
YOUR IT NEEDS PROACTIVELY RESOLVED 
USING MACHINE LEARNING TECHNOLOGY

ARTIFICIAL INTELLIGENCE IN AUSTRALIA AND BEYOND

Did you know that digital technologies, including AI, will be potentially worth AU$315 billion to the Australian 
economy by 2028? To support this, the Australian industry needs up to 161,000 new specialist AI workers in 
machine learning, computer vision, natural language processing and other AI technologies. Currently the IT sector 
has 663,000 roles employed in fields related to AI, with roughly 10% of these people working in remote and 
regional areas. To meet future demand, this is set to grow by 20,000 roles per year. These predicted trends are why 
we started our AI journey over 2 years ago, as it was clear that the future of Managed Services, and our ability to 
deliver world-class experiences through technology, would rely heavily on AI and machine learning solutions. And, 
if you think AI is still uncommon, you’d be mistaken - 50% of Australian businesses have already adopted it into 
their overall transformation strategy, resulting in increased customer service levels and an ability to better deliver 
strategic IT initiatives. Here are some insights from our AI journey, that may help you get started with yours.

FAST FACTS SHEET

THE BUILDING BLOCKS FOR AI

1. 1. Before introducing machine learning, it is best 
practice to start out with automating simple 
repetitive tasks. At Brennan IT we first created a 
Self-Service Automation platform that managed 
simple jobs such as new user creation, staff off-
boarding and password resets. These now handle 
thousands of tickets a month.

2. 2. We recommend following the IT Infrastructure 
Library (ITIL) framework for IT Service 
Management (ITSM). The baseline ITSM maturity 
that you need before you can build automation is;

• CMDB, the library for your digital assets

• Event management, gathering data as it 
happens

• Correlation of events which brings the 
volume of incidents down straight away

GETTING STARTED

• Once you have your AI foundations in place, you 
can begin to build automated programs for every 
day repetitive tasks.

• First level of automation is using AI to analyse 
operations and observe patterns for operational 
improvements and lead indicators for incidents. 
Using AI to provide accurate resolution of 
incidents.

• Proactive AI-based remediation will mean instead 
of your team being interrupted when something 
goes wrong and then contacting us, they will 
simply be updated when an issue has been 
identified and resolved.

FUN FACT

Most operators only integrate into their 
automation platform when an incident reaches 
the core ITSM tool, but we gather data for our 
AI as it happens at the source, feeding machine 
learning through advanced event management.
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WHAT ARE THE RESULTS?

ON DEMAND WEBINAR

Interested in how AI can help you achieve your 
business initiatives and increase customer satisfaction? 
Hear from Brennan IT’s Chief Technology Officer and 
Head of Customer Experience – watch the full webinar 
here:

STRIVING FOR AN AI ENABLED SERVICE 
DESK

• Taking an omnichannel approach allows users to 
request support through the call centre, email, 
webchat, SMS and social channels like Teams, 
Facebook or WhatsApp.

• Continuous training loops happen as previously 
successful remediations are stored and analysed 
by the machine. Voice calls are converted to text 
and stored for learning.

• Feeds back user sentiment and customer 
satisfaction scores to enable further learning for 
future remediations.

WHAT DOES AI MEAN FOR YOUR PEOPLE?

• Enable your people to do their best work
You’ll be amazed by what your team can do with 
the right tools

• Accuracy means improved customer 
satisfaction
Brennan currently have world standard NPS score 
voted by our clients.

• Save money, time and resources
Automate tasks to reduce the cost of operations 
for both you and your customers.

WHAT DOES AI MEAN FOR YOUR 
BUSINESS?

• Maximise efficiency and output by simplifying 
process across different business units
Use AI to create quick wins for yourself and your 
people.

• Ease of engagement
Be the business your partners want to work with. 
Deliver a seamless experience for customers who 
you rely on.

• Connect directly
Seamlessly integrate with your customer 
channels via integration and automation.

60% REDUCTION
incidents over 6 months

25% IMPROVEMENT
in Mean Time to Resolve Relapsed (MTTR)

5 DAYS TO 5 MINUTES
for many tasks

30 DAYS TO 30 HOURS
provisioning SLAs

25% REDUCTION
in NPS detractor scores

How to Deliver the Best IT Services 
for Your Business & Customers
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