ManageEngine
~ ) ServiceDesk Plus

NS
y 2

Al in ServiceDesk Plus
On-Premises

Service desks, across organizations, manage high volumes of
requests and operational data. As request volumes increase,
manual processes can slow down resolution, reduce
consistency, and limit visibility into recurring issues. These
challenges are addressed in ServiceDesk Plus by Zia, a robust
Al engine that helps automate routine service desk tasks and
provide operational insights.
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Overview of Al Technologies in ServiceDesk Plus

Ziais the Al assistant that ServiceDesk Plus On-Premises uses to
enhance your service desk experience.

Zia in ServiceDesk Plus brings you Al-powered capabilities through
Generative Al, Predictive Al, Al Agents, and Virtual Bot.

Zia analyzes service desk data within the local environment and assists
technicians and administrators in managing requests more efficiently
and consistently.

Zia also reduces the volume of service desk requests by providing
automated responses and guidance to users.

In this document, we will discuss how to configure ServiceDesk Plus Al
features that are powered by Al and how best to use them to enhance
the service desk experience for your organization.

The following features, categorized by modules, use predictive,
generative, or agent-based Al to perform specific service desk
operations.
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Configuring Al in ServiceDesk Plus

Ask Zia (Virtual Al Assistant): Allows users to query service desk data by using
natural, simple language. This virtual bot helps users quickly retrieve
information and insights without manually searching through the application.

Go to Admin > Zia > Zia Bot > Zia Chat Bot Settings > Ask Zia

For Ask Zia to work within the application, you must also configure a large
language model (LLM), such as ChatGPT. Currently, only ChatGPT is the
supported LLM. Check for ChatGPT integration under Admin >

Apps & Add-ons > Integrations > Third Party > ChatGPT

Furthermore, configure MCP tools to secure inadvertent exposure of sensitive
data, restrict unauthorized actions, and define access scope for users.

MCP tools help an Al agent securely call real functions in the system such

as querying data, creating tickets, or triggering workflows. It uses a standard
protocol with structured inputs and outputs. They bridge the Al model and
the application so the agent can take actions, not just generate text.

MCP tools, within ServiceDesk Plus, allow you to perform over 65 operations.

Classic Zia Bot: Interacts with users and answers common guestions and
guides them through service desk processes. It resolves routine queries
automatically.

Configure under Admin > Zia > Zia Bot > Zia Chat Bot Settings > Classic Bot

Zia Agents: Assists technicians by automating routine actions and providing
contextual recommendations. They help improve efficiency by reducing
manual effort during request resolution.

Configure under Admin > Zia > Zia Agents
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Also ensure that ChatGPT is integrated under Admin > Apps & Add-ons >
Integrations Third Party > ChatGPT

Note: Zia Agents can be executed only via Request Triggers.

Data Handling in ServiceDesk Plus

ServiceDesk Plus shares data with LLMs in a minimal, controlled, and
privacy-aware manner. Only data that's necessary for the task is shared,
masking or anonymizing sensitive information wherever possible.

@® Minimal necessary data shared: Only the minimum information
required for a specific Al task (such as summarization, prediction,
or reply assistance) is sent to the LLM. This limits exposure of
unrelated data.

@® Pll masking: Personally identifiable information (PIl) is masked
before sharing with ChatGPT, protecting sensitive information.
Currently, Pll such as email address, phone number, IP address,
bank account number, and card number is masked.
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Al - Powered Request
Intelligence

automatically analyzes incoming requests,
understands user intent, and suggests the
rightactions, categories, and solutions to resolve
issues faster.

Validate Request Reopening

BR. Whatisthisaction?

A check that determines whether a closed request is eligible to be
reopened. Zia evaluates end-user replies to completed requests and
intelligently reopens only those that require further action.

? Why does this matter?

Prevents unnecessary reopening, preventing clutter from thank-you
notes, out-of-office messages, and acknowledgments, and ensures
that only valid issues re-enter the workflow.

/\ How does this work?

N  Ziaevaluatesthe reply content and predicts whether to reopen the request.
When Zia (predictive Al) cannot confidently determine intent, ChatGPT
(generative Al) is used as a fallback to analyze the response.
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Edit Assign ~ Actions v Reply ~ & Timer

#9 Unable to fetch mails

by Guest 2 on Jan 28,2026 02:59 PM | DueBy: [K Jan 28,:

Zia Notifications

Reopen (2)

User's Email ID : -

Details Resolution Tasks Checklist Work Logs Tim

Email Content : Issue still persists. Kindly assist

Reopen Action : Reopen

User's Email ID : -

~~ Description

Email Content : Thank you
Reopen Action : Retain Closure

| am unable to fetch mails from the mail server

& Browse Files or Drag files here |

Reply All Reply Forward

Conversations E-mail [J System Notifications Notes

Resources

@ Request Reopening Validation

@ ChatGPT Integration - Reopen Pred

Add Notes T

iction

£

z
@~ -

View All X
1d ago

1d ago


https://help.servicedeskplus.com/zia#configure-zia
https://help.servicedeskplus.com/chatgpt-integration#reopen-prediction
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Execute User's Approval Action

What is this action?

An action handler that interprets and executes user approval or rejection
responses. Zia scans approval emails and automatically applies
approvers' decisions

Al Whydoes this matter?

Eliminates delays caused by unclear approval responses and speeds up
request processing.

/\ How does this work?

N”  Ziaanalyzes user responses (Approve/Reject/Need Clarification) and
maps them to the appropriate approval action automatically. It scans
approval emails and automatically applies approvers' decisions on:

@® Requests
Changes
Purchase orders

Purchase requests

® & ¢ O

Releases
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ChatGPT serves as a fallback when Zia fails to arrive at a conclusive/accurate
response.

“« Edit Assign ~ Actions ~ Reply ~ () Timer > Q- °Z§Q -

#19 Please provide me an iPhone for our product Zia Notifications ViewAll X

by Heather Graham (2 on Jan 28,2026 04:33 PM | DueBy: N
Approvals (1)

) . ) User's Email ID : shawn@zylker.com 4:34 pm
Details Resolution Tasks Checklist Work Logs App

Email Content : Need clarification

Approval Action : Need Clarification

@ Level 1:LevelOne - Pending Clarification

Send for Approval o Add Approvals

O STATUS APPROVERS SENT (

()] % Pending Clarification =~ Shawn Adams Jan 2¢

v Level One

Need clarification Please fill in the following details. 1. Are you
Android)environment. 2. Have you checked within your team foi

not have to procure this separately Tags

Resources

@ Email-based Approvals

@ ChatGPT Integration - Approval Prediction



https://help.servicedeskplus.com/zia#configure-zia
https://help.servicedeskplus.com/chatgpt-integration#approval-prediction
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Category Prediction

What is this action?

An Al-powered action that automatically predicts the most appropriate
category for an incoming requests.

Why does this matter?

Improves classification accuracy, reduces manual effort, and enables
faster routing and resolution.

How does this work?

Zia learns from historical request data and applies pattern recognition
to categorize new requests. Zia predicts and suggests the most appropriate
request category based on the subject and description.

The minimum historical data required for the training is 500 requests.
Suggestions are shown during request creation and can be auto-applied
for APl and email-created requests.
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/40 Suggestions

Based on the request content, Zia suggests these values for specific fields.

[ Category . "Operating System” ]

You can apply or reject Zia's suggestion before the request is added.

An illustration of category prediction in request form

Resources

@ Category Prediction



https://help.servicedeskplus.com/zia#configure-zia
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Template Prediction

What is this action?

An Al-powered action that recommends the most relevant request
template even as users raise requests.

Ensures consistent data capture, helps users submit complete and

‘%j, Why does this matter?

accurate requests, and reduces technician follow-ups.

/\. How does this work?

N  Ziaanalyzes request context and past submissions to predict the
best-matching template. It follows two methods:

@ Zialearnsfrom historical data (minimum 500 requests required)

@ ZiaBot(ChatGPT-enabled) predicts templates based on natural

language descriptions

/¢ Suggestions

Based on the request content, Zia suggests these values for specific fields.

[ Template : “Mail fetching” ]

You can apply or reject Zia's suggestion before the request is added.

Apply Reject

An illustration of template prediction in request form
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Add request

+ Requester

Asset(s)

Request Type

Status

Mode

Level

Group

Technician

Service Category

E-mail Id(s) To Notify

administrator

Job Title: - | Department: -

--Select--

Not Specified

Open

Chat Bot

Tier 3

Not Specified

Not Specified

Hardware

Select or enter the email IDs

* Subject

| have printer issue

Description

B I U & Roboto v10 v A R

| am unable to take print out from the printer

Add request Reset Cancel

An illustration of incident template prediction in Zia Bot

Resources

@ Template Prediction - Zia

@ Template Prediction - ChatGPT

X
Template  Printer problem e
Q+ 1 Pending Requests
Contact number : 1234455 = Site:-  More
v Impact Not Specified v
v Impact Details
Z
v
Urgency Not Specified v
v
Priority Medium v
v
Category Printers v
v
Subcategory Not Specified v
v
Item Not Specified v
+
XXv SVIEVEYAEA LY W PARSE BB O v % tia



https://help.servicedeskplus.com/zia#configure-zia
https://help.servicedeskplus.com/chatgpt-integration#template-prediction
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Generate Post-Incident Review

What is this action?

