I BUCHANAN

EELCoEL NGO L "O° GIIESS

BUCHANAN XM

Automation at Scale: How Buchanan's =

Digital Ticket Solution Saved Humber
College 25% in First Month

With its extensive student and staff population, Humber College was
looking to use new technology to continue managing its service desk
effectively while also looking for cost savings. They needed a solution that
would allow growth and scale easily to support their large and growing
user base, improve service coverage, enhance metrics for decision-
making, and reduce call wait times. The primary aim of the college was to
control costs, simplify processes, and achieve a higher first-call resolution
rate for end users.

Buchanan Technologies introduced BuchananXM, an advanced
customer experience/employee experience (CX/EX) platform, which
drives the reduction of human intervention required for ticket
resolution and replaces it with a comprehensive solution leveraging
artificial intelligence (Al), chatbot technology, robotic process
automation, and the use of live agent services as needed.

With the adoption of BuchananXM, the plan would drive cost savings
for Humber College, while supporting its 60,000 active students
and staff members. Humber College would utilize BuchananXM

to ensure continued, uninterrupted and seamless IT support. The
solution would automate a portion of the inbound IT requests and
BuchananXM would significantly reduced the burden on IT staff

and empower users to find quick resolutions to their issues. The
comprehensive platform would be used to successfully handle the
scale and complexity of Humber College’s user base, while also
improving user experiences and overall efficiency.

The institution achieved amazing results in the first month of
testing. Humber saw as much as a 67% per ticket savings in just
the first month. The BuchananXM chatbot effectively resolved 35%
of overall tickets, eliminating the need for human involvement and
the higher cost per ticket. This reduction accelerated the time to
answer and freed up valuable resources for ather critical tasks.
While testing just a few ticket types, the transition to digital tickets
resulted in a 25% overall cost savings for Humber College in the
first month, with projected savings expected to reach an impressive
75% within a year within that one line of tickets.
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In addition, the college utilized a tiered system of pricing
and was able to experience a 6% decrease in per-ticket
cost using Tst tier pricing, with additional savings projected
for the second and third tiers. Furthermore, key metrics
showcased the positive impact of BuchananXM, including
an increase in calls answered, a decrease in average
speed-to-answer time, and a substantial reduction in call
abandonment rate.

Thanks to the innovative automation solution provided by
BuchananXM, Humber College successfully transformed its
service desk operations. Integrating Al, chatbot technology,
and robust support services enabled Humber College to
achieve remarkable cost savings, improve key metrics, and
enhance user experiences. By partnering with Buchanan
Technologies and leveraging BuchananXM, organizations can
revolutionize their IT support services, drive efficiency, and
deliver exceptional customer experiences in today's digital

landscape.
“Buchanan'’s flexibility to use their
existing ticketing tool without
« Full stack provider with expertise in end-to-end infrastructure any capital outlay, their proven
management, modern workplace services, and application processes and certifications,
performance management and their reporting functionality
» Proven ITIL-based processes has made a huge impact both
« Best-in-class remote monitoring and ticketing tools financially and on our ability

to deliver excellent service to

» Continuous process improvement methodology loadershi dend .
eadership and end users.

» Customer satisfaction manitoring

« Industry-recognized best practices Ryan Burton,
« Flexible pricing and delivery models Director, I.T. Planning &
» 100% satisfaction guarantee Client Services

Humber College

Buchanan Technologies is a full-service MSP helping

organizations across the globe turn their business technologies

into a powerful competitive advantage through our Strateg!c - O G Pt s o

partnerships, state-of-the-art technology services, and digital BUCHANAN Guarantee ensures your

transformation solutions. Mid-size, enterprise, and Fortune 100 sy complete satisfaction. If we

businesses all rely on us for expert perspective, technical know- gom.meemrexceed yeLl
ervice Level Agreements after

how, and boots-on-the-ground manpower. Our methodology PEISIENY 5o qays, you don't pay us a

transforms everyday technology investments into streamlined, dime. Period.

secure, and scalable solutions that support our clients’ growth.

THECHANNELCO. THECHANNELCO.

CRN CRN et
ELITENG VY
i 0 MSP 501

2024 2024 lm 'x

BUCHANAN

TECHNOLOGIES
1.888.730.2774 | www.buchanan.com



