific 
interfaces. For example, an optimal, AI-driven ticket management solution seamlessly 
integrates with Professional Services Automation (PSA) systems. This user-friendly setup 
cuts training time and eliminates the need for users to share any of their own data.

Secure: 
In sharp contrast to general AI tools, a point solution can shield transmission 
from being accessed or used by anyone but the approved parties. 
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General AI Tools vs. Point Solutions:  
A Comparative Analysis (continued)

Disdvantages of Point Solutions

Limited Flexibility:  
Point solutions tend to be less flexible to multiple subject areas, and thus may not 
be applicable outside their intended use cases.

Potentially Higher Costs:  
Point solutions might be more costly depending on their scope an functionality, 
particularly if a company needs multiple point solutions to cover all its 
operational needs.

The choice between a general AI tool like ChatGPT and point 
solutions depends largely on a company’s specific needs, budget, 
and technical resources. A comprehensive understanding of the 
strengths and limitations of each option will help businesses make 
informed decisions that best serve their IT support goals.
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AI Meets IT Support: 
The Benefits 

Speed, efficiency, and accuracy are the hallmarks of effective IT support.
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Speed, efficiency, and accuracy are the 
hallmarks of effective IT support. More 
than just buzzwords, they translate into 
tangible benefits that drive customer 
satisfaction. The Global IT Experience 
Benchmark H2/2022 found that when 
end users are asked why they are happy 
or unhappy, IT support services have 
the biggest impact on their overall IT 
experience.

Data shows just how much is at stake for 
businesses. The fully-burdened cost for a ticket 
is about $25, according to MetricNet. Considering 
HDI reports that a 3,000-person organization 
experiences roughly 1,560 unplanned incidents a 
month, the annual expense could add up to $468,000 
(based on an average $27 hourly wage). 

In addition to that expense comes the productivity 
loss for each interruption. Interestingly, the 
Benchmark H2/2022 report found that 13% of 
tickets generate 80% of lost time. The report 
concludes, “Using automation to solve the easy 
tickets can be a good way to liberate agent and 
analysts resources to focus on the high-impact 
tickets that cause the most frustration.”   

In other words, MSPs that can dramatically cut 
resolution times without sacrificing accuracy 
or the sense of personalized service have an 
opportunity to set themselves apart from the 
competition. 

Cue AI point solutions. With their task-specific 
design and capabilities, they can improve 
efficiency and response times, particularly when it 
comes to ticket management and the resolution of 
simple queries.

The fully-burdened cost for a 
ticket is about $25, according to 
MetricNet.

...the Benchmark H2/2022 
report found that 13% of tickets 
generate 80% of lost time.

...a 3,000-person organization 
experiences roughly 1,560 
unplanned incidents a month...
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As mentioned previously, one of the key challenges in IT support is managing a high volume of tickets. 
AI-based point solutions can automate this process by categorizing, prioritizing, and assigning tickets. 
Additionally, these solutions can craft replies based on their content, urgency, and other relevant 
factors. 

According to HDI’s soon-to-be-released State of Technical Support in 2023, more than half of tickets are 
resolved by Level 1 technicians without the need to escalate, making such requests potential candidates for 
automation. Also, when the Service Desk Institute asked a large sample of service desk professionals what 
their main focus area would be in 2021 and beyond, the largest proportion cited automation of processes, 
tasks, and ticket handling.

Categorization and Prioritization: The use of natural language processing 
and machine learning means support requests can quickly be addressed. 
For instance, the AI-based solution can discern if a ticket is about a network 
issue, a software bug, or a hardware malfunction. By assessing the urgency 
or severity of the issue, these AI solutions can then prioritize the tickets, 
ensuring that critical issues are attended to first.
 

Automatic Assignment: Once tickets are categorized and prioritized, AI 
tools can automatically assign them to the appropriate team or individual 
based on their expertise and availability. This not only speeds up the 
response time but also ensures that the right person is working on the right 
issue, improving the chances of a swift resolution.

Client-Ready Replies: Searching knowledge databases and crafting replies 
consume invaluable time for help desk engineers. With the help of AI, this 
time-consuming process can be dramatically sped up, allowing the engineer 
to instantly retrieve client-ready responses. 

...in 2023, more than half of 
tickets are resolved by Level 1 
technicians without the need 
to escalate...
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Quick Resolution of Simple Queries
A significant portion of IT support tickets often involve simple issues or common 
queries. AI point solutions can be designed to recognize and resolve such issues 
automatically, freeing up human operators to focus on more complex problems.

Automated Responses: AI solutions can be trained to recognize common queries and 
respond with appropriate solutions. For example, if multiple users report a similar issue about 
accessing a particular service, the AI tool can provide a standard solution, such as suggesting a 
password reset or directing users to a particular resource.

Self-Service Options: AI tools can also facilitate self-service by guiding users through simple 
troubleshooting steps. By interacting with an AI support agent, users can often resolve common 
issues on their own, reducing the load on the IT support team and speeding up resolution times. 
This feature aligns with the growing desire for self-help among IT support users. 

Reduction of Human Error
IT support is a field where errors can have significant consequences, from prolonged 
downtime to security breaches. AI can greatly reduce the potential for such errors.

Precision: AI systems are designed to follow precise rules and procedures, which drastically 
reduces the possibility of oversight or mistakes that can occur due to human fatigue or error.

24/7 Availability: Unlike human agents, AI systems can work round-the-clock without 
suffering from performance degradation due to fatigue. This not only ensures continuous service 
availability but also eliminates errors that might occur when human operators are working long 
hours or during off-peak times.

 Data-Driven Decision Making: AI systems leverage vast amounts of data to make decisions. 
This data-driven approach, combined with machine learning, reduces the likelihood of errors 
that can occur due to human biases or lack of information.

Real-Time Monitoring
AI’s ability to process large volumes of data quickly also makes it a valuable tool for 
real-time monitoring.

System Health Checks: AI tools can continuously monitor system performance, identifying any 
deviations from the norm. This allows for immediate action, often before end users even notice 
there’s a problem.

Threat Detection: AI algorithms can monitor for signs of cybersecurity threats, such as 
unusual network activity or attempts to breach firewalls. Immediate detection allows for swift 
countermeasures, minimizing potential damage.
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Freeing Up Human Resources for 
Value-Adding Activities
Empowering Human Operators: By taking over routine tasks, AI frees up human operators 
to focus on more complex, nuanced, or sensitive issues that require human judgment or 
expertise. This not only improves the quality of service for these more complex issues but also 
makes better use of the skills and abilities of the human support team.
    
Enhancing Training and Development: AI systems can also be used to train and develop 
IT support staff. For example, by analyzing a vast number of support cases, AI can identify 
common issues or challenges and suggest areas for training. This not only improves the 
capabilities of the human support team but also ensures they are continually learning and 
developing, which can improve job satisfaction and retention.
    
Knowledge Base Maintenance: AI can be used to automatically update and maintain the IT 
support knowledge base, ensuring that all information is current, relevant, and easy to access. 
This not only improves the efficiency of the support process but also ensures that human 
operators have the most up-to-date information at their fingertips.

By automating routine tasks and enabling human operators to focus on 
higher-value activities, AI can drive significant cost savings and resource 
optimization in IT support. This, in turn, can lead to improved service 
quality, faster resolution times, and a more efficient and effective IT 
support function.

AI can identify common 
issues or challenges and 
suggest areas for training.
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Addressing Concerns 
and Misconceptions 

about AI in IT Support
Job displacement is a common fear that sometimes surfaces 

when discussing the application of AI in any field.
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Job displacement is a common fear that 
sometimes surfaces when discussing the 
application of AI in any field. With AI’s 
ability to automate tasks and process 
information at rates far exceeding human 
capability, this concern is understandable. 
But the vision for AI in IT support, and 
indeed in most fields, is not about 
replacement but rather about augmentation 
of human capabilities. 

97% of respondents to the SDI survey agreed 
that technology has improved their working life. 
Commenting specifically on AI, the general consensus 
was that the skills of service desk staff will ultimately 
shift to allow them to transcend their role and take on 
more complex and valuable tasks. 

SDI notes: “Technology can be thought of as 
something which threatens lower paid roles, but it 
is important to reframe this mindset and understand 
that technology exists to assist us. While it can be an 
effective way to reduce support costs and improve the 
efficiency of IT, ultimately technology should enhance 
the service IT providers and improve the working lives 
of staff and customers.”

97% of respondents to the 
SDI survey agreed that 
technology has improved 
their working life.

97% 
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AI as a Tool, Not a Threat
Complementing Human Skills
It’s crucial to recognize that AI and humans excel 
in different areas. While AI excels at handling 
large amounts of data, performing repetitive tasks, 
and working without rest,  humans are skilled at 
understanding context, handling novel situations, and 
making decisions when data is ambiguous or missing. 
As such, AI is best used as a tool to handle the tasks 
that humans find repetitive and mundane, allowing 
humans to focus on tasks that are complex and 
require a high degree of creativity and judgment.

Inherently Human Tasks
There are aspects of IT support that are inherently 
human and not likely to be fully automated in the 
near future. This includes tasks that require a high 
degree of empathy, sensitivity, or understanding of 
unstructured and ambiguous information. For example, 
calming a frustrated user, understanding the nuances 
of a complex problem, or making decisions based on 
incomplete information. Humans will continue to play a 
critical role in these aspects of IT support.

The Value of Human-AI 
Collaboration
Collaborative Problem-Solving
AI and human operators can work together to 
solve complex problems more efficiently. AI can 
quickly analyze large volumes of data to identify 
patterns, trends, or anomalies, while humans can 
use this information to make informed decisions. This 
collaborative problem-solving can result in faster, 
more effective resolution of IT support issues.

Job Evolution, Not Elimination
While AI may change the nature of some roles within 
IT support, it also has the potential to create new 
roles and opportunities. These could include roles 
related to the development, training, and maintenance 
of AI systems, roles focused on handling complex 
or sensitive support issues, and roles focused on 
strategic planning and decision-making.

The vision for AI in IT support is therefore not about 
replacing humans but rather about creating a more 
efficient, effective, and satisfying IT support experience. 
It’s about using the best of both AI and human 
capabilities to deliver the best outcomes for users 
and organizations alike. AI is a tool that, when used 
effectively, can supplement human capabilities, drive 
job evolution, and lead to significant improvements in 
the field of IT support.

There are aspects of IT support 
that inherently human and not 
likely to be fully automated in 
the near future.
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It’s not AI, per se, that 
poses the risk but the 
way the solution is 
structured.

Safeguarding Sensitive Information
Data Privacy Concerns with AI in IT Support
High-profile data breaches have put the spotlight on the vulnerability of the IT infrastructure of small and large 
companies alike. IT support systems are naturally of particular concern. When introducing AI into the mix, these 
concerns become even more complex, but also provide an opportunity for AI to contribute to improving data 
privacy and security. It’s not AI, per se, that poses the risk but the way the solution is structured. For example, 
a point solution designed around data security and data privacy standards is wildly different from a general AI 
model open to everyone from high school students to global marketing teams. 

AI systems in IT support have access to a large amount of data. While much of 
this data might be mundane, some of it could be sensitive or personal. Misuse 
of this data could have serious implications, ranging from privacy breaches to 
reputational damage or legal liabilities for the organization.

AI systems require data to learn and improve. This can raise concerns about 
where and how this data is stored, who has access to it, and how it is used.

AI systems can make inferences or predictions based on the data they process. 
In some cases, these inferences could reveal sensitive information that was not 
explicitly provided to the system

Access to 
Sensitive 

Information

Data Processing 
and Storage

Inferences and 
Predictions
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Eliminating Risk with a Tailored Solution
The explosive growth of the AI market reflects the wide range of needs of companies across practically every 
vertical. Under pressure to comply with tightening regulations and aware of the potentially business-ending 
impact of a data breach, MSPs have to pay close attention to the solutions they select. This scrutiny is 
crucial to enhance business practices and competitive appeal. With the right AI solution, they can both reap 
unprecedented productivity benefits and rest assured no data is at risk of unwanted exposure. Features of a 
secure point solution may include:

22

Data Minimization
AI systems can be designed to use only the minimum amount of data necessary 
to perform their tasks. This could involve techniques like anonymization 
or differential privacy, which allow the system to learn from data without 
accessing sensitive information directly.

