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Kl'und Automatisierung steigern
die Leistung des Service Desk

Derzeitiger Ansatz
verfehlt

Allzweck -Kl-Assistenten *
helfen nicht

*) z.B.: MS Copilot

Datenhoheit und
Sicherheitsbedenken

MATRIX42

85% der Service-Desk-Kontakte wurden 2024
manuell von Service Desk Mitarbeitern bearbeitet

- mit steigend er Tendenz.

"Unternehmen mussen Kl-Assistenten gezielt fur
bestimmte Rollen und Anwendungsfalle
einsetzen, um Mehrwert zu schaffen."

80% der européaischen ClOs betrachten

Informationssicherheit als Top-3-Prioritat.
Sichere Kl und Cloud gewinnen an
Dynamik.

Sources: GartnegKey Metrics Data 2025, December 24; Gartner: Al in the

Digital Workplac@#October 24; Gartner: 2025 CIO Agenda - Top Priorities
and Technology I#ns, Europe




KI far . .
Service Management Es'ist an der Zeit,

die Kunden wahlen zu lassen

KIT Wie Sie es wollen

® Sicher: Sie kontrollieren Ihre Daten

Administrat
mipistratoren » Konform : DSGVO / EU-KI-Verordnung

» Flexibel : Sie wahlen lhre KI-Modelle und

¥, konnen lhre eigenen Anwendungsfalle
. | konfigurieren
oy
- ® Erschwinglich : Vorhersehbare,

transparente Preise
Endanwender Fur Manager P

MATRIX




Assistierte  und gefthrte KI - Typische Herausforderungen MATRIX422

"Die Suche nach ahnlichen
Tickets und Knowledge Base
I NGIATStEYy Aad T SAOGFddZFONYRAIDG

S!gzw?:rti)ekeiten schnell “Unser Ziel ist es, die
die richtigen "Ilch habe Schwierigkeiten , bei Knowledgebase -Qualitat
- der Unterstlitzung von zu verbessern , aber der
Informationen aus den : P i<t seh
Unfemehmensressourcen Endbenutzern schnell die rozess ist se r
o ; passenden Informationen zu zeitaufwendig .
finden ."

"Es ist schwierig , die
relevanten Punkte
schnell zu erfassen und
pragnante
Zusammenfassungen
zu erstellen ."

"Es ist schwierig ,
- OUupportaniragen

Endanwender Agenten Admins

Manager



——t
M42 Intelli gence flir Endanwender
“Ich brauche eine personalisierte Suche,

die meinen Kontext und meine
Bedurfnisse versteht. i

Suche / Al Search
B

Relevante Ergebnisse durch Verstandnis des
Kontext und sprachliche Nuancen.

Sortierte Antworten, die sich direkt auf die
Benutzeranfragen beziehen.

Nutzer kénnen sofort handeln
direkt aus dem Suchergebnis.

MATRIXA32

~

Ergebnis

30%

4+ my computer is like a snail %

Search Results

.j KBAQ0066: Resolving Slow Computer Performance Due to Blocked Anti-Virus Update

n KBA00029: Self-help if an application does not start 1 4.75/5
] xBA00013:PC s slow i+ 3.5/5

a SRV00104 - Irfanview (virtual)
Graphics viewer Irfanview delivered via virtualization technology.

SRV00246 - enSilo Developers Policy
p collector group with special security settings to allow software develop...

n not working 7 4.5/5
schnellere
Problemldsu ng

mpact and innovative graphics viewer

ts for Desktops / Notebooks
s to the local computer. Required for installation of non-standard softw .

= JAUUU TV, USD udie U to/from smartphone slow Was this useful? g @)

Would you like to open a ticket?

| et o CREATE TICKET [
my computer is like a snail




—~ i S 25 twe055srv.imagoverum.com/wm/app-SelfServicePortal/landing-pagef14587d3e-63aa-e611-d99b-bc5ff41a70c0

MATRIXA2  SELFSERVICEPORTAL > Home

M42 Intelli gence flr Endanwender

Hello Vincent!

What are you lookir

D il ko &« > 0

Type a keyword to search for information

“Ich habe Schwierigkeiten , schnell
die richtigen Informationen aus den

Unternehmensressourcen  zu .ﬂ.ﬂﬂ“ﬁmmuﬁihh hmn .d_

finden , wenn ich Hilfe brauche ."

Wissen finden via Chat / B commrssge G oo s
Knowledge Discovery

) Ermoglicht die Selbst hilfe durch einfachen R e :
Zugang zu internem Wissen.

troubleshooting tips that empower you to resolve issues and services or assets. We are dedicated to providing swift assistance
enhance your experience with our services. to ensure seamless operations.

Main Menu

Ergebnis

O RUCkgang der [_] Report an issue
30 A) Supportanfragen

x Self-help

- Nutzung von Daten aus Knowledgebase-
Artikeln (KBA) und Tickets

Schnellere und genauere Ergebnisse mit
. Retrieval-Augmented Generation (RAG)
und generativer KI.

«ia Open chat
‘. Contact information

i' J Introduction to Efecte Chatbot

MATRIX22

M42 Pro: Heute verfligbar o p— B o
M42 Enterprise: Demnéchst verfugbar re——




N2 |

4

nteligence flr Agenten

"Esist schwierig Supportanfragen
schnellnachihrer Dringlichkeitund
ihren Auswirkungenzu
priorisieren"

Klassifizierung

Automatisierte Kategorievorschlage fir
eine schnelle Zuordnung

B Klassifizierung: Vorgeschlagene Ausw irkung

und Dringlichkeit

MATRIX22

Incident

/" Edit Accept

Major Incident

No

User

Maria Miller

Phone

'S +121255512

Reaction Point

Ergebnis

8 O % }/e\:/r?lgig Iiritete

Tickets

productivity.

Fix this ASAP.

Mark as Unread

C v+ @ »

TCK00430 - Urgent: Computer is Unbearably ST~

URGENT: COMPUTER IS UNBEARABLY SLOW AND FREEZING

T Take over » Forward
Status MNew
Priority Middle
Solution Point
01/05/2025 08:00
Classification ==
Generated

+ APPLYALL x DISMISS ALL

Category

I Service Desk > ... =
W Hardware

Impact

il User »

Urgency

il Partial Failure %

I
Ld

+2

X



—MA42 Inteligence fir Agenten

"Ich weil3, zu diesem Thema gibt  es
ahnliche Tickets, aber es st
zeitaufwendig , sie zu finden ."

LOosen / Resolution Helper
B Top 3 ahnliche Tickets
4 Top 3 Knowledgebase -Artikel (KBA)

D Lsungsentwurf auf Basis
ausgewabhlter Tickets und/oder
Knowledgebase-Artikel.

MATRIX42

Incident

Major Incident

No

User

Maria Miller

Phone

'S 4121255512

Reaction Point

Ergebnis

4 O % %2grnbgeilﬁgszeit

der Tickets

productivity.

Fix this ASAP.

”_"RCTAI ©

# Edit Accept Mark as Unread

TCKO00430 - Urgent: Computer is Unbearably SI..

T Take over »» Forward

URGENT: COMPUTER IS UNBEARABLY SLOW AND FREEZING

Status MNew
Priority Middle
Solution Point
01/05/2025 08:00
Resolution helper = .
Generated 1 min ago J‘ RESET
3 USE AS USE TO CLOSE
=2 EMAIL TICKET

Resolution Steps for Slow
Computer Performance

Step 1: Check Antivirus Update

1. Right-click the antivirus agent icon on the
toolbar displaying 'AV".

2. Select 'Actions’ and choose 'Force virus
pattern update’.

2 Wait for the undate proaress and confirm



P 4
= MATRIX42 SERVICE DESK > Incidents
M42 Intelhgence fur Agenten Q, search in Navigation 3selected X [, Create Task B Delete 53 Transform O Reopen
A H -
ame O B B TICKETID ¥ - SUMMARY
> Announcements
‘% collaboratioh N O § TCKOoD430 Urgent: Computer is Unbearably Slow and Freezing
-
K Ulnzer §|6| ISthS’ |dtlet © Backlog ) TCK00397 Urgent: Computer is Unbearably Slow and Freezing
nowiledgepase -Qualitat zu
verbessern , aber der Prozess ist B Tickets TCK00396 Request for Assistance with Computer Performanc...
- 1 o n peel N
sehr Zeltanwandlg : & Incidents o TCK00393 Urgent: Computer is Unbearably Slow and Freezing
#} Service Requests &3 .l ) . .
N | TCKO0385 swbisansn fisvilaiioann wdasiizibinden ldaw
& Problems
B | TCK00376 Server Failure
® Change Requests
= = ccess Detected in HR System
Wissen schaffen / KBA Drafting o fom e  Keavating © .
I Knowledge Base I ts
D Reduzierter manueller Aufwand bei der o Service Level Management [ tems selected: outolunien s nales or Remote Employees

Dokumentation

KBA DRAFT
nce of Internal Database

Ergebnis

the KBAdraft 3items ~  to System Crash

- Erweiterte Wissensbasis mit Kl-

gesteuerten Entwirfen 5 O 0/ Verringerung des R » | mpacting Office Operations
O Zzeitaufwands fir
die KBA-Erstellung

uter is Unbearably Slow work on keyboard

B Standardisierte Lésungen

il guests cannot join meeting

losed A ark when using the docking station
ssistance with Computer

Performance - Thank You! hes every day

t print after power outage

MATRIX42

TCK00393 Closed A
it during presentation via projector
Urgent: Computer is Unbearably Slow

and Freezing

ﬁpﬁm

.H (R Ask Al about your data



P 4
SERVICEDESK > Incidents Q, Typ
y 1 o + Add Incident Search ... w Keywords = Createdtoday ) ( My ) ( High priori
MA42 Inteligence fir Agenten oA b ( L8 Beiety |
O B B TICKETID ¥ SUMMARY SOLUTION * REACTION
| § TCKo0430 Urgent: Computer is Unbearably Slow and Freezing  5d 2d
"Ich habe Schwierigkeiten , bei der [ TCK00397 Urgent: Computer is Unbearably Slow and Freezing
UnterStUtzung i et EndbenUtzern J TCK00396 Request for Assistance with Computer Performanc...
schnell die passenden
Informationen zu finden ." ