
Case Study

ServiceNow Virtual Agent

A modern virtual agent experience enabling 

faster resolution, reduced call volumes, and 

consistent 24/7 support.

Revolutionizing IT Support with 
Conversational AI and Workflow 
Automation for a Global Enterprise
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Engagement Overview

The client struggled with limited IT agent availability, slower response times, and high dependency 

on manual knowledge. Support operations lacked consistency and scalability, leading to delayed 

resolutions and higher operational costs. Mindsprint implemented a ServiceNow Virtual Agent 

integrated with Microsoft Teams, enabling intelligent, conversational support and automated 

workflows that significantly improved user experience and operational efficiency.

The client is a large organization dependent on high-volume IT 

support interactions across diverse user groups. With growing 

digital needs, the client required a scalable support model capable 

of delivering 24/7 assistance with improved consistency and 

reduced manual overhead.

About the client

Business Challenge

Limited availability of IT agents
leading to slow responses.

Scalability challenges 
during peak support hours.

Inconsistent resolutions 
due to reliance on individual support team 
knowledge.

Higher support costs 
driven by manual interventions

Difficulty in prioritizing incidents impacting 
user satisfaction.
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The support 
environment faced 
several operational 
challenges



Solutions Implemented

Business Impact
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By integrating ServiceNow Virtual Agent into the client’s support landscape, Mindsprint enabled 
a modern digital support experience that is faster, smarter, and highly scalable. Automated 
workflows, conversational AI, and enhanced accessibility have transformed 

the customer service model into a proactive, always-available support ecosystem.

Conclusion

The organization now benefits from a scalable, intelligent support layer capable of meeting evolving 
user expectations.

Immediate ROI 
through guided 
setup and prebuilt 
workflows

Faster response 
and resolution 
through automated 
conversations

Improved user 
experience with 
self-service 
interactions

Significant 
reduction in 
support call 
volumes

24/7 availability 
enhancing 
operational 
efficiency

The Virtual Agent implementation delivered clear business value:

Integration with Microsoft Teams for 

intuitive, user-friendly interactions.

Delivery of personalized 

conversational experiences for 

incident reporting and service 

requests.

Issue Auto-Resolution powered by 

Natural Language Understanding 

(NLU) to detect user intent and 

trigger automated workflows.
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Conversational Analytics offering 

insights into user behavior and 

trends.

Workflow Automation, 

eliminating up to 80% of 

repetitive manual work.

Mobile-friendly access, enabling 

support on the go.
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Mindsprint deployed an advanced virtual agent solution powered by ServiceNow capabilities.

This solution created a modern, always-on support ecosystem 
with consistent quality and streamlined operations.



For More Information

Follow Mindsprint for insights & updates

GET IN TOUCH

Mindsprint reimagines business through talent, technology, and insight-driven solutions. 

With a proven track record spanning two decades, the company has enabled digital transformation for clients in 

over 60 countries, spanning diverse industries such as retail, agriculture, manufacturing, healthcare and life 

sciences. 

Mindsprint offers a differentiated suite of services, including enterprise technology applications, 

business process services, and cybersecurity solutions. 

Mindsprint is headquartered in Singapore, with a strong global presence across the 

US, UK, Middle East, India, Australia and Africa.

Visit our website at https://www.mindsprint.com

Request a Demo

Reach out to us at connect@mindsprint.com
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https://www.youtube.com/@Mindsprint_Globl
https://x.com/MindsprintGlobl
https://www.linkedin.com/company/mindsprint/?viewAsMember=true
https://www.instagram.com/mindsprintglobl/
https://www.mindsprint.com/contact-us
mailto:connect@mindsprint.com
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