An Al-powered action that generates detailed post-incident review reports
by using request details, impact, resolution, and recent conversations
or notes.

Why does this matter?

Reduces manual documentation effort and supports continuous
improvement and compliance needs.

How does this work?

ChatGPT reviews incident timelines, actions taken, and resolution data to
generate a structured review.

Al analyzes the request's subject, requester name, created time,
resolution, impact description, and the last 10 conversations and notes to
create a comprehensive review including incident summary, root cause
analysis, resolution steps, impact assessment, and recommendations.
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(- ServiceDesk Plus

UEM Products MDM  Advanced Analytics

Open Requests (3) &

#3 Facing printer issues
DueBy Date : -
Requester : Guest

52

#2 Printer problem

DueBy Date : Apr 7, 2026 12:42...

Requester : Guest

gﬁ
&
#1 Test
DueBy Date : -
Requester : Guest
65.9
&
o [
Chats Groups

Resources

ashboard

«  Edit Assign ~

Problems Releases  Solutions  Mainten

Requests hanges  Projects

ADManager Plus  PAM360 KMP  Site24x7 OpManager Applications Manager ~ Eventlog Analyzer  AD Self Service ~ Z

Actions ~ Reply ~ @ Timer

#3 Facing printer issues

by Guest ©2 on Apr7,2026 10:46 AM | DueBy: N/A

Details Resolution Tasks Checklist Work Logs Time Analysis Associations History

Show Summar,

~ Description « a (o

| am facing issues with the printer due to a driver error. The printer is connected, but it is not processing any print jobs.
An error message related to the printer driver appears whenever | try to print. | have tried restarting the system and
reconnecting the printer, but the issue persists. Kindly assist in resolving the driver issue at the earliest.

| also attempted to reinstall the printer driver, but the problem was not resolved. This issue is impacting my work, so a
prompt resolution would be appreciated.

@ Browse Files or Drag files here [ Max size: 10 MB. ]

Reply All Reply Forward Recommended Template

Conversations E-mail (0 system Notifications Notes Add Notes 3 &

No Conversations

@ Generate Post-Incident Review

@ Ask Zia

(o)

Generate a PIR for request ID 3

Post-Incident Review for Ticket ID: 3

. Summary of the Incident: The user
reported issues with a printer that
was not processing print jobs due to
adriver error. Despite attempts to
restart the system and reconnect the
printer, the problem persisted. The
user also attempted to reinstall the
printer driver without success,
leading to a request for assistance.

. Root Cause Analysis: The root cause

of the incident was identified as a

corrupted printer driver, which

prevented the printer from
functioning correctly and processing
print jobs.

Steps Taken to Resolve:

. The corrupted printer driver was

completely uninstalled from the

system.

The latest compatible printer driver

was downloaded from the official

source.

6. The new driver was installed and

N

s

o

Message Zia...

(®) Stop



https://help.servicedeskplus.com/chatgpt-integration#generate-pir
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Request Summarization

What is this action?

An Al-powered summarizer that provides the synopsis of a request and
its conversation history.

Why does this matter?

Helps technicians quickly understand the issue without reading long
threads.

How does this work?

ChatGPT extracts key information from request descriptions, notes, and
conversations.Provides instant summaries of request details under Show
Summary on the request details page.

ChatGPT analyzes the latest 30,000 characters in the description, along
with the last 10 conversations and 10 notes to generate a concise
summary. For requesters, only visible notes and conversations are

included.
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/33 #3 Facing printer issues
v

by Guest &2 on Apr7,2026 10:46 AM | DueBy: N/A

Details Resolution Tasks Checklist Work Logs Time Analysis Associations History

=> Hide Summary

Summary powered by Chat GPT

The user is experiencing a printer issue caused by a driver error, which prevents any print jobs from being processed.
Despite the printer being connected, an error message related to the printer driver appears when attempting to print. The
user has already tried restarting the system, reconnecting the printer, and reinstalling the printer driver, but the problem

remains unresolved. The user requests prompt assistance to resolve the driver issue, as it is affecting their work.

Close

Resources

@ Request Summarization



https://help.servicedeskplus.com/chatgpt-integration#request-summarization
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Reply Assistant

What is this action?

An Al-powered action that helps technicians draft accurate and contextual
responses. Helps technicians generate replies, rephrase content, and
perform grammar checks while replying to or forwarding requests.

3¢ Why does this matter?

! Saves time, improves communication quality, and ensures consistent
responses.
#\. How does thiswork?
(4 '

N”  Alusesrequest context and historical replies to generate suggested
responses.The ChatGPT icon appears in the text editor for Reply,
Reply All, and Forward actions.

Technicians can:

@® Generate content from prompts (up to 10,000 characters)
@ Generate replies based on selected text
@ Rephrase existing content

@® Check grammar
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Description
B I U S Rboto v10v AR XvEvEWEYELvW 2RSBBO P % 4
Requester : administrator Ganersle Contunt X
Due by time : Oct 15, 2024 01:17 PM
Category : Printers Write troubleshooting reply for printer problems.
Description :
The 5th-floor printer in the office is not working for me. | configured the details ¢ .
shows that the printer is connected but is not working. | reconfigure the printer ¢ i

let me know what i must do.

Click for details ; **##sksnkhsksnnns

Resources

@ Reply Assistant



https://help.servicedeskplus.com/chatgpt-integration#reply-assistant
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Email Automation

Email-Based Automation with Zia Parser

What is this action?

An Al-powered email parsing that extracts structured information from
incoming emails. Zia Parser analyzes email content and maps key details
to request fields using learned patterns.

Why does this matter?

td
-~
~

Automates ticket creation and field population, reducing manual data entry.

e g

\
4

How does this work?

/./ \
\

The Zia Parser processes incoming emails with configured subject phrases
(default: @ZIA) and performs automated actions.

When an email containing the configured phrase is received, Zia Parser
analyzes the email content by using natural language processing and
executes various actions. Multiple actions can be performed through a
single email.

The following automated actions are performed through Zia Parser:
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Creating, editing, or updating requests
Updating request properties
Sharing or picking up requests

Closing or canceling requests

® &6 & 0O

Adding notes, resolutions, tasks, work logs, or reminders

Zia Parser is trained daily with the latest 50,000 records to improve
accuracy.

Mail Server Settings - E-mail Command < Previous  Next >
Troubleshoot 4
[,\E Mail Fetching status : RUNNING © Stop Fetching Last attempt to fetch mail : Tue Feb 25 09:47:13 IST 2025 © Pending Count: 0 Error Mail Count: 0 C
Incoming Qutgoing Spam Filter E-mail Command Delimiter Refer the Admin Guide for more details <) View History

@ E-mail Command can be used to parse the incoming e-mail and to set various request fields (like Category, Status, Priority,..) from the e-mail content. When 'Enable E-mail Command' is enabled and
incoming email subject contains the 'E-mail Subject contains’ field value, e-mail content will be parsed and various request fields will be set based on 'Command Delimiter’ field value.

The Zia parser parses the email content and performs actions on a request or update request properties. When the Zia parser is enabled and an incoming e-mail's subject contains the configured
phrase, the latest conversation in the email content will be parsed to perform request actions/update request properties.

() Enable E-mail Command Enable Zia Parser Test Zia Parser
# E-mailSubjectconains * E-mail Subject contains
@e@ @2IA

+ Command Delimiter

@@

Fields to exclude
Department * | | Technician * | | Urgency *

Sample e-mail content
@@OPERATION=AddRequest@@

@@CATEGORY=Printer@@ Actions to exclude
@@SUBCATEGORY=Tray1 @@
@@ITEM=Paper Jam@@ Close Request * | | Pickup Request *

@@LEVEL=Tier 10@
@@MODE=Web Form@@

Append zia parser information in outgoing mails. Modify this information
® All notifications () Configured Templates ) None

Acknowledge sender of the zia parser prediction
Acknowledge sender when the zia parser has taken action on the mail [ Customize ]

Acknowledge sender when the zia parser could not parse any properties [ Customize |

Zia Parser Configuration
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- Edit Assign ~  Actions v  Reply v+  (J Timer >

#281 Printer issue Zia Notifications

by Howard Stern ©2  on Mar 27,2025 06:13 PM | DueBy: N/A
Approvals (1)

View All

Reopen (1) Parser (3)

Details Resolution Tasks Checklist Work Logs App @ The properties and actions predicted by the Zia parser are
— listed as follows. Click over the properties and actions to view
the email that was used to add/update this request. Select
the properties and actions and click the thumbs up or thumbs
down button. Know more

~~ Description
Valid
To:

Invalid

Properties Action

Create a request for "Printer issue" and assign it to Heather

() Subject
Regards,

([J Technician
Howard Stern

ManageEngin?'

