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Problem Statement

In the enterprise, IT helpdesk has become an indispensable part of business operations. It is

playing a critical role in supporting business users with uninterrupted technology services.

Without IT helpdesk, employees would keep running into level 1 general issues that could affect

their productivity.

IT Helpdesk efficiency will be being impacted by a plethora of factors. These include:

• Escalation support team having to attend to low-value tickets and being involved in

resolution of basic issues that takes a lot of time to answer hence impacting SLAs for

severity ‘A’ tickets

• Employees approaching IT support team for trivial issues and subsequently having to wait

long hours till the issue gets resolved

• To create tickets, employees have to access external service desk tool, over calls and emails



Softline's BOT building platform

❖ Automation:
Provide automated solutions to tedious tasks such as navigating a 
knowledge base

❖ Bot Conversational Interface:
Provide support on Incident/Service Management, Knowledge Base search and 
send real-time alerts

❖ Integration:
Integration with Symphony Summit platform along with Band Mapping

❖ Knowledge base search:
Provide the most relevant solution to users problems based on historical 
effectiveness

❖ Interaction:
Interaction through Teams using LUIS

TIM-TALK BOT Solution



Azure Infrastructure On-Premise
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1. Employee starts the TIM-TALK BOT via Teams Channel
2. Employee will be authenticated via Azure AD through Teams SSO
3. Employee interaction with TIM-TALK BOT will be captured by Application Insights for 
Monitoring
4. Employee will interact with BOT Service for creating requests
5. Employee inputs will be moderated using LUIS NLP Engine
6. BOT responds with Level 1 solution from QnAMaker/SS KB
7. Azure BOT infrastructure is connected directly with On-Premise SS Infrastructure 
using Azure Hybrid Connection
8. TIM-TALK BOT will connect to SS using APIs to serve employee requests

TIM-TALK Architecture and Conversation Flow



• ITSM integration

• Create a Service/Incident request with a dynamic adaptive card for custom parameters

• Manage Service/Incident request including “View” integration

• Luis based intelligent service/incident and category/catalogue selection while raising 
requests

• Luis based intelligent dialogue transitions 

• Luis category/catalogue training from BOT

• User band-based create and manager requests

• SLA based proactive request updates

• BOT handoff to engineers

• Messaging Extensions to share ticket information as a card

• Teams Tab to view all request and details

• Task Module to show KB videos and BOT overview

TIM-TALK Features



Tools and Technologies

• Microsoft Teams as Channel

• Microsoft Bot Framework

• Symphony Summit as Service Desk

• Azure Services as Cloud Infrastructure

• Azure Cognitive Services as AI Engine 



Demo – Creating Requests



Manage Requests



BOT Hand-Off



Messaging Extensions



Teams Tab




