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€ 48 million
revenue

14 offices in 10
countries on 3 
continents 5000 clients750 employees

Self-funded25+ years in 
business



Our vision

Standard and simple

Enterprise service management

Self reliance 

Integration of services



Customer demands are changing



Our Customers are Becoming More Self Reliant



What will AI bring us

• 1. Making people more self-reliant

• 2. Emphasising the human tasks; enabling 

human talents

• 3. Reducing duration time

• 4. Reducing costs



Artificial Intelligence



Is it a Dog or a Muffin?







Classification



Personalized recommendations



Unfamiliarity with AI in Support 
Departments





Common Issues within Support Departments

• Most Support departments spend their time in reactive situations rather 

than engaging in proactive activities

• There are selective instances in which automation is being utilized

• There is an unaddressed fear of automating jobs away



Machine Learning 

• Algorithms build models based on sample data

• This data is used to autonomously: 

• Suggest trends 

• Make predictions 

• Make decisions 









What data do we want to 
cluster at TOPdesk?



Pattern Recognition Needs Data

• Keep records of everything

• Standard format

• Logging must be fast and easy and built into the process



Standardize your work

• Best practice response

• Knowledge items

• Consistent records and categorization

• Consistent workflows



Implement the Necessary Tool Changes

• Choose a platform that integrates with the rest of your systems

• Asset Trackers and agents

• Implementing Chat



IntelligenceAugmentedArtificial



TOPdesk AI Products and 
Experiments



AI Toolbox

1. Understand natural language

2. Recognize similarities

3. Classify entities

4. Detect anomalies

5. Recognize trends

6. Personalize recommendations







Suggesting Knowledge Items for Technicians



Suggesting Knowledge Items for Customers



Response Time Prediction



Identifying Problems and Outages



Ticket Redistribution



Automatic Translation of Knowledge 



AI on the TOPdesk Roadmap

• Several of these projects 

are actively under 

development

• Some are planned





Chatbots & Virtual Assistents



Virtual Assistants
Update



The Role of AI 

• Processing large amounts of sample data 

to predict trends and detecting 

anomalies

• Carrying out repetitive tasks

• Getting information to Users and solving 

problems quickly using Chat



Emphasizing the Human Tasks

Use AI to resolve repetitive tasks so that 

staff can focus on: 

• Getting additional training and picking 

up new skills 

• Providing a better customer experience



What will AI bring us

• 1. Making people more self-reliant

• 2. Emphasising the human tasks; enabling 

human talents

• 3. Reducing duration time

• 4. Reducing costs



Thank you for attending

Follow us on social media

topdesk topdesk


