How Enterprise IT Defeated the Black Hole
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There was 2 time when opsning an | T ticket felt like dropping a message ina bottle and shoving it out to sea. You'd submit a reguest in Guidepos?, and
then — nothing. Mo confirmation it landed in the right place, no sense of who was working it, no idea when you'd hear back. Employees had a name for it
e blsck hobs,

It wasn't any sir'glcm-ul or beam's fault. It was the product of a compamy buil® at starup speed, |nhr:riur'g IT support from a pariner that was suddenly
asked o serve tao very different onganizations at once. This opportunity for us to reenvision the future state of IT suppant — and the wark it took to bring
it to life — is the story behind #ask-it, 2 new Al-powered service desk experience built rigt into Slack, led end-to-end oy BV Tech's own Enterprise 1T
team.

‘We saf down with Moah Jakowac, IT Operations Analyst and Program Owner, to falk through haw this beam built it, whe mace it happen, and where they're Moah Jakowse, 1T
taking it next. Operations Analyst &
Program Cwner

The Process: Rebuilding the Stack

Ini theary, Guidepost was designed to provide a single front doar for employes support. fis the organization evolved, however, teams naturally gravitated
toward Skack far day-to-day colaboration, and suppart interactions became increasingly distribufed acrass channels.

Through that experence, Enterprise IT learned that the technology iself wasn't the primary challerge. Aather, the opportunity was to rethink the
operating model, ownership, and suppornt processes o better align with how emiployess actually wark. Instead of smiply inheriting an existing aparoach,
AW Tech's Emerprise IT team chose 1o design a support experience built specificaly for a Slack-first organization.

Throwgh multipke pilots and kerations, the team evaluxted several &l-powered platforms—including no-code salutions—ta idemify an appeoach that could
delwer 3 seamiess, conversatianal suppart experience whike keeping knowlecge, automatian, and service maragement tightly integratec.

1i:kn|mg then moved to Jira Service Management, a natural fit since Jira already ran owr software development work. And, because "l is anly as good
as the data it's feeding from and the way it's trained,” said Noah, the team also established a deliberate guardrail that could run through 2l of it: the agent
drarws anly from one gowerned, IT-osned knewledge base — not the cpen web, Slack, or any messer data sources.

&ll of this culminates in @ new support experience in Slack, designed to meet employees where they already work: #ask-IT.

WOLEIWALER GHOUF

Early Wins: Fewer Wrong Turns, Faster Help

The biggest sarky win is imake — a direct result of Enterprise IT's decision o et the agent handle trizge
rather than employess. Employees no longer need to know the difference between an incidert and a
service request. “End users don't need to care what type of issue they haree... this is the point of buiding
and braining a cusiom agent,” Hoah said

Ticket walume through #ask-it is already running higher than Guidepast ever saw — a sign people are
finally finding the right door. And a meaningful share of guestions newer need a ticket at all: the maost
recent measure showed 2 20% deflection rate, meaning one in five questions got fully answered in chat. v
Respanse time is also built inka the design, with a goal of an initial reply within two hours an all tickets, One place to ask—starting with IT.
taster for higher-priceity ncidents. - v

What's Mext: One Front Door for the Whaole Company

#isk 1T is the first build of 2 broader moded the Enterprise 1T team calls Ask BV Teche i the near fulure, the same approach will extend to every enbarprise support funcfion. in fact, as of
Monday fugust Ird, a pilot is aiready ive far the travel and expense channel! The people team, business services, faciities, and EHS and other RY Tech Emterprise Service teams wil
follow in the coming montns. The vision is for each team o own its own knowledge base, the same way |T does today. As Moah put it “At the end of the day, users don't need to care
wha gets the work dore — all that matbers is that the wark is contextualized for B Tech, and that people get the suppart they ceserve.”
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