Secure Data Storage and Processing
AI systems can leverage advanced security measures like encryption, secure 
multi-party computation, or homomorphic encryption to process and store 
data securely. This can help ensure that sensitive data remains protected even 
while it is being used by the AI system.

User Control and Consent
AI systems can be designed to give users control over their data. This can 
involve explicit consent mechanisms, options to view and delete data, and 
transparency about how data is used.

Regulatory Compliance
AI systems can be designed to comply with relevant data protection 
regulations, such as the General Data Protection Regulation (GDPR) or the 
California Consumer Privacy Act (CCPA). This can involve mechanisms for 
data protection by design and by default, regular data protection impact 
assessments, and the appointment of a data protection officer.

Proactive Security Measures
AI can also be used to enhance data security. For instance, AI can detect 
unusual patterns of behavior that might indicate a security breach, enabling 
proactive security measures.
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Integrating AI into IT Support 
Dispelling the Myth of Complexity
While implementing AI into IT support might seem like 
a daunting task, the reality is that advancements in AI 
technology and the increased availability of AI tools have 
significantly simplified the process. This is not to understate 
that planning, preparation, and strategic thinking are 
essential, but it’s crucial to dispel the myth that AI integration 
is an overly complex or difficult process. For an integrated, 
user-friendly solution for ticket handling, for example, the 
learning curve could be as short as the installation.  

As the digital 
landscape continues 
to evolve, the volume 
and complexity of IT-
related issues have 
exponentially grown...

AI offers efficiency, scalability, 
round-the-clock availability, 
proactive problem-solving, 
consistency, cost savings, 
and continuous learning – 
qualities that are incredibly 
beneficial in the ever-evolving 
digital landscape. As more 
organizations recognize these 
benefits, the adoption of AI in 
IT support is not just a trend 
but an essential shift in how we 
approach IT-related challenges.

A Tool for Value Generation
Busting the Luxury Myth
In many fields, there is a common misconception that AI is an unnecessary luxury rather than a valuable tool. 
This is particularly prevalent in IT support, where traditional methods have reigned supreme for so long. As 
the digital landscape continues to evolve, the volume and complexity of IT-related issues have exponentially 
grown, making it increasingly challenging for traditional IT support models to cope. The value and necessity of 
AI cannot be overstated. 
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Future of AI in 
IT Support 

Regardless of the source, every projection points in one direction — 
AI-powered solutions are poised for mass adoption. 
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Projections Show the Beginning of a New Era 
Regardless of the source, every projection points in one direction — AI-powered 
solutions are poised for mass adoption. Vantage Market Research is not alone in 
foreseeing massive growth of the market for Global Artificial Intelligence as a Service 
(AIaaS). Valued at $7.2 billion in 2022, it is forecast to reach $132 billion by 2030, 
growing at a compound annual growth rate (CAGR) of 43%. 

These compelling numbers are translating into quick action on the ground. Back in 
2021 (two years before generative AI captured hundreds of millions of users in a 
matter of a few months) a significant proportion of respondents to the ITSM: 2021 and 
Beyond survey, said they believed that first-line IT support would be handled entirely 
by sophisticated support channels, like chatbots and virtual agents. 

Now, the latest figures from HDI show that 31% of IT practitioners already leverage AI 
in some way, 27% said they plan on adding an AI solution — surpassing adoption of 
any other technology by far — while 34% replied they are experimenting or intending 
to add generative AI within the next 12 months. At the same time, the Service Desk 
Institute has noted a shift in the conversation, from a concern of job loss to a focus on 
skills development that allow service desk staff to cut redundancies and create more 
value. 

IT Support Reimaginedd
As AI continues to gain traction in the IT support industry, its implications will ripple 
through various aspects of this field, transforming roles, workflows, and customer 
experiences. This transformation will reimagine IT support for good; seamlessly 
enabling a new era of efficiency, proactivity, and customer satisfaction.

Impacts on IT Support Roles
AI is expected to redefine the roles within the IT support industry, shifting the focus 
from routine troubleshooting to more complex problem-solving and strategic tasks. 
Support teams will spend less time on repetitive tasks as AI handles most of these, 
freeing them up to work on issues requiring human insight and creativity.

