SLIIT

Discover Your Future

Al-Driven Help Desk Integration:
Enhancing Customer Support with Chatbots,
Sentiment Analysis, and SLA Automation

Nimnadi Dilsika
(Reg. No.: MS24019972)

A THESIS
SUBMITTED TO
SRI LANKA INSTITUTE OF INFORMATION TECHNOLOGY
IN PARTIAL FULFILMENT OF THE REQUIREMENTS
FOR THE DEGREE OF
MASTER OF SCIENCE IN INFORMATION SYSTEMS h

November 2025



| certify that | have read this thesis and that in my opinion it is fully adequate, in scope and in quality, as a

thesis for the degree of Master of Science.

Prof. Anuradha Jayakodi

Approved for MSc. Research Project:

MSc in IS Programme Co-ordinator, SLIIT

Approved for MSc:

Head of Graduate Studies, FoC, SLIIT



DECLARATION

This is to certify that the work is entirely my own and not of any other person, unless explicitly
acknowledged (including citation of published and unpublished sources). The work has not
previously been submitted in any form to the Sri Lanka Institute of Information Technology or to

any other institution for assessment for any other purpose.

i

Sign: Nimnadi Dilsika
Date :- 05.01.2026