ServiceDesk Plus

: Printer issue

: Heather Graham

x

: [l Open
: Not Assigned
1 o0v

1 : Heather Graham

: Not Assigned
ierties

: @ Share Request
ate Problem
ate Change

2 initiated due to this
st

_st caused by Change

-+ Associate Project

Accessing Parsed Properties and Actions via Zia Notifications

Resources

@ Zia Parser


https://help.servicedeskplus.com/zia-parser
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Al Agents

L1 Support Agent

What is this action?

An Al agent-based action that handles common, repetitive support
requests. It acts as a first-level support agent, identifying the most relevant
solutions and communicating them to the requester via email.

Why does this matter?

Reduces the technician workload and resolves routine requests quickly.

How does this work?

The L1agent uses predefined workflows, knowledge base articles, and
contextual understanding to respond or resolve requests.

The agent analyzes incoming requests, searches the knowledge base
for relevant solutions, and automatically sends solution recommendations
to requesters, reducing the load on technicians for common issues.
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#39129 Unable to Connect to Network Printer

by £ on Dec 29,2025 03:50 PM | DueBy : Dec 29, 2025 05:50 PM

Details Resolution Tasks Checklist Work Logs Time Analysis Associations History

=< Show Summary

> Description

Conversations E-mail () System Notifications Notes Add Notes $ »
@ L1SupportAgent Dec 29, 2025 03:50 PM “ “ -~
To

Subject: Solution for Request ID 39129: Unable to Connect to Network Printer

Dear Beni,
Based on your request regarding the network printer issue, please try the following solution:

Ensure the printer is powered on and connected to the network.

Set the correct printer as the default printer.

Clear all pending print jobs and retry.

Restart the printer and the computer.

If the printer shows offline, restart the printer and check network connectivity.
Remove and re-add the printer if needed.

Ensure the printer is not set to “Use Printer Offline."

Verify the printer IP address.

Update or reinstall the printer driver.

Reconfigure the printer using the correct network address.

You can also refer to the detailed solution here: Solution Link
If you need further assistance, please let us know.

Regards,
L1SupportAgent

Reply All Reply Forward Resend

Resources

@ L1 Support Agent



https://help.servicedeskplus.com/zia-agents$l1
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Request Resolution Agent

What is this action?

An Al agent designed to assist in resolving requests end-to-end.
Generates a concise request summary and adds resolution details directly
to the request, helping technicians close requests faster.

3y Why does this matter?

!! Accelerates resolution times and improves consistency in handling
complexissues.

/\- How does this work?

N  Theagentanalyzes request context and suggests a resolution.

The agent analyzes the request conversation and history, creates a
summary of the issue and resolution steps, and automatically populates
the resolution field to streamline request closure.
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#1 Printer issue

by Jeniffer Doe ©2 on Jan 2,2026 01:10PM | DueBy: N/A

Details Resolution Tasks Checklist Work Logs Time Analysis Associations History

Resolution Tried Solutions

Resolution submitted by : RequestResolutionAgent /> Submitted on : Jan 2, 2026 01:13 PM
Resolution

Issue Summary

The user reported an issue with printing documents, stating that the printer was powered on but print jobs were stuck in the queue despite restarting both the printer and their
system.

Root Cause / Findings
The print queue was blocked, and the printer status or network connectivity may not have been properly set.
Resolution Steps Taken

The support team advised the user to check if the printer was set as the default, verify its status, clear the print queue, and ensure network connectivity if it was a network printer. The
user followed these steps.

Outcome / Verification

The user confirmed that the issue was resolved after performing the recommended steps.

Preventive Action (if any)

Ensure the printer is set as default, regularly check printer status, and monitor network connectivity to prevent recurrence.
Reference / Related Tickets

None mentioned in the request summary.

Resources

@ Request Resolution Agent



https://help.servicedeskplus.com/zia-agents$req-resolution-agent
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Incident Review Summariser

What is this action?

An Al-powered summarizing action that generates a concise summary
of the incident’s life cycle and resolution.

Why does this matter?

Makes incident insights easily accessible for audits, reviews, and reporting.

How does this work?

The agent condenses incident logs, communications, and resolution steps
into a clear review summary. The review is added as a note to the request,
helping administrators maintain consistent incident documentation with
minimal manual effort.

This agent is configured to trigger after an incident request is closed or
resolved.
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#39129 Unable to Connect to Network Printer
by 2 on Dec 29,2025 03:50 PM | DueBy : Dec 29, 2025 05:50 PM
Details Resolution Tasks Checklist Work Logs Time Analysis Associations History

—< Show Summary

> Description

Conversations E-mail (O system Notifications Notes Add Notes . P

El IncidentRevi iser Dec 29, 2025 03:58 PM o

Post Incident Review

Incident Summary

On December 29, 2025, user Beni reported being unable to connect to a network printer. The printer appeared offline, and print jobs were not processing. Multiple troubleshooting
steps were provided by the L1 support team, but the issue persisted, and print jobs remained stuck in the queue. The incident was resolved within approximately seven minutes of
being reported.

Root Cause Analysis

The root cause of the incident was a connectivity issue between the user's workstation and the network printer. Contributing factors included possible misconfiguration of the
printer's network settings, outdated or corrupted printer drivers, or a temporary network disruption. Additionally, the user reported being unable to reset their VPN password,
which may have compounded access issues.

Steps Taken to Resolve

- L1 support provided a series of standard troubleshooting steps, including: - Verifying the printer was powered on and connected to the network. - Setting the correct printer as
default. - Clearing pending print jobs. - Restarting both the printer and the user's computer. - Removing and re-adding the printer. - Ensuring the printer was not set to “Use
Printer Offline.” - Verifying the printer's IP address. - Updating or reinstalling the printer driver. - Reconfiguring the printer with the correct network address. - The user was
directed to a detailed solution article for further guidance. - The issue was resolved, and the printer was restored to normal operation.

Impact Assessment

The impact was limited to a single user (Beni), who was unable to print documents for a brief period. No broader business operations were affected, and there was no reported
data loss or security risk.

Recommendations / Preventive Actions

* Review and update printer driver packages on user workstations to ensure compatibility and reduce future incidents. - Periodically verify network printer configurations
and connectivity. - Provide users with clear self-service documentation for common printer issues. - Investigate and address the reported VPN password reset issue to
prevent compounding access problems in the future. - Consider monitoring network printers for offline status to enable proactive support.

Edit Delete
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Context-Aware Solution Suggestion

What is this action?

An Al-powered action that recommends relevant solutions based on the
request context. Al matches request details with historical resolutions and
knowledge base content.

s Why does this matter?

!’ Increases first-contact resolution and reduces dependency on senior
technicians.

/\ How does this work?

N  When ChatGPT is enabled, Zia Bot analyzes the user's query and generates
a summary of relevant solutions from your Solutions module. If internal
solutions aren't sufficient, users can explore external sources via ChatGPT.
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4 ChatGPT Configurations

Enable ChatGPT

*Organization Name test
+Organization ID [4 Organization Settings

* AP| Key [ Generate API Key

Features
LIST PERMISSIONS
Approval Prediction System
() Ask Zia (Conversational Chatbot) System
Generate Post Incident Review System
Reopen Prediction System
Zia Agent - Incident Review Summariser System
Zia Agent - L1 Support Agent System
Zia Agent - Request Resolution Agent System
Classic Bot - Ask LLM Al v
Classic Bot - Context: e Solution St ion All v~
Classic Bot - Explore solutions All v
Classic Bot - Explore solutions while creating request All ~
Classic Bot - Template Prediction All v
Reply Assistant All v

®
Channels

Resources

@ Context-Aware Solution Suggestion

2% e

Ask Zia

@ Could you briefly describe the issue you
are facing?

I have printer issue

@ Check if the printer is powered on and
connected. Restart the printer and
system, clear the print queue, and restart
the print spooler service to resolve the

issue.

Reference solutions:

® Printer Not Responding

Did the recommended solutions resolve

your issue?

Yes, thank you
Search again with a refined query
Create a new request

No, | would like to try ChatGPT &}

(®) Stop

Message Zia...

Start a new conversation


https://help.servicedeskplus.com/chatgpt-integration#context-aware-solution-suggestion
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Explore Solutions (External Search)

What is this action?

An Al-powered capability that searches external sources for possible
solutions.

Why does this matter?

Expands troubleshooting options beyond internal knowledge bases.

How does this work?

Al performs contextual searches on trusted external resources and
presents relevant findings.

When searching for solutions in Classic Zia Bot, users can explore external
knowledge sources by using ChatGPT through the I'd like to try ChatGPT
option.

ChatGPT searches the web to generate relevant solutions based on the
user's query. Users can provide additional prompts to refine results.
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%

Ask Zia

@ Could you briefly describe the solution you

are looking for?

@ For printer issues, check connectivity,
restart devices, clear print queues, and
ensure drivers are updated. Specific
solutions include restarting the print
spooler, removing jammed paper, and
setting the printer to online mode.
Reference solutions:

Printer Not Responding
Printer Showing Offline
Driver Error

Paper Jam Issue

Poor Print Quality

Did the recommended solutions sort

things out for you?

Yes, try other actions

No, I'd like to try ChatGPT &)

No, I'll try later

Message Zia...

Resources

=] Explore Solutions

Search Solutions

printer issue solutions

(®) Stop
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Explore Solutions While Creating a Request

What is this action?

An Al feature that suggests solutions to users while they are
submitting a request.

3y Why does this matter?

’ " Deflects tickets and enables users to resolve issues independently.

/\' How does this work?

N”  Alanalyzes the request being typed and recommends relevant
solutions in real time.

While creating a request by using Zia Bot, users can ask ChatGPT to search
for solutions from the web. If no solution resolves the issue, users can exit
ChatGPT and proceed to create a new request.

While submitting a request, users can use the | would like to try ChatGPT
option to search for external solutions that might resolve their issue.
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Ask Zia

Could you briefly describe the issue you

are facing?

I have a printer issue

To resolve your printer issue, check the
power and connection status, restart the
printer, and clear the print queue. If the
problem persists, consider restarting the
print spooler service or reconnecting the
printer to the network.

Reference solutions:

Printer Not Responding

Did the recommended solutions resolve

your issue?

Yes, thank you
Search again with a refined query
Create a new request

No, I would like to try ChatGPT (&

(w) Stop

Message Zia...

Resources

Start a new conversation

[=] Explore Solutions While Creating Request
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Ask Zia — Conversational Bot

What is this action?

Ask Zia, a conversational Al bot assists users with common service desk
interactions. Al enables users and technicians to interact with
ServiceDesk Plus by using natural language. Users can ask questions and
execute actions through simple conversation.

Why does this matter?

Provides instant support and reduces dependency on human agents.

How does this work?

The Ask Zia bot uses predefined intents, workflows, and Al-based
understanding to respond to user queries.

Ask Zia leverages ChatGPT as the underlying LLM to understand queries
and performs actions. It uses MCP (Model Context Protocol) Tools to
access ServiceDesk Plus data and execute 65+ operations including
creating requests, assigning technicians, adding tasks, and more.

Note that this available only in the Enterprise Edition.
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You can perform the following operations via MCP tools.

-
Module Subentity Supported Operations
Requests Request Create, update, assign, pick up, close,
summarize, and review requests
Templates Retrieve all incident and service templates
Tasks Add, update, assign, comment, close tasks; fetch
tasks and task comments
Notes Add, update, and retrieve notes
Approvals Approve or reject request approvals
Notifications | Retrieve notifications linked to requests
Resolution Retrieve resolution details
Changes Change Create changes; fetch all changes and their stages
Tasks Add, assign, and retrieve change tasksv
Notes Add and retrieve change notesv
Approvals Approve or reject change approvals
Approvals Pending Retrieve all pending approvals for requests and
Approvals changes
Announceme Announcem Fetch announcements
nts ents
Solutions Solutions Add solutions, search solutions by using RAG;
retrieve solutions, impacts, topics, comments
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IT Helpdesk Home Dashboard Requests Problems Changes Projects Releases Solutions Maintenance Assets CMDB

= Ask Zia o e
UEMProducts MDM  Advanced Analytics ADManagerPlus  PAM360 KMP  Site24x7  OpManager  Eventlog Analyzer  AD Self Service ~ Zoho Creator App ||  m« Getting () -
Q Zia - Zia Bot + _ Enabled Automatically open Zia chat when requester logs in ‘ Welcome back, administrator! It's been a
while, great to see you again.
Service Desk Configration’ > Zia Chatbot Settings  Zia Widget
Users & Permission > | want to create requests for printer issue in
. ; Ask Zia © Classic Bot the default template
Mail Server Settings .
Conversational style chatbot that leverages LLM and MCP tools to Button style chatbot with predefined wor|
Customization > perform actions. To configure this chatbot, at least one LLM vendor... this workflow to suit their needs. ﬁ The requestfor fheprifter issue has
been created using the Default Request
Templates & Forms > template.
Automation > You can view the request here:

ChatGPT
Discovery >

ChatGPT's open Al capabilities can analyze a
User Survey > user's email content and predict actions. You @ powered by ChatGPT
can ask ChatGPT to search solutions, suggest...

