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¹ Global Consumer Insights Survey 2020: The consumer transformed, PwC, 2020.
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Now, more than ever, the dominant channel is digital as people
increasingly rely on their devices to stay connected. According to
PwC’s Global Consumer Insights Survey 2020,¹ many urban residents
have moved their shopping experiences online in the wake of the
coronavirus pandemic. This year, 46 percent more of them are using
their cell phones to make purchases, with 41 percent more using PCs
and 33 percent more using tablets. And over 90 percent of those
respondents plan to continue that trend going forward.
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When done correctly, a Transcendent Customer Experience
exceeds customers' expectations by anticipating their needs and
catering to each touchpoint they choose to use along their journey.
With a judicious blend of human and technology engagement, that
also can include preference-based interactions, self-service tools, and
a secure, consistent experience across each channel.
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The Autonomous Digital Enterprise is a vision of the future
state of businesses, enabled by the five tenets shown in Figure 1.
The Transcendent Customer Experience is all about putting
customers—both internal and external—first. By giving customers
what they need, when and where they want it, you can create better
experiences and foster real connections that make technology feel
more human.

Evolved role
of centralized IT

Data-Driven
Business

Operating Model
Characteristics

Figure 1: The Autonomous Digital Enterprise

03

INTRODUCTION

ENABLING TECHNOLOGIES

USE CASES

BMC SOLUTIONS

CONCLUSION

PREVIOUS

NEXT

Enabling
Technologies
The Transcendent Customer Experience is rooted in intelligent technology
like automation and artificial intelligence (AI) that can analyze customer
data and pinpoint ways to optimize the customer journey. The technology
also supports the Internet of Things (IoT) devices that are ubiquitous
in our everyday lives, enabling mobile-friendly user interfaces for both
customers and employees and enhanced, intuitive tools such as virtual
assistants, virtual reality, and augmented reality. Self-service is becoming
more important for users, and AI solutions that support conversational
algorithms have evolved to drive more natural interactions and superior
customer and employee experiences.
In this e-book, we will look at five use cases that exemplify how a
Transcendent Customer Experience can improve current processes,
as well as the BMC solutions that can drive those strategies for success.
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Unifying Enterprise Service Catalog
One sample use case of a Transcendent Customer Experience is the creation of a
single, consumer-like catalog storefront where employees (internal customers) can
intuitively order hardware, software, and services with just one click. Moving to this
type of setup would eliminate the current inefficient process that forces internal users
to order supplies from multiple vendors, services, and cloud providers, each with their
own unique process and portal, and often far from self-service. That, in turn, delivers
a poor user experience and unnecessary fragmentation and complexity. It’s also
difficult to govern.

PREVIOUS

NEXT

46%
more urban residents
are using their cell
phones to make
purchases

41%
more are using PCs

33%
more are using tablets ¹

By creating a unified enterprise service catalog, employees can get everything they
need in a single click, using the same modern tools and enjoying the same positive
experience as external consumers. On the back end, a unified system makes it easy
for IT to enforce enterprise policies and security from anywhere, at any time, on any
device. Adopting a modular framework and bundling tools and services also allows
solutions to be tailored to users based on their roles, locations, and requirements.
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Delivering Self-Service Through Intelligent
Omni-Channel Experiences
Customers and employees now connect to their services and solutions through a
range of tools—from their PCs to tablets to the smart phones in the palm of their
hand, and more. On the other end of the productivity spectrum, businesses are
struggling with the reduced efficiency of complex, expensive, traditional, keywordbased service approaches that don’t deliver expected benefits. On top of that,
employee interaction is fragmented across multiple channels and methods of
communication, creating a poor adoption rate by dissatisfied employees,
disruptions to service, and higher service desk call volumes.
To solve these issues, it’s time to bring contact channels into the here and now. The
omni-channel experience is all about delivering a seamless, continuous user experience,
regardless of the contact method, through the use of embedded cognitive intelligent
technologies such as chatbots, or “bots,” which use AI and machine learning (ML) to
enable a conversational, easy way to find and request services.
Even better, bots can be accessed through existing tools such as Microsoft Teams
or Slack so users don’t have to log out of or leave their current application and log
into a separate portal. AI-driven tools deliver proactive, predictive, automated, and
highly accurate services with personalized interactions and efficient natural language
processing. They can also eliminate the need to queue for human agents, allowing
those personnel to redirect energies to higher thought-process-oriented tasks.
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Scaling Service Delivery Beyond IT
IT service personnel are often running on an endless wheel to catch up with service
requests big and small, navigating the minutiae of multiple, expensive, and usually
internal and manual systems and e-mail procedures. The result is slower problem
resolution and inefficient tracking, service level agreement (SLA) management, control,
and governance of cases and requests. It also creates an environment of reduced
productivity and increases the risk of security breaches and non-compliance.
Using automation to manage workflows for business cases and requirements across
business functions would make things so much easier. Once again, chatbots can be
a useful tool for omni-channel engagements that extend traditional service channels
and enable anywhere, anytime service requests. Imagine a self-service catalog that can
be accessed through a browser or mobile app where users can request and receive
standard services according to predefined qualifications and approvals.
Automated case lifecycle management would allow agents and managers to efficiently
create, update, and resolve cases throughout their lifecycles. Knowledge management
could expand with a knowledge database that’s accessible across the organization.
Defining and tracking service level targets by case type would improve SLAs and
reduce the risk of compliance violations.

FPO
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Employing Intelligent Service Interactions
As a follow-on to the service issues noted above, service desks are also suffering with
a high volume of contacts, an inconsistent response to multiple, repetitive requests,
and low usage and consumption of available self-service knowledge resources. This
increases service desk costs and creates an inefficient environment that delivers a
poor customer experience.
One way to empower service staff to eliminate those roadblocks and get back to
more business-critical tasks is through automated, intuitive, and interactive solutions
designed for the digital workplace. Migrating to an intelligent, omni-channel, chatbotinitiated experience allows users and employees to find and request services through
a conversational and personalized interface.
The tools also work with familiar communication apps like Microsoft Teams, SMS,
and web chat and support natural language and dialogue for an easy, familiar, and
fast user experience. For service staff, that means improved response times, better
customer satisfaction, reduced costs, and freeing up resources for higher priorities.
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AI-Assisted Anomaly Detection
For every business, time is money, and when failures occur without warning, it can
lead to a significant loss of both. In the current environment, those failures can seem
sudden because processes aren’t in place to see them coming. This can lead to things
like CPU spikes and mainframe outages that interrupt services and negatively impact
customer experiences. There’s also the issue of losing mainframe experts—and their
institutional knowledge—when they retire from the workforce.
Using AI to detect anomalies beforehand, giving personnel time to address and correct
them before they ever impact a customer, is a powerful tool to add to the arsenal.
Scalable, securable, and customized, it delivers proactive lead time to get ahead of
issues as soon as they’re detected—which can be hours or days before they're visible
as a system interruption or failure. And, because AI is automated and multivariate, it
reduces the need for an in-house data scientist.

FPO
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BMC Solutions
BMC offers a range of solutions designed for intuitive, flexible interactions, including the following that can help fulfill
the Transcendent Customer Experience use cases described above.

BMC Solution

Use Cases
Unifying Enterprise
Service Catalog

Delivering Self-Service
Through Intelligent
Omni-Channel
Experiences

Scaling Service
Delivery Beyond IT

Employing Intelligent
Service Interactions

AI-Assisted
Anomaly Detection

BMC AMI
Ops Insight
BMC Helix
Business Workflows
BMC Helix Chatbot
BMC Helix
Digital Workplace
BMC Helix ITSM
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BMC AMI Ops Insight
Simplify mainframe management and empower employees with BMC AMI Ops Insight,
which predicts potential problems to reduce and help prevent performance issues and
outages. The solution also:
•

Detects anomalies before they impact your mainframe

•

Reduces mean-time-to-resolution (MTTR) with actionable insights

•

Minimizes detection time and maximizes lead time for remediation with machine learning

•

Examines key metrics collectively and reduces false positives with multivariate analysis

•

Lowers the learning curve for new employees with built-in domain expertise and data science

To learn more, please visit bmc.com/ami-operational-insight
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BMC Helix Business Workflows
Transform the way you manage, automate, and scale business services with BMC Helix
Business Workflows. Reduce the complexity created by disparate workflow and case
management tools by collaborating across business functions. Change the way service
is consumed and delivered and extend beyond traditional service channels with
chatbots and virtual agents. You can also:
•

Leverage cognitive capabilities to eliminate manual work and drive ROI through
automatically applied case templates or categorization to cases

•

Empower business users with pre-defined workflows that allow them to create
and automate workflows without writing code

•

Deliver modern case management with quick case creation through recommended
templates and knowledge articles

•

Leverage BMC Helix Platform to tailor applications to specific business requirements

To learn more, please visit bmc.com/business-workflows
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BMC Helix Chatbot
BMC Helix Chatbot is tailored to the familiar platforms and devices employees
are already using to enable fast, accurate, native experiences to users across
their channel of choice—Slack, SMS, Microsoft Teams, Skype for Business, and
Progressive Web. Available with BMC Helix Digital Workplace and BMC Helix
Business Workflows, additional features include:
•

Cognitive search across unstructured and structured data and multiple
knowledge bases

•

Line of business (LOB) support through multiple, specialized chatbots tailored
to the needs of the organization (HR, Facilities, etc.)

•

Call-and-execute custom processes and workflows and automated training
of BMC Helix Chatbot with the BMC Helix Digital Workplace catalog

•

End-user surveys and smart reporting to measure and improve performance
and increase accuracy

To learn more, please visit bmc.com/chatbot
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BMC Helix Digital Workplace
BMC Helix Digital Workplace delivers modern self-service for the digital workplace
through intuitive, omni-channel, conversational experiences. It has a device-agnostic
and responsive design that works across a range of devices, from desktop to mobile,
for a consumer-like shopping experience. The solution can also help businesses:
•

Eliminate catalog sprawl by presenting services from multiple business units
(IT, HR, and Facilities) in a single catalog

•

Support customer-friendly user experiences with a highly configurable, modular,
drag-and-drop design

•

Decrease level-one ticket costs by deflecting routine help desk calls with
workflow automation

•

Easily integrate with leading industry services and platforms like Microsoft Office 365,
Microsoft Azure, Atlassian JIRA, Amazon Web Services (AWS), and more

To learn more, please visit bmc.com/digitalworkplace
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BMC Helix ITSM
Enable proactive service resolution and monitor, service, and remediate events as they
occur with BMC Helix ITSM, a predictive, industry-leading service management solution
that includes a persona-based user experience optimized for an array of devices and
cognitive automation capabilities to transform the agent experience. Additional
features include:
•

BMC Helix Multi-Cloud Service Management for a secure, seamless service experience
across multi-cloud environments

•

Powerful, stunning reports and visualizations that allow data-driven insights

•

Container deployment to run in any type of public cloud

•

BMC Helix Integration Platform for industry-leading integration platform
as a service (iPaaS) to increase usability, adaptability, and scalability

•

Optimized for ITIL® 4

To learn more, please visit bmc.com/it-solutions/bmc-helix-itsm.html
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Businesses succeed and fail on the basis of how they serve
their customers—both internally and externally. Delivering
a Transcendent Customer Experience is just one of the five
tenets of the Autonomous Digital Enterprise, a forward-looking
vision of the future state of business. As companies adapt and
evolve, and embrace the move toward a blended environment
of humans and technology that extends well beyond IT, they
will not only survive but thrive.
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Conclusion
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Evolved role
of centralized IT

Data-Driven
Business

To learn more about how your business can evolve to an
Autonomous Digital Enterprise, please visit bmc.com/ADE.
Operating Model
Characteristics
Figure 2. The Autonomous Digital Enterprise
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From core to cloud to edge, BMC delivers the software and services that enable over 10,000 global customers, including 84% of the Forbes Global 100, to thrive
in their ongoing evolution to an Autonomous Digital Enterprise.
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