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RESOLVE SYSTEMS: IT AUTOMATION AT THE SPEED OF HUMANITY

Automation is the “it technology” of business and IT. Common sense dictates that manual processes simply can’t keep
up with the pace, depth, and sheer volume of changes, data, events, incidents, opportunities, and items of interest that
shape growing businesses. Throwing people at the problem turns out to be just another problem—one that is particularly
expensive, as well as monumentally ineffective. Nonetheless, “automation” is not a straightforward proposition. EMA
research consistently demonstrates that automation as a concept ranges from simple bots through complex endeavors of
processes, workflows, technologies, and results. Automation as an implemented reality spans toe-in-the-water pilots and
planning to wholehearted bet-the-business adoption.

Resolve Systems offers an automation and orchestration platform that scales up or down across the
enterprise, leveraging existing solutions, erasing silos, and maximizing the human element as it goes.
The solution set encourages organizations to optimize processes in a way that matches the human
and organizational appetite for automation, and continually evolves to keep pace as acceptance,
adoption, and application cases grow.
different businesses, they share conviction, passion, vision, and a little bit of glee. Typical comments
that EMA heard from CIOs and VP/managers of automation, NOC, security, and service include:
◦ “We as a company have embraced automation. For all the tools in that ecosystem, for every
dollar we spend, we get it back about tenfold.”
◦ “We need a toolset that’s going to evolve with us as we evolve our infrastructure. [Resolve] is the
Swiss Army knife of technology, all right. It’s the tool that has crossed all the silos and integrates
with all of our platforms.”
◦ “The tools we’ve been able to develop using the Resolve platform have provided us with continual
monthly savings of over one million dollars.”
◦ “We use Resolve in my [call] center on every customer call. It is literally our lifeblood.”
◦ “When asked, I absolutely recommend Resolve for anyone looking to grow their business. They
have to automate to be successful.”
Variations on these themes repeat with regularity. In fact, it’s easier to describe the predictable results
of using Resolve than it is to summarize the numerous ways the solution set can be used. That’s
because it is a powerful set of automation and orchestration capabilities that are put together to match
be sweeping or discrete in any combination the case requires, and the comfort level grows.
Resolve’s guiding principle is “interactive automation.” At its most basic level, this approach means
that human touch is deliberately planned into automation wherever it is needed, or makes sense, or is
just more comfortable for the customer. Analysts and experts can leverage small, agile automations as
automations are available at any point in the process for instantaneous remediation or action. For this
reason, Resolve is equally at home in operations (IT, network, security) and service (ITSM service
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Resolve on the frontline of service

Appealing to both service and operations practitioners, Resolve is a single platform on which to build
automations and orchestrations across functional areas. It features hundreds of integrations with the
leading vendors of solutions for ITSM, event management, and SIEM in roughly 20 categories. These
integrations mean that each group can continue to use its toolset of choice as it feeds or receives
action from the Resolve system. Silos cease to act as barriers and existing investments are leveraged.
The service desk is frequently a common point of entry for Resolve because the value proposition is
undeniable, and the execution is quite straightforward and universal. The goal is to bring the frontline
staff up to a level that’s on a par with engineers and other subject matter experts (SMEs)—to marry
automation with knowledge.
Resolve’s automation builder, wizards, best practices, decision trees, and thousands of prebuilt action
tasks make it as easy as possible for the experts to translate their knowledge into actionable guidance.
The lightbulb goes off when those experts realize that taking that extra step pays off in a vast reduction
of time-consuming, no-brainer escalations coming their way. The experts get to do interesting and
valuable activities in keeping with their skills, the frontline staff become a lot smarter and effective by
being enabled to do things the way an SME would, and the customer experience gets better.
As one manager of network and automation said, “The biggest impact that Resolve has had on our
business is the ability to automate complex customer troubleshooting. We’re able to put complex
troubleshooting tools in the hands of our frontline technicians to quickly and accurately solve problems
that we would have had to escalate to higher-level engineers. This has dramatically increased first-call
resolution and decreased escalation, which in turn creates a happy customer experience.”

Interactive automation at work

EMA research consistently shows that automation is a top priority across industries. Coupled with
artificial intelligence (AI) and powerful analytics, the potential of automation is a top driver for the
C-suite. However, the path to that vision differs from company to company and very frequently differs
from group to group within each company.
Although price and budget considerations are always mentioned as obstacles to automation, EMA
research finds that the real stumbling blocks are technological and human in nature.
1. Automation can never scale across an enterprise if it slams into silos of technology at every
turn. Resolve acts as an orchestrator of automations with integrations to smooth that barrier.
Those integrations let the platform ingest information from (and act upon) a wide range of tools,
technologies, platforms, and automations that are integral to operations and service. They can
also reduce the proliferation of silo-specific tools.
2. Humans distrust automation. It’s really not the fear of losing a job, especially not at the decisionmaking level. The distrust is rooted in a lack of understanding and visibility into the automation
itself. Resolve’s automation makes the human factor visible and purposeful. Each human touch
is planned for value add and effective interaction. The platform is built to allow automation to
evolve on a human scale, from orchestration of discrete tasks through end-to-end, touch-free
processes and actions.
This sliding scale of the automation/human mix means that organizations can implement Resolve
at a rate that paces to the business and culture. Each group can take an incremental approach to
automating processes and feel confident that the platform will scale to growing needs and uses as
they arise.
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An SVP Resolve customer summed this aspect up by saying, “You have to drive a cultural change
in the way that you think to fully leverage a platform like Resolve. Every time a problem is brought
before me, my question is, ‘Can we automate it? How do we automate it?’ Definitely, in the right
hands, in the right culture, Resolve can revolutionize the service management space. We will continue
to deliver incremental benefit with Resolve, so it’s going to be a never-ending development cycle [of
automations] for years to come.”

EMA CONCLUSIONS

Resolve strongly checks so many of the boxes that EMA research and field experience show enterprises
look for in any IT automation solution.
◦◦ People: From a human perspective, Resolve is accessible for organizations at every level of
automation readiness. Automation, knowledge, and purposeful human touch, combined with
ease of use that is designed for real people, make Resolve adoptable as well as adaptable.
◦◦ Technology: The fact that Resolve leverages existing investments in technology and domainspecific automations without disruption positions the platform as an IT-friendly way to unify the
enterprise automation ecosystem.
◦◦ Business: Resolve’s most basic value proposition is as old as the wheel: “Do more with less…
and repeat.” The newness here is the speed and radical effectiveness that Resolve enables.
The C-suite audience will find the quantifiable savings compelling from the start, and even more
impressive as the value mounts with increased uses over time.
Whatever Resolve’s point of entry into an account may be, the platform will predictably cross boundaries
into other areas that see its power. Security is one of those logical next steps. Resolve neatly acts as
an investigation interface to all of the tools at work, serving up a unified security incident response
dashboard—a single, go-to point of collaboration for the team.
Resolve’s Chief Product Officer captured the spirit of this progression when he said, “We’re not trying
to automate the problem away, but accelerate the process of resolution. Do what you do better. Then,
do new things.”
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