
Customer challenges
M odernizing IT and w orkplace support  is hard w hen employees 

expect  instant , personalized help w hile service teams must  

manage complexity, scale and cost :

- Fragmented employee support  across channels, tools and 

know ledge sources.

- Inconsistent  service quality and long resolut ion t imes during 

peak demand

- Limited 24/ 7 and mult ilingual coverage at  enterprise scale

- Dif f iculty integrat ing automat ion and AI w ith exist ing ITSM  

w orkf low s and systems

- High volumes of repet it ive requests consume Service Desk 

capacity and reduce employee product ivity

Solut ion highlights 
Kyndryl Virtual Assistant  provides an intelligent , agent ic AI f ront  

door to enterprise support , helping employees get  w hat  they 

need faster w hile reducing Service Desk w orkload through 

contextual, automated resolut ion across channels and systems.

- Built  on M icrosoft  Copilot  Studio, M icrosoft  Pow er Plat form, 

and M icrosoft  365 Copilot

- Understands intent  and context  to deliver goal-driven, 

outcome-focused support  (not  just  answ ers)

- Takes act ion across enterprise systems (for example, ITSM , 

CRM , line-of-business apps) to execute end-to-end tasks 

- Delivers personalized, alw ays-on, mult ilingual experiences at  

enterprise scale

- Extensible to orchest rate advanced agents using M icrosoft  

Azure AI Foundry for more complex scenarios

Customer benef its 
Kyndryl Virtual Assistant  modernizes IT and w orkplace 

support  by delivering faster, more consistent  outcomes for 

employees, w hile reducing Service Desk w orkload through 

intelligent  automat ion and end-to-end orchest rat ion.

1. Def lect  up to 40 % of live support  interact ions through 

agent ic self-service, reducing t icket  volume and freeing up 

Service Desk capacity for higher-value w ork

2. Improve product ivity and resolut ion speed from day one 

w ith proven automat ion outcomes (for example, 54% issue 

resolut ion rates) and reduced mean t ime to repair (M TTR)

3. Accelerate employee support  via natural language, 

outcome driven interact ions in the user?s nat ive language, 

minimizing t ime spent  navigat ing portals, know ledge 

bases, and queues

4. Low er cost  to serve by automat ing rout ine request  act ions 

end to end (create, update, t rack requests; t rigger 

w orkf low s; ret rieve system data) across enterprise 

plat forms

5. Provide a scalable foundat ion for autonomy, enabling a 

phased journey from react ive support  to proact ive, 

increasingly autonomous AI-driven operat ions
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W hy Kyndryl and M icrosoft?
About  Kyndryl 
Kyndryl is the w orld?s largest  provider of IT infrast ructure 
services, serving thousands of enterprise customers in more 
than 60  countries. As a focused, independent  company, w e?re 
building on our foundat ion of excellence by bringing in the right  
partners, invest ing in our business, and w orking side by side 
w ith our customers to unlock their potent ial. 

Kyndryl and M icrosoft  advantage 
Kyndryl and M icrosoft  provide the services and solut ions to 
meet  customers w herever they are on their cloud journey: on 
premises, across mult iple clouds, or on the edge. W ith our joint  
expert ise, w e w ork w ith customers to manage complexity and 
modernize their operat ions for rapid business outcomes. W e 
bring together deep design, delivery, management , and cloud 
technology expert ise, supported by an expansive ecosystem, to 
unlock our customers? potent ial for long-term business impact . 

Next  steps 
Learn more at  kyndryl.com.  
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M icrosoft  Specializat ions

https://www.kyndryl.com/in/en/about-us/alliances/microsoft
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