The role of an IT support professional could evolve to involve managing and improving 
these AI systems, making strategic decisions based on AI-generated insights, and 
dealing with complex cases where human expertise is still essential. Thus, AI would 
not replace humans but rather enrich their roles.
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Regardless of the source, every 
projection points in one direction 
— AI-powered solutions are 
poised for mass adoption. 
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Transformation of Workflows
The integration of AI into IT support operations 
will significantly streamline workflows. Routine 
tasks such as ticket classification and initial 
response generation will be automated, leading to 
faster and more efficient processes. AI-powered 
predictive analysis will help to identify potential 
issues before they escalate, enabling a proactive 
rather than reactive workflow. Complex problem-
solving will involve a collaborative approach, 
with AI providing initial diagnoses and potential 
solutions, and human experts stepping in to make 
the final decisions.

Revolutionizing Customer Experiences
AI will transform customer experiences. Quick, 
accurate responses powered by AI will reduce 
waiting times and resolution times, leading to 
higher customer satisfaction. The standardized, 
error-free responses provided by AI ensure a 
consistent quality of service regardless of the 
time, day, or volume of queries. 

Predictive analysis, in turn, could minimize 
system downtime by identifying and addressing 
issues before they affect the end-users, leading 
to a smooth, uninterrupted customer experience.

AI-powered predictive analysis 
will help to identify potential 
issues before they escalate, 
enabling a proactive rather than 
reactive workflow.
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What’s Next? 
The leveraging of AI has already led to significant strides in service quality, efficiency, 
and cost optimization for IT support teams. Still, more is coming. Here are some potential 
advancements that could shape the future of AI in IT support.

Advanced Predictive Capabilities 
While AI is currently used to predict potential 
issues based on patterns and trends, we could 
see advancements in the precision and complexity 
of these predictions. Future AI systems might 
predict issues by analyzing vast amounts of data 
from interconnected devices across the globe, 
understanding minute patterns, and making 
predictions based on an immensely wider 
knowledge base.

Augmented Reality (AR) and Virtual 
Reality (VR) Support
With the integration of AI in AR and VR technologies, 
IT support could move beyond chatbots or voice 
assistance. Users might have an AR or VR guided 
experience for troubleshooting or problem 
resolution, effectively “showing” rather than “telling” 
them how to resolve an issue.

Collaborative AI
Future AI systems could enhance collaboration 
between humans and AI in problem-solving. The AI 
could understand the problem, suggest solutions, 
and execute the solution alongside human operators.

Advanced Automation
While AI can currently automate routine tasks, 
future advancements might allow it to take on more 
complex problem-solving tasks that currently require 
human intervention. This might include the ability to 
autonomously fix sophisticated software issues or 
managing more complex IT infrastructure.

Quantum Computing
With the rise of quantum computing, AI’s processing 
power could be exponentially increased, allowing it 
to analyze vast amounts of data in mere seconds. This 
would revolutionize its predictive capabilities and make 
it even more effective in proactive problem solving.

These advancements are speculative and hinge on various factors such as technological 
advancements, research breakthroughs, and market acceptance. All the same, they offer an 
exciting glimpse into the potential of AI in revolutionizing IT support, turning what might seem 
like science fiction today into the reality of tomorrow.

Enhanced NLP and Understanding of User Sentiment
Natural Language Processing is already used to enable 
human-like interactions with AI. Future iterations 
might have a much deeper understanding of human 
language, context, and even the emotion conveyed in 
a person’s tone or choice of words. 
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How AI is Changing 
the Game: Introducing 

Nine Minds
Nine Mind’s AI-driven product was specifically designed for MSPs, focusing on 

seamless PSA integration, cross-platform compatibility, and data security. 
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Introducing Nine Minds 
Imagine the impact on your business if your IT support team could crush SLA response times. 
Imagine also if they could achieve such unprecedented speed while maintaining accuracy and that 
important personal touch. Meet Nine Minds. Nine Minds transforms your help desk into a catalyst 
for driving operational efficiencies while wowing customers with supercharged service. 

Nine Mind’s AI-driven product was specifically designed for MSPs, focusing on seamless PSA 
integration, cross-platform compatibility, and data security. Developed to address the common 
pain points in IT support and boost efficiency and effectiveness in resolving user issues, it upends 
old rules about IT service management platforms. By enabling MSPs to tap into huge volumes of 
trouble ticket data and client communication, it generates accurate, client-ready responses in no 
time. Here’s what you gain: 

Enhanced Productivity 
Support technicians often have little choice but to search siloed knowledge bases or community 
forums to respond to service requests. Nine Minds transforms this time-consuming activity, 
enabling engineers to automate “busywork” and consistently deliver accurate, contextually 
relevant, and personalized responses to customers in record time. The ability to serve a greater 
number of users without sacrificing quality means MSPs can efficiently scale their resources to 
drive more profits.  

Seamless PSA Integration & Implementation
Nine Minds offers effortless integration with PSA systems. In fact, the Nine Minds solution was 
designed for simplicity of use, allowing MSPs to immediately access deep IT knowledge without 
having to provide their own data. This “out-of-the-box” approach requires no data input or time-
consuming training and drives efficiencies across the help desk and the organization as a whole.  

Immediate Value
Rather than replacing current MSP tools, Nine Minds improves their functionality and performance. 
The cross-platform compatibility, paired with the ease of integration, empowers MSPs to cut the 
learning curve and deliver instant value to their customers. With Nine Minds, continuous updating 
of knowledge base information becomes a task of the past. 
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Nine Minds transforms your 
help desk into a catalyst for 
driving operational efficiencies 
while wowing customers with 
supercharged service.
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Introducing Nine Minds (continued) 
Complete Data Security
Generic AI tools store and use the user’s input data. This raises data privacy concerns, 
especially if sensitive information is being processed during tech support interactions 
between MSPs and their customers. Nine Minds tailors its solution around MSP data 
privacy requirements, shielding transmissions from being accessed or used by anyone but 
the approved parties. 

Improved Customer Satisfaction and SLA Performance
By dramatically reducing response times and increasing accuracy, Nine Minds helps 
businesses exceed their SLAs. Unlike generic form letters or chatbots, the responses 
are human-like, engaging, and tailored to each client’s needs, making sure they feel 
valued and understood. The personalized and consistent high-quality service, even on 
demanding days, leads to improved customer satisfaction and retention, and, ultimately, 
more growth for the MSP. 

Lower Training and Education Costs
For less experienced engineers, Nine Minds works as a virtual mentor. With technical 
triage replaced by automatically generated responses and recommendations, IT support 
becomes accessible to more team members and reduces the need for training. In 
essence, Nine Minds scales the IT expertise across the team, eliminating scripts and 
helping to address the growing volume of trouble tickets efficiently. 

Improved Employee Morale
Engineers are the backbone of successful MSPs, but staffing challenges can stretch the 
team thin. Nine Minds reduces their cognitive burden, creating a more rewarding work 
experience, unencumbered by time-consuming service requests. The intelligent solutions 
and suggestions provided by Nine Minds not only help the engineers maintain their focus 
and energy on busy days, it also serves as a learning tool by offering potential solutions 
they may not have considered. New insights, in turn, expand their knowledge and help 
them grow in their careers. 

By bringing together these features, Nine Minds’ AI solution transforms 
the traditional IT support experience into a more efficient, proactive, 
and user-friendly process. It not only mitigates the challenges faced 
by IT support teams but also raises the bar for what users can expect 
from IT support services. Consider Nine Minds the most productive 
engineering assistant you’ll ever have. 
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Given the raft of advantages that AI brings to IT 

support, it’s clear that AI is not just a passing trend, but 

a revolutionary force that is here to stay. Projections 

for market adoption show IT support professionals, 

managers, and stakeholders across the board are quickly 

embracing this change. 

With the help of AI, IT support teams can turbocharge 

the KPIs that fuel customer satisfaction. From unleashing 

the productivity of engineers to driving operational 

efficiencies, the AI-fueled help desk upends old 

expectations. For businesses that seek to thrive amid 

rising ticket numbers and demands for speed, accuracy, 

data security, and personalized service, adopting AI is not 

just an option but an essential strategic decision. 

C
on

cl
us

io
n

Given the raft of advantages 

that AI brings to IT support, it’s 

clear that AI is not just a passing 

trend, but a revolutionary force 

that is here to stay.

“ ”
“ ”

“ ”
“ ”
“ ”

“ ”


