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Wer wir sind

Die neue Matrix42

Neues Mitglied: Efecte aus Finnland

Europdischer Marktfuhrer fur
Enterprise-Service-
Management Losungen

Firmmenzentrale in Frankfurt/Main
100 Mio € Umsatz

600 Mitarbeiter

5.000+ Kunden weltweit
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Kommunikations-Kanéile Service Management
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Gesteigerte Digital Employee Experience durch MS Teams Integrationen

Als Manager méchte ich
Serviceanfragen jederzeit
uberall freigeben kénnen, ohne
unterschiedliche Systeme
nutzen zu mussen.
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B Catalog = Matrind2 X +

« > cC

MATRIXA2  SELFSERVICEPORTAL > Catalog

#

=

(1] @ = (Name - + Add filters...
Recipient
Miller, Maria

Featured Services

CATEGORIES

Non-IT

Hardware
Services

Work equipment...
Work equipment...
Workplace

Computers
Mobile
Peripherals

C’ Cata

loudapp.azure.com

B twe155srvimagoverum.com/WM/app-SelfServicePortal/search-page/6cac2957-1ae1-e511-dd9b-74d02b9d869¢/structure/

Q, || Catalog

Notebook Workplace (Mac)

Fully equipped notebook workplace running macOS. Perfect for creating media content.

Software

Access Rights Applications
Accounts a‘ Mobile Applications
Mobile Enrollment E Operating Systems
Security Other

Services

1-500f72 € > C w = =

Last viewed

Notebook Workplace Notebook Workplace Mobile workplace
(Mac) (PC) with virtual desktop

$1,018.08 $738.96 $492.60




Gesteigerte DEX durch MS Teams Integrationen e o e

M%“ . M42 VSA Basic Chat  About

M42 VSh Basic 10:59
chat
. Hello Klaus Ziegerhofer! | am the Virtual Support Agent and can help you view all your open tickets right here in Teams.

o)
Teams

. Get an Overview

Calendar Any and all information is connected to the Self Service Portal.

Virtual Support Agent y—

You have no open tickets currently.

m Open Orders

Install - Milengo - Translations  12/09/2023 Approved [}
Install - Milengo - Translations  31/08/2023 Approved 4]
Fovervn Install - General Order 07/08/2023 Approved @

Ticketerstellung mit automatischer
Zusammenfassung 2

M42 VSA Basic 1313

e Please share any issues you're encountering, and we'll promptly create a ticket to ensure a swift resolution.

Statusupdates mit direktem
Zugriff auf das Self Service Portal

|E|| Matrix42 Virtual Support Agent " .
M42 VSA Basic 13:14 — Basic

e Here is your ticket draft! Feel free to update, cancel or create the ticket! @ by Matrix42 GmbH

Matrix42 Release Candidate )

Cannot Open Release Day Slides
Pending

Verfugbqr fur Client' Browser My release day slides don't open and | need to get it fixed soon.
und Smartphone

o corecien

SuppotAgem it Mcrose Teams
Sanioe Cannecses

MA I R I xqz The Matrix42 Virtual Support Agent Basic is an innovative solution that uses the Microsoft Teams platform to interact

tickets and service requests. Designed to enhance efficiency and preductivity, our virtual support agent provides a
. 5
now jolned by efecte convenient and user-friendly way to stay informed and take action.



twe155srv.westeurope.cloudapp.azure.com

o M42 VSA Basic Chat Info @ ©
)
Cable Length Issue 5/6/2024 Nel
(&)
Ta Slow Computer 4/17/2024 Neu
©
m Offene Bestellungen
Install - Cleaning,.Wooden stamp.... 5/6/2024 gt i

hilfe

B

@ Hier sind die Dinge, bei denen ich lhnen helfen kann.

g So verwenden Sie den Matrix42 Virtual Support Agent Basic.

Der M42 VSA Basic bietet lhnen einen gezielten Zugang zum Self Service Portal. Sie kénnen
Ihre offenen Tickets und Bestellungen einsehen, sich Gber Statusinderungen lhrer Tickets und
Bestellungen benachrichtigen lassen und neue Tickets erstellen.

Sie konnen die folgenden Befehle eingeben, um mit dem M42 VSA Basic zu kommunizieren:

Status einsehen Um offene Tickets und Bestellungen einzusehen
Ticket erstellen Um ein neues Ticket erstellen

Hilfe Um die Hilfe aufzurufen

Lernen Sie mehr Gber alle Funktionen auf der M42 VSA Basic Hilfsseite.

Status einsehen Ticket erstellen

I\Jachnch: eingeben

o h OB HF > @ & O 6B - e B

W T4y b [




Gesteigerte Digital Employee Experience durch MS Teams Integrationen

Als Service Desk Agent
bendétige ich eine Lésung, um
direkt aus Tickets heraus mit
den betroffenen Benutzern
chatten zu kénnen.
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Gesteigerte Digital Employee Experience durch MS Teams Integrationen

Hands on

@0 ® @ Home: Matrixd2 X+
« > e twe019sry, um.com/wm/app-ServiceD 1Dace-8697-e611-ddBE-60a44ca021d9
MATRIXA2  SERVICEDESK > Home

© Launchpad Q1 Configuration 3 Full Screen R, Configure
.

Home

W Announcements Critical Tickets Close to Escalation

© Backlog

Collaboration >
B Tickets
& Incidents >

& Service Requests
There is no data avallable ta generate this chart
B Al Activities

& Problems

e Change Requests >

Q@ Known Errors

SLA With Critical First Shot Fulfillment
1]

Knowledge Base >
OLAGOO01 | 0.00%

é Service Level Management >
otaocanz G s2.63%
£ Configurations 4 oLaoooos I 100.00%
@ Reporis SLACOOOL | 0.00%
& Settings staconnz GG 76.71%

staooos NG 50.00%
SLA000DS | 0.00%
staogoo7 D 28.57%

SLA With Critical Solution Time Fulfillment

oLacoool I 75.86%
oLacoooz [ 4.17%

oraocans IS 30.00%
OLAQDODS | 0.00%

stacoool NN 16.67%

stagoooz [ B.41%

stacon0: [ 6.25%

5LA0OD4 | 0.00%
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SLA With Critical Reaction Time Fulfillment

oraonanl I 703 1%
oLaooanz I 14.58%

oLac0o0s ) 0LA00004 — 80§ 80.00%
oLaoooos D 20.00% T

staconnl G 61.11%

stagoooz NN 12.15%

stacooo: [ 6.25%

SLAOODD4 | 0.00%
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TRACKING INACTIVE

Most Critical Escalated Tickets

TCKOO161
TCKOO160
TCK0159
TCKOO158
TCKO0157

TCKO0264

CHNOGD30

CHNOOD31
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Employees With Most Open Incidents

-

@ vogel, viktor
Miller, Maria

@ valentine, Vincent

@ Jones, lacob

 Grant, George
Escott, Emily

@ Anderson, Armin

@ Dorrell, Dennis

N

0 25 50 75 100 125 [ 20 40 60 B8O 100

Quick Starts Incidents Average Age Days

3 177
A Creale New Ticket

My apen incidents H 2 176

K] Search in KB : -
= My open Tasks

o 174

Sep 2023 Ot 2023 Nov 2023 Dec 2023 Jan 2024 Feb 2024 Mar 2024
25 Reported Time by Team
® Average resolution days @ Created Resolved =~ Open
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In welchen Lizenzen ist die Teams Integration enthalten?

CAPABILITIES

Auiomaon, Iniegralion and Enierprise Readiness with Worklows, Low-Code
SoluionBuilder & Conneciors

ITAM
Essentials

ITAM

Enterprise

ITSM
Essentials

ITSM
Advanced

ITSM

Enterprise

LCEH I EEE SE] 06 S AT &, LTEES Fadasr, St neila e CEnn gl Shsn P E sk aging ine) sli=t 6 S n fFansher et s i implemEntatian e | &5 Frs-
Froduction to Production); Agentless Inventary Data Providers, Support for SAL Server Cluster installations in High-Awailability environments; Azure

Active Directory [AAD] Connector, Enterprise Single Sign-0n technology with SARMLE, Dauth and SCIM, Connector for SCCR, Inventary Connector for
Irknamen. Lm0 o, e e, St e, SR aclim . dimirk Ehmas ek aars sk o el liman, oL cokific i Nmrar i s, il

Modern Management Interface (UUX) for UEM and EDP

Incident Management and Tickedng wih Seff Service

Modern web based consoles with addional unique features for UEM and EDF. Also fealures Asignment Workliow Aciivises and Intune
Dievice Management.

Knowledge Management

Knowledge Management process support and daiabase

Service Level Management

Service Level Management processes and reporiing

No Code Workliow Designer

Service Desk Analyics

Bl-iike Service Management Reporiing

Service Request Management

Service Request Tickefing, Enferprise Queues,ﬁ'irrua] Support Agent [Basicﬂ

Problem Management

Change Management

Service Catalog

Asset Management

Service Catalog ind. Self Service |MS Teams Approvals, NS Infune Provisioning

Coniract Management

License Management

License Management including License Inieligence Service Standard Level and SAM for SaaS

Cioud Cost Management

Agent-based Inventory

.*

Discovery and Dependency Mapping (Cloud delivery only)

MATRIX42
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Next Level Service Management

Collaborative Support

Sind Unternehmen bereit dafiir?

Collaborative Support
Hub

* Knowledge Base

« VSA

» Peer Support

« |IT Support/ Tech. Experten

- Neue Rollen und Skills

« Community Manager
« Community Moderator

MATRIX32




Next Level Service Management

MATRIX
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M@ Experience Days

Welcome!

To continue, select a role:

Jim Miller
Marketing Manager

Alex Thompson
Service Desk Agent

Ryan Maxwell
Workplace Security Manager

aiassist.dev.aurora.mx42.cloud
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