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The data contained in this document shall not be duplicated, used, or disclosed in whole or in part for any purpose. If 

a contract is awarded to chosen parties as a result of or in connection with the submission of this data, the client or 

prospective client shall have the right to duplicate, use, or disclose this data to the extent provided in the contract. This 

restriction does not limit the client’s or prospective client’s right to use the information contained in the data if it is 

obtained from another source without restriction. The data subject to this restriction is contained in all marked sheets. 

HCL has more than 200 offices worldwide. Addresses, phone numbers, and fax numbers are listed on the HCL website 

at www.hcltechsw.com. 

Copyright © 2024 HCL Technologies Limited 
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1 Preface 

This section provides information about the HCL iAutomate – Self-Service Ticket Analysis User Guide and includes the 

following topics- 

− Intended Audience 

− About This Guide 

− Related Documents 

− Conventions 

1.1 Intended Audience 

This guide is intended for the users interested in analyzing the automation potential via iAutomate. 

1.2 About this Guide 

This guide introduces you to the key concepts of self-service driven ticket analysis via iAutomate and describes the 

stepwise process use the product. It provides an overview of the end-user interface and instructions to perform different 

tasks. 

This document includes the following topics: 

− iAutomate Overview 

− System Requirements 

− Using iAutomate 

− Support 

1.3 Related Documents 

The following documents can be referenced in addition to this guide for further information on the iAutomate platform. 

− HCL iAutomate Introduction Guide 

1.4 Conventions 

The following typographic conventions are used in this document: 

 

Table 1 – Conventions 

 

Convention Element 

Boldface Indicates graphical user interface elements associated with an action, or terms defined in text 

or the glossary 

Underlined blue Indicates cross-reference and links 

Italic Indicates document titles, occasional emphasis, or glossary terms 

Courier New 

(Font) 

Indicates commands within a paragraph, URLs, code in examples, and paths including onscreen 

text and text input from users 

Numbered lists Indicates steps in a procedure to be followed in a sequence 

Bulleted lists Indicates a list of items that is not necessarily meant to be followed in a sequence 
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2 iAutomate Overview 

iAutomate is an Intelligent Runbook Automation product which is equipped with Artificial Intelligence, Machine Learning 

and Natural Language Processing capabilities for simplifying and automating the IT Operations issues resolution lifecycle 

including incidents, service request tasks, change request tasks and events. It leverages its NLP capabilities for analyzing 

and understanding the context of a specific issue, recommends the most relevant solution and even triggers the 

execution, thereby enabling Zero Touch Automated Remediation. It also provides AI-driven Knowledge Recommendation 

by suggesting relevant knowledge articles from various repositories, both internal and external, as and when required by 

human agents. 

When no runbook is available for automated remediation, it searches & downloads relevant executable codes and scripts 

for subject matter expert to validate, customize, approve and publish for future use. 

Additionally, iAutomate also enables users to identify potential automation candidates by leveraging the ticket data from 

the IT Service Management system. All the users are required to do is to extract the ticket dump from the ITSM tool and 

upload the same into iAutomate which then processes the information using various algorithms and provides the analysis 

in the form of dashboards and reports.  

 
 

 
Figure 1 - iAutomate Workflow 

 

Intelligent automation powered by iAutomate can make a tremendous impact in an enterprise adjusting to the new 

normal, such as 

− Reduce Costs 

• Achieve up to 30% reduction in service desk related costs 

• Quick and High ROI 
 

− Mitigate Risks  
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• Avoid operational risks and ensure compliance by avoiding critical outages 

• Reduce escalations and improve SLA compliance by up to 20% 

• Achieve up to 85% reduction in MTTR 
 

− Drive Efficiency  

• Automate redundant tasks and let employees focus on more creative activities 

• Reduce manual effort by 30% to 60% 

• Improve customer satisfaction by up to 50% by providing faster incident and service request resolutions. 
 

 

− Rapid Time to Value  

• Quick implementation in 6 to 8 weeks*  

• Leverage 3000+ reusable and configurable runbooks out of the box 

• Achieve zero-touch automation state in 4 to 5 months* 
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3 System Requirements 

To use iAutomate, a user needs: 

− A compatible internet browser excluding Internet Explorer 

− A monitor with a resolution of at least 1024 x 768 pixels per inch 

4 Using Self-Service Ticket Analysis 

iAutomate offers users the capability to perform the ticket analysis to identify the potential automation candidates, on 

their own, via the SaaS based Ticket Analysis module.  

4.1 User Registration 

As a first step, the user has to self-register through the iAutomate portal. To do that, perform the following steps: 

 

 

 
Figure 2 – SaaS based Ticket Analysis – Sign in Page 

 

 

https://demo-iautomate-analysis.dryicelabs.com/
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Figure 3 – SaaS based Ticket Analysis – User Registration 

 

 

 

 

 
Figure 4 – SaaS based Ticket Analysis – Registration Confirmation 
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Figure 5 – SaaS based Ticket Analysis – User Activation Confirmation 

 

 

 
Figure 6 – SaaS based Ticket Analysis – Sign In Page 

 

4.2 Perform Ticket Analysis 

iAutomate helps in identifying the automation candidates by ingesting, processing and analyzing the nature of tickets 

generated in the IT Service Management tool. To perform the analysis, it is imperative that the user has access to the 

ticket dataset which needs to be uploaded in the system. To do that, perform the following steps: 

 

 

https://demo-iautomate-analysis.dryicelabs.com/
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Figure 7 - SaaS based Ticket Analysis – Sign in Page 

 

 

  
Figure 8 - SaaS based Ticket Analysis – Analysis Page (SAAS-Analysis User View) 
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Figure 9 - SaaS based Ticket Analysis – Analysis Page (SAAS-SME User View) 

 

 

• Create Analysis 

• Analysis List 

Create New - Create a new analysis: 

 

 

 

 

 

 
Figure 10 – SaaS based Ticket Analysis – Select Stages 
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Figure 11 – SaaS based Ticket Analysis – Create New Analysis 

 

 

Analysis List - View the ongoing and previous analysis details.  

 

 
Figure 12 – SaaS based Ticket Analysis – Create New Analysis (cont.) (SAAS-Analysis User View) 
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Figure 13 – SaaS based Ticket Analysis – Status 

 

 

 

 

 

 

Summary View – Provides a high-level summary of the analysis 

 

 

 

 

 

 



                                            
 

 
Self-Service Ticket Analysis 

18 

 
Figure 14 – SaaS based Ticket Analysis – Summary View 

 

 

 
Figure 15 – SaaS based Ticket Analysis – Top 10 Ticket Types 

 

 

 
Figure 16 – SaaS based Ticket Analysis – Top 10 Ticket Types with Automation Content Available 
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Figure 17 – SaaS based Ticket Analysis – Top 10 Ticket Types with No Content Available 

 

 

 
Figure 18 - Tiles View Dashboard 
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Figure 19 – SaaS based Ticket Analysis – Download Report 

 

− Feedback 

 
Figure 20 - SaaS based Ticket Analysis – Feedback
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as shown below:

 
Figure 21 - SaaS based Ticket Analysis – Ticket Feedback 

 

 
Figure 22 – SaaS based Ticket Analysis – Runbook Feedback Questionnaire 
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Figure 23 – SaaS based Ticket Analysis – Runbook Feedback Questionnaire Submitted 

 

 
Figure 24 – SaaS based Ticket Analysis – List of Voted Runbook 

 

 

Once the feedback model is built successfully with sufficient data, then user can see the data under predicted runbook. 

The predicted runbook is the outcome of feedback model where SME has given sufficient feedback in the environment 

and based on that feedback the model has predicted a runbook. 
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For all those descriptions which are not valid and the recommendations on those tickets are invalid as well and we don’t 

have the valid recommendation for such descriptions in our system, we can mark those descriptions as Neutral. 

 

− To mark one or more descriptions as neutral, check all those descriptions and click on ‘Mark Neutral'. An alert 

will be generated: 

 
Figure 25 - Alert Message 

 

− For the description(s) that has been marked as neutral, the voted and predicted runbook columns become NA 

and IsNeutral column will now display Y. 

 
Figure 26 - SaaS based Ticket Analysis – Marked Neutral 

 

− If, in future, if the SME feels that either the description has been wrongly marked as neutral or we might now 

have valid recommendation in our system later, we can again provide feedback on such descriptions. 

To provide feedback on the descriptions that have been marked as neutral, click on  corresponding to that description 

and perform the steps to provide feedback. The description will now be marked IsNeutral as ‘N’ and now Voted Runbook 

will be visible corresponding to this. 
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Figure 27 - SaaS based Ticket Analysis – Feedback on Neutral Marked Descriptions 

 

The data on the feedback screen can also be filtered based on ‘Recommended Runbook’, ‘Voted Runbook’ or ‘Predicted 

Runbook’. Select any of these from ‘Select Column’ dropdown. Then apply filter on ‘Select Score’ dropdown and click 

filter. It will filter the data in the grid based on the chosen filters. 

 
Figure 28 – SaaS based Ticket Analysis – Filter 

 

To get the detailed report of the data on feedback screen, Download CSV for any analysis. The downloaded CSV will 

contain the description, Runbook Name which has been recommended with the similarity score, the runbook voted by 

SME with the score, no. of tickets under the cluster, Efforts Before Automation (Min), Efforts After Automation (Min) and 

Total Efforts Saved (Min).
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Figure 29 – SaaS based Ticket Analysis – Download CSV 

 

4.3 Forgot Password 

In case you forget the password, please perform the following steps to receive a temporary password -   

 

  
Figure 30 – SaaS based Ticket Analysis – Sign in Page 

 

 



                                            
 

 
Self-Service Ticket Analysis 

26 

 
Figure 31 – SaaS based Ticket Analysis – Forgot Password 

 

 

 
Figure 32 – SaaS based Ticket Analysis – Forgot Password (Cont.) 

 

 

 

 

 

4.4 Change Password 

To reset the password, perform the following steps -  
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Figure 33 – SaaS based Ticket Analysis – Sign in Page 

 

 

 

 
Figure 34 – SaaS based Ticket Analysis – Reset Password 

 

 

 
Figure 35 – SaaS based Ticket Analysis – Reset Password (Cont.) 
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Figure 36 – SaaS based Ticket Analysis – Reset Password (cont.) 
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5 Support 

For any additional queries, please reach out to us at iAuto-Product-Supp@hcl.com. 

mailto:iAuto-Product-Supp@hcl.com


 

 