General Settings Add a task to the request to Purchase a

c toner

Apps & Add-ons >
Developer S > ﬂ )

eveloper Space A task titled "Purchase a toner” has
Zia already been added to the request for

i ¥ E

the printer issue.
Zia Configurations You can view the request here:
MCP Tools
®©stop

Data and Administration > Message ChatGPT.

2 Groups cna(r?we!s < &9

Resources

[=] Ask Zia Conversational Bot

@ Zia Bot Overview
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Classic Zia Bot

What is this action?

A conversational Al bot that assists users with common service desk
interactions. Zia Bot uses predefined intents, workflows, and Al-based
understanding to respond to user queries.

Why does this matter?

Provides instant support and reduces dependency on human agents.v

How does this work?

A guided chatbot helps users perform 20 predefined operations through
menu-driven interactions, including raising tickets, searching solutions,
viewing requests, and managing tasks.

Users select from available actions or type commands. The bot
guides them through step-by-step workflows.
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ServiceDesk Plus  Home Dashboard Requests Problel Maintenance  Assets  Cl Purchase

nges Projects Releases

UEM Products MDM  Advanced Analytics ADManager Plus PAM360 KMP OpManager  Applications Manager ~ Eventlog Analyzer ~ AD Self Service ~ Zoho Creator App M« Getting Started PRy o
Ask Zia
Q search Zia-ZiaBot v _ Enabled o
- Q¢ Solution O
i igurati > . .
Service Desk Configuration Zia Chatbot Settings ZiaWidget ~ Customization X X
Printer Not Responding
Users & Permission >
Ask Zia Classic Bot i i i
Mail Server Settings N Z;A ) Printer Showing Offline
Conversational style chatbot that leverages LLM and MCP tools to perform Button style chatbot with predefined workflow. Us:
Customization > actions. To configure this chatbot, at least one LLM vendor should be... workflow to suit their needs. P —
Templates & Forms > 4 +2 More Solution
‘Automation s Actions Buttons
Do you want to continue?
Discovery s 10+ 1-100f23 >
User.Survey > = @D Addnote to request Yes
General Settings 5 Action to add note to a request
@ Greetings, administrator! What can | do
Apps & Add-ons 2 = @D  Addtask comment to request
) for you today?
Action to add comment for the task of a request
> :
DevelopekSpace I have an issue
Zia v = @ Addtaskto request

Ask for a resource / service
Action to add task to a request

Zia Configurations
g Need more assistance

MCP Tools = @D Askforaresource

Action to order a resource
Zia Agents = @D AskGPT

Action to chat with GPT =) Stop
Data and Administration >

Message Zia...
@D  AskGPT for Solution Suggestion

Action to ask GPT for solutions

=} L)
Chats, Groups Channels

Resources

[Z] ZiaBot
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Ask ChatGPT

What is this action?

A generative Al feature that allows users to ask natural-language questions
within ServiceDesk Plus.

Why does this matter?

Enables faster access to information, explanations, and guidance without
leaving the platform.

How does this work?

ChatGPT processes user queries using contextual information and
generates relevant, human-like responses.

Users can directly interact with ChatGPT within Zia Bot by selecting "Ask
GPT," entering prompts, and continuing the conversation for general
assistance.

Users submit queries or prompts up to 2,000 characters and receive
Al-generated responses. This is useful for general questions that may not
be directly related to ServiceDesk Plus operations.
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Ask Zia

Ask ChatGPT

@ Type out your query

suggest printer issue solutions

@ | apologize, but I'm only able to assist
with helpdesk-related queries such as

tickets or solutions. If you are facing a
printer issue, please provide more
specific details so | can guide you on
how to troubleshoot it.

@) powered by ChatGPT
Printer fails to print due to a driver-related

error message. Suggest
solutions/troubleshooting steps.

@ To troubleshoot a printer driver-related
error message, you can try the following
steps:

1. Update or Reinstall the Printer Driver:
2. Go to the manufacturer's website and
download the latest driver for your
printer model. Install it and check if

the isslle nersists

(®) Stop

Message ChatGPT...

Exit ChatGPT

C

Resources

[=] Ask ChatGPT in Zia Bot
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