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SPECIAL BRIEF

AiVA: The Virtual Assistant
Transforming IT Support
& Employee Experience

Say goodbye to outdated IT support and welcome real-time, intuitive help with AiVA. An Al Virtual Assistant, AiVA
goes beyond a simple chatbot to deliver faster, smarter IT solutions. With Al that truly understands intent and
sentiment, it transforms the way your team interacts with data—driving quicker decisions and better outcomes.

AiVA, delivered through NWN'’s Experience Management Platform (EMP), uses advanced GenAl intent
understanding and sentiment recognition querying your data to make intelligent decisions. With real-time data
conversations, intelligent decision-making, and automation, the EMP platform empowers both employees and IT
teams by offering a personalized, always-on solution. It helps organizations cut costs and inefficiencies in their IT
support services.

IT Support Challenges

« 70% of IT support interactions are ripe for + High costs and poor employee satisfaction due
automation to inefficient IT support

+ 40% of onsite IT support can be resolved without - Difficulty in scaling and integrating IT services
human intervention with evolving needs

AiVA, Your Ultimate Virtual Assistant
Combining human expertise with Al power to deliver superhuman IT support
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End-to-End Communication Optimized CX Comprehensive Security
Management A unified approach to deliver a Our systems are designed to
Seamlessly integrates video, consistent, high-quality experience ensure the confidentiality, integrity,
voice, and messaging with across all touchpoints. availability, and privacy of you and
centralized management. your employees on any platform.
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Scalability & Flexibility Customize
Adapts to your evolving Name & Brand your
business needs. Virtual Assistant
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SPECIAL BRIEF: AiVA VIRTUAL ASSISTANT

Meet NWN's AiVA

AiVA integrates seamlessly with a range of business
operations, from ITSM to HR and Finance. It offers an
intelligent, scalable solution that reduces manual
processes and enhances user experience across multiple
platforms. It's a critical asset in helping businesses
respond to the evolving needs of a hybrid workforce.

Our GenAl-powered, intent-less employee co-pilot
streamlines employee support and boosts productivity
from day one.

AiVA taps into the channels employees are already using,
meeting them where they are, maximizing adoption and
boosting resolution across the enterprise starting on day one.

4% Troubleshooting
| have an urgent report that is
due and my laptop is slow,
can you help?

4% Password Management
"AiVA, | would like to change
my password. Can you guide
me through changing it?"

4= Software Installation

"AiVA, | need to install the
latest version of Microsoft

Office on my computer. Can
you assist me with that?"

Key Benefits

» 50% deflection rate from day one

+ 80% reduction in time to resolve fully automated use
cases

« 67% faster time to value

Key Services

- Integration with NWN’s complete suite of offerings
« Multi-channel access for users: Web, chat, email, mobile

+ Troubleshoot, technical support, and guidance on IT best
practices
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Rank the following new EMP features in
order of importance

Survey of 4,000 NWN customers, conducted by UserEvidence

See AiVA in Action

NWN is the leading Al-powered technology solutions provider for North America’s most innovative public and private organizations. For more than

30 years, NWN has helped over 5,000 CIOs deliver technology modernization programs with its Intelligent Workplace, Customer Experience (CX),
Managed Devices, Cybersecurity and Public Safety, Connectivity, and Intelligent Cloud solutions. The company’s proprietary Experience Management
Platform ensures seamless service delivery, real-time observability and improved efficiency for its clients’ most demanding technology needs. NWN is
a high-performance, high-integrity team of 1,000+ experts committed to a customer-obsessed culture, earning a 75 Customer Net Promoter Score. The
company has been recognized with hundreds of industry awards and is proud to be a ‘Best Place to Work’ with an 86 Employee Net Promoter Score. For

more information, visit: NWN.ai.
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https://nwncarousel.com/schedule-meeting/

