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Agentic AI for Next-Generation IT Service Desk
waniau IT Service Desk aha Agentic Al war OpenAl Codex

syegaNausy 3 Ju

UINASUATLUGNA

Aasaflaanuuusiialasudnaniwlyidu IT leaders uay service desk managers 1unns transform a1svino uuag IT
Service Desk 1WA uannssuu reactive support wuutéu'ladg intelligent service delivery idiuta&ausie Al

AALUUUDIADTRNFNTENININUNAITLHU management wag hands-on labs 359 AsauAau:
= Operational efficiency — anuiauazninennsilasa ticket
= Service quality improvement — ainsgauAmAINAITLATIEINN
=  Workload reduction — aa burden 2as human agents
= Data-driven decision making — 1avaya3azvinnisaaduls

Taalaf OpenAl Codex tinu Agents SDK flu execution engine n&n 7uiag service requests 1vinanaiilu automated
workflows uay digital service agents Mvino1ulaazg

Jaauscava

laaumasaeizauazauisa:
= 52y IT Service Desk processes unungfunisin Agentic Al unlaf
= 1211331 Agentic AL vinwihiidlu digital service desk workforce ating'ls
= Redesign service desk workflows 1aeilsf Al-driven task execution models
=  Build agentic workflows aga6a OpenAl Codex + Agents SDK (Python)
= 1lseifiu business impact Tufifiuag cost, SLA, uag user experience
= fAnum governance, risk, uag control frameworks &1135u Al-enabled service desks
» 779 practical roadmap i#ia implement Agentic Al Tuasdnsase

SNUATIEUAUINIAT

DAY 1 — Understanding IT Service Desk Transformation with Agentic AI
Daily Objective: 12nlailayrnuag IT Service Desk, tiuntwin Agentic Al udAtlayun'leiatine'ls wian setup
environment waz5u helpdesk agent dausn

Session 1: IT Service Desk Challenges
vlam:
= High volume of repetitive tickets uaz MTTR g
= Inconsistent troubleshooting quality wag over-reliance on human agents
= Limited visibility into recurring incidents wag root causes
Group Exercise:
= Map current service desk workflow a1 incident lifecycle — syuaa bottleneck wag repetitive tasks
Takeaways:
= 213 inefficiencies wag cost drivers uav service desk ffaqiiu
= wavuiiu L1 workload burden ‘ladatau

Session 2: Evolution — Chatbot — Co-Pilot — Agentic AI
vlam:
= 3¥munn1s: Manual — Automation — AI — Agentic Al
= Traditional chatbot: aauf1au ifi action
= Al Co-Pilot (1du Microsoft Copilot): wuziin + saAuna approve
= Agentic Al: u goal — 19uKU — avifia — TE9UNR TaadaTulié

= Agentic loop: Perceive — Plan — Act — Observe — Repeat
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Activity:

= 3suiau 3 models uunsgany: 1asvinaglsleinelu scenario 'user &u password'
Takeaways:

= 19" 1% spectrum aay Al maturity

= Co-Pilot # Agentic AI — s ui autonomy wag accountability

Session 3: OpenAl Codex + Agents SDK — Architecture Overview
vlawn:
= Agent = Instructions + Model + Tools
= Tools: function_tool, web_search, shell_tool, MCP servers
= Runner: orchestrate n1s5u agents
= Handoffs: g9aavuszniing agents
= Human-in-the-loop: interrupt + approve fiau execute high-risk actions

Lab 1 — Setup & First Helpdesk Agent
&o7ivinlu Lab:
= Install openai-agents SDK wag setup API key
= §519 helpdesk agent éwsn wsau instructions & 15y IT support
= %y agent a39san scenario: "lanunsatiiansia VPN e
»  duuaviiasied output 7 agent &519
Takeaways:
= 5y agent 239166286109
= 19"1a structure aa9 Agent object way runner

Session 4: Service Desk Data and Insight Generation
Lab 2 — Ticket Analysis Agent
&o7ivinlu Lab:
= fau function_tool &nsuéiv ticket data
» &9 analytics agent A31As1¥1 sample ticket history
= Agent categorize incidents, identify patterns, was recommend automation candidates
= 11 output 1uTen9uu automation priority
Takeaways:
= fau function_tool ‘6
= iuI1 Al &91 insights a1n data 168 Tulé
= daulae data analysis f'u problem management

DAY 2 — Designing AI-Driven Service Desk Workflows
Daily Objective: aanuuuuas implement agentic workflows &5y incident handling, request fulfillment was
multi-agent orchestration

Session 1: Incident Workflow Redesign with Al

vlawn:
= wilav ITIL incident process tilu agentic workflow
= 531 decision points 7 Al da&ula'ldiad vs sasfinu approve
= Tool design: aanuwuu tools 1vinsefu IT operations 3349

Lab 3 — Incident Triage Agent with Tools
&ovivinlu Lab:

= §319 function tools & 15U check_system_status way create_ticket
= Agent 14 tools vianaélu single run (tool chaining)

= Agent asadausyul — 3@ priority — &319 ticket aaTulié

" NARAUGEIL SCenarios A9 Lase reasoning wuav agent
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Takeaways:
= 12113 tool chaining
= agent da&ula flow leiavineliisias hardcode if/else
= 133U automatic decision-making a391u IT context

Session 2: Request Fulfillment Automation

vlawn:
= Converting ITIL request fulfillment process 1ilu AI workflow
= a158@ manual intervention Tus1u routine requests
=  Policy enforcement #inu tool design — "laisiag hardcode rules

Lab 4 — Request Fulfillment Agent
&o7ivinlu Lab:
= §519 tools &ndu password reset, software license check, submit request
= Agent ¥an1s5 request uaazilseianaaa logic Auanarafu
=  na&au: password reset (auto-approve) vs software install (629 submit for approval)
= J1AT1eAIN agent enforce policy wW1u tool design atine'ls
Takeaways:
= iy automation Auanenea N request type
= 1211 policy-as-code wnu tool design

Session 3: Agentic Workflow Orchestration — Multi-Agent Handoffs
vlam:

= Multi-agent pattern: Triage Agent — Specialist Agents

» Handoffs: agent &991usialy agent duifiatAiunnuauise

= Exception handling: iia agent “Lignunsaudileynn'lel — escalation logic

Lab 5 — Multi-Agent Helpdesk System
&o7ivinlu Lab:
= &579 Specialist Agents: Network, Account, Hardware
= &9 Triage Agent 1 route 91u'lilél specialist Mignsiag
= Scenario: user snavudyIaILatIINITaNAY
= @ automatic routing 1aer'lsisiay hardcode category rules
Takeaways:
= Build multi-agent system 161259
= 171 1a handoff mechanism uay agent routing
= iu AI-human collaboration Tusgsiu system design

Session 4: Al as Service Desk Co-Pilot — Human-in-the-Loop

vlawn:
* Human-in-the-loop pattern: agent vinow'le wel high-risk actions siavsa approve
= Enhancing agent productivity é2& issue summary way suggested resolution
= Improving service consistency wag documentation quality

Lab 6 — Human-in-the-Loop Approval Workflow
&o7ivinlu Lab:
= 5wy actions 7iflu high-risk 12y disable account, delete data
= Implement approval hook Tu Agents SDK
*  we&ay: agent pause — waAIIIEALLALA — 58 human confirm — execute
= dauTav code fiu governance policy 354
Takeaways:
« 127113 human-in-the-loop Tun1vugiia lulduanguf
= 5§31 action TuuaAl5 automate lalae vs siagsa approve
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DAY 3 — Governance, Strategy, and Implementation
Daily Objective: asauaau analytics, governance controls, business case way capstone — build full agentic
helpdesk system

Session 1: Service Desk Analytics and Continuous Improvement
Lab 7 — Analytics & Pattern Detection Agent
&o7ivinlu Lab:
= &9 analytics agent W31as19M ticket history wuy aggregated
= Identify recurring incidents, bottlenecks, wag high-impact systems
= Agent &319 actionable recommendations & 15u service improvement
= 101 output 1112119 automation roadmap
Takeaways:
= Al &tfuguu problem management, service optimization, way performance monitoring
= dautae analytics ffu continuous improvement loop

Session 2: Governance, Risk, and Control
vlawn:
= Al accountability: Tas¥ufaauiia agent vinAn?
= Data sensitivity: ticket data & PII — ¢'ag handle ating'ls
= Human-in-the-loop matrix: action l1u automate ‘L6 vs siay approve
= Audit trail: log wn action 7 agent vi1
= Enterprise-safe Al deployment guidelines

Workshop — Governance Matrix:
= {iFauadI9 governance matrix &1y service desk uavaddnsdltad Taaniuua: Allowed Al actions /
Restricted actions / Escalation triggers / Audit requirements
Takeaways:
= &9 governance framework 7 map Au code a39'l6
= 12711a enterprise-safe Al deployment atinviilugiassu

Session 3: Business Case and Implementation Roadmap
vlawn:
= Cost reduction vs value creation — Auagu ROI iifassiu
= SLA improvement: MTTR before vs after AI — Yaua'lsa3g
= Phased rollout: Pilot (L1 automation) — Expand — Full orchestration
Activity (Capstone Preparation):
= 5% USe case ANNAIANTAILAY
= asufiu ROI (assiu
= 719 phased roadmap 3/ 6/ 12 1dau
Takeaways:
= &nsa justify Al investment &u5u IT operations ‘leatefilviana
= i roadmap 7 realistic uay measurable

Session 4: Capstone — IT Service Desk Transformation Plan

Capstone Lab — Full Agentic Helpdesk System:
fi3au integrate natneiFauninaan 3 Ju oilu production-ready prototype uavasdnsiiag
Deliverables:

= Working Python prototype — agentic helpdesk system 75u'laa39

=  Architecture diagram u&a9 agent flow wag tool connections

=  Governance matrix 7 tailored &1151 use case uaIAIANT

= Business case: expected ROI + phased implementation roadmap

= Presentation: transformation strategy + live demo
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Takeaways:
= End-to-end capability: Analyze — Design — Build — Govern — Implement
= 31 prototype nau'lil adapt fu ITSM tools a39luavdnslaviuv

Aoiisfaususiad

= Python 3.10+ uag pip

= OpenAl API Key (siayn1s credit &115usu labs)

» VS Code w3a editor #Aailn

= fug1u Python ifassiu (8519 function, import library ‘6

uangasinuzd sy

= IT Service Desk Managers
= IT Operations Leaders
= Head of IT / CIO Office
= Service Delivery Managers
= ITSM / ITIL Practitioners
= Digital Transformation Leads
NG HiSEUAITTTUSIU Python ifaveiu ilaaiuisavia hands-on labs laasnvidssdvsnin
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