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Notice of Confidentiality – Visa Internal

By accepting this presentation, you acknowledge that the information contained herein (the “Information”) is confidential and subject to the confidentiality 

restrictions contained in Visa’s Key Controls (for Visa employees) or in your contract with Visa (for Agency personnel), which limit your use of the 

Information.  You agree to keep the Information confidential and not to use the Information for any purpose other than in your capacity as an employee or 

agent of Visa.  The Information may only be disseminated within your respective organizations on a need-to-know basis to enable your effective use of the 

information in the planning and implementation of Visa’s marketing strategy.  Please be advised that the Information may constitute material nonpublic 

information under U.S. federal securities laws and that purchasing or selling securities of Visa Inc. while being aware of material nonpublic information would 

constitute a violation of applicable U.S. federal securities laws.

For more information on disclaimers, please contact Visa Legal.
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• Born & raised in Austin, TX

• Computer Science/Economics at the University of 

Virginia (B/A)

• Software Engineering Intern on Global Marketing 

Authentication Portals (GMAP) Team

• Bigger Formula 1 Fan than Keshav

About Me
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Support Assist: Overview
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Overview

• GMAP Support encompasses:

—Portal login

—Card validation

—Account registration

• Weekly rotating “on-call” developers

• Issue resolution highly variable

• Support essential

—Software health

—Customer needs

• …but unproductive

Objective

• Minimize “on-call” developer time

• Minimize time-to-resolution (latency)

• Maximize correctness

GMAP Support

Source placeholder

GMAP Support Resolution Pipeline
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Support Assist: Methodology
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1. Data
• Issue Context

—Email Chain

• User identification(s)

• Real-time production logs

—Splunk

Pain Points
• Highly subjective process

—Developer competency

—Varying support context

• Unpredictable complexity

—~15-45 min per issue

• Support on-demand

—Development planning hindered

2. Debug
• Interpret escalation process

• Consolidate production logs

• Manually parse relevant data

3. Resolve
• Forward (likely) solution to support

—Back-and-forth…

How do “On-Call” Developers Resolve User Scenarios?

Source placeholder
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Support Assist: Pilot Workflow

Source placeholder

1. Escalated Issue

2. Support Assist Workflow

3a. Automated User Response
3b. GenAI Solution 3c. Developer Debug
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System Design: GenAI as an “On-Call” Developer

Source placeholder
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Support Assist: Results
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GenAI Support Assist: Results

Source placeholder

Time-to-Resolution (m)

GMAP Developer ~15-45

GenAI (proactive) ~2

GenAI (reactive) ~10

1. Efficiency at a cost

• User Scenario Training

• Developer Debug

2. Overhead Reduction

• Data consolidation

3. 1st of Many

• Promising POC – issue resolution 

“unsolved”
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Support Assist: Takeaways & 
Next Endeavors
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Next Endeavors

• “Genai Support Assist V1”

—Sophisticated ML Pipeline

—Issue prediction/bug detection

—Fully automated issue resolution – (nearly) no on-call!

—Expanding data sources

• SWE is more communication than development

—GMAP team

• “Covering my tracks” – from onboarding to Support Assist Wiki

—Would not be here today without docs from current devs…

• Writing “production-grade” software

—Unit/Integration testing & code readability

• Tech: VectorDB, CloudView, Embeddings, API Design

Source placeholder

Key Learnings

Shoutout to Michael and Aswin for 

always lending a hand!
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• Creating flexible, long-term 

strategies/systems

• Accommodating unpredictable 

slowdowns

• “Fall to height of your systems”
• {

• ss

• ww

Visa Leadership Principles

• “Owning” blockers

• Cross-team communication

• Splunk, Cloudview, Chat-GPT

Execute With Excellence Lead Courageously
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