
Driving Faster Resolution with Moveworks 
Customer Success

Achieving your resolution goals requires both a data-driven, 
machine learning-based effort and the professional expertise of 
our Customer Success (CS) team. Our CS team works your team to:

build a Statement of Work (SOW) that defines the goals and 
timeline of the project, lists the types of employee requests 
that the project will address

help make your enterprise systems AI-ready and get them 
connected to the Moveworks platform

identify ongoing process changes, system enhancements, 
and additional resolution skills that will allow you to resolve 
more tickets autonomously with Moveworks

design promotions that drive more employee adoption of your 
IT resolution chatbot

Moveworks CS Specialists

01  Customer Success Manager (CSM) works with your 
project team to ensure successful deployment and 
continued success after go-live.

02  Customer Success Engineer (CSE) works with 
your system owners to implement Moveworks and 
integrate the bot.

03  A Moveworks Executive Sponsor works with your 
leadership to ensure project success.

Deployment Timeline
Moveworks CS works with you to ensure fast 
deployment by making sure we understand your 
environment and get secure, timely access to the 
relevant systems. All major integration tasks are carried 
out by Moveworks, and we handle model training and 
Moveworks platform configuration. 

After You Go Live
After deployment, our Customer Success Team works 
with your IT team to grow the rate of autonomous issue 
resolution. By analyzing ticket data and platform usage, 
we help you identify opportunities for:

New automations: Are employees creating tickets 
for a common issue that the bot could resolve 
autonomously?

New process improvements: Could small changes 
to existing processes create opportunities for more 
autonomous resolution?

New knowledge base article creation: Are employees 
frequently asking questions for which there’s currently 
no article in the knowledge base?

New self-service forms: Are employees making 
common requests that are difficult to automate but 
are standard enough to warrant a form in your ITSM 
system that the bot can help employees complete?

Enhancements: Based on ticket and interaction data, 
we work with your team to identify and correct cases 
in which a bot resolution or IT process (for example, 
the serving of a particular form) fails to provide the 
desired resolution on the first attempt. 
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Types of Resolution 
Improvements
Most improvements in the Moveworks service happen 
automatically, without your intervention, while others require 
approval or action from your team:

Generic platform improvements happen constantly as 
Moveworks’ machine learning builds better models based on 
new data.

Customer-specific improvements happen automatically based 
on machine learning of your organization’s data.

Resolution enhancements that affect budget or business 
operations become available once you’ve approved them. 
For example, enabling the automated provisioning of a new 
software application requires your approval.

Resolution enhancements that require changes in your 
supporting data or systems will be discussed between your 
IT team and your Moveworks CSM. Examples include process 
changes, changes to other systems, new workflows that 
require elevated permissions, and creation of new knowledge 
base articles.

Regular CS Updates
Your Moveworks CSM conducts ongoing calls with your team 
to discuss the latest resolution report, explore resolution 
opportunities, address issues, and collaborate to increase 
employee adoption of the Moveworks service. During periodic 
business reviews, the CS team presents recent metrics and 
resolution trends and works with your leadership on strategies to 
grow resolution. We explain upcoming platform enhancements 
on the Moveworks product roadmap and discuss employee 

workflows that might take advantage of new capabilities.

Customer Success the 
Moveworks Way
Our approach to Customer Success has evolved based on 
practical implementations of the Moveworks platform at many 
customer sites. We are dedicated to increasing autonomous 
resolution for your IT organization and creating a consistent, 
frictionless experience for your employees. Our process is 
designed to foster collaboration between our teams to ensure the 
project is successful.
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