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In this rapidly evolving technological landscape, organizations are turning to Generative Al-driven solutions to stay ahead of the curve.
Organizations are looking forward to embracing Generative Al features to reimagine and strengthen their Customer Support Services (CS)
with Generative Al. Generative Al streamlines CS troubleshooting, reduces resolution times, and improves first-contact resolution rates.

Following are some of the challenges faced by organizations in the current scenario, which is driving them to adapt to new technologies like
Al and Generative Al to make their operations streamlined and efficient -
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Infosys offering for Workplace GPT powered by Azure OpenAl

Workplace GPT is an Al-powered tool that can help to solve list of solutions. The tool is available 24/7 and has the capability to
Microsoft 365 or End-User Computing questions or tickets quickly handle multiple queries at once. The tool is built using Multi Agent
and easily. It can handle a wide range of issues, including resetting framework where each Al agents collaboratively work to arrive at
passwords, troubleshooting problems, and resolving customer the solution.

tickets. Simply type the question and the tool will respond with

Infosys helps clients build an Al-powered tool and enhance workplace experience leveraging:

Generative Al Bulk Queries
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Microsoft 365 Knowledge
Base

Microsoft Troubleshoot
Documents

Ticket Knowledge Base

Internal Knowledge Base

| Continuous Knowledge Update - Human + Autonomous I

Al Powered - Infosys Workplace GPT

Multi Chain Generative Al

Top Agents who Assisted in the
Past

Instant Technical Concepts
Possible Probing Questions

Infosys SME Solutions

Infosys Workplace GPT also comprises of sub tools which helps organization to rate and evaluate their support team agents and encourages to
optimize performance by giving key insights and summaries.

1. Feedback GPT

A sophisticated tool that evaluates historical agent ticket data, identifying strengths and areas for improvement, empowering agents to

enhance their performance.

2. Audio GPT

An advanced Al assistant that analyzes audio conversations, extracting key insights, and providing concise summaries for informed

decision-making.

3. Top call Generators and Best Agents

Identify the top call generators across thousands of tickets using the power of custom algorithms and using the power of GenAl. This

helps in Training and ticket assignment based on agent’s strengths.

4. Ticket Scoping

Identify the list of questions the agent should ask the customer so as to scope the issue accurately and subsequently answer the queries.

5.Team Insights

Ability to gather insights on cases, teams, scores, backlogs, surveys in natural language for the Supervisors, Quality Analysts and Leads
to get quick insights on the teams’ performance in natural language.

Benefits accrued through adopting Workplace GPT
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Faster and
Efficient Assistance

« Quick resolution

avoiding manual
searches.

Streamlined
problem-solving.
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Personalization

Tailored support
based on

individual needs
and preferences.
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Our Workplace GPT SUCCESS STORIES

Internal Microsoft Support Team

Infosys Workplace GPT is being used by over 400 engineers from Infosys Modern Work support team for Microsoft 365 technologies. This tool
has surged their efficiency by 60% and reduced the resolution time. Key metrics such as “Days to Close” for critical tickets have decreased
from 14 days to 9 days, while customer satisfaction scores have soared from 3.9 to 4.7 within a span of three months.

Currently Infosys Workplace GPT is being used by technical support teams for various customers across geographies; a leading technology
company, a leading furniture retail company, a large European manufacturer and many more.

Call to Action

In the process of building a production-grade GenAl App, our rich experience and knowledge in making design choices have proven
invaluable. This expertise spans across various areas such as Document Pre-processing, Multi-Agent Flow Engineering, maintaining an up-to-
date knowledge base, balancing the speed and accuracy of the app’s responses, as well as Change Management and Training. This wealth of
knowledge will be of tremendous value when replicating this process across different customer support domains.
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Quick search from Infosys
knowledgebase Troubleshooting Black Screen During AVD Login

Detailed solution from Infosys To troubleshoot the black screen issue during login-in to AVD, you can follow the steps below:
knowledgebase
1. Check Internet Connection:
Detailed solution from Microsoft e
sources (paid) i o  Ensure that the internet connection is stable and working properly. A poor or unstable internet connection can sometimes lead to a black screen during

@

login.
Solution from Customer
Knowledgebase

2. Disconnect from the Current AVD Session:

o Ifyou are experiencing a black screen, try disconnecting from the current AVD session and then reconnect to see if the issue persists.
Expert agents to solve this issue

3. Logoff User from the Session:

Probing Questions and Technical
Explanation o After disconnecting from the session, log off the user from the session and then ask them to log in again. This can help in refreshing the session and resolving

the black screen issue.

4. Registry Entries for AppReadiness Pre-Shell Task:

o Ifthe black screenis |

Infosys Topaz is an Al-first set of services, solutions and platforms using generative Al technologies. It amplifies the potential of humans,
enterprises and communities to create value. With 12,000+ Al use cases, 150+ pre-trained Al models, 10+ Al platforms steered by Al-first

specialists and data strategists, and a ‘responsible by design’ approach, Infosys Topaz helps enterprises accelerate growth, unlock efficiencies
at scale and build connected ecosystems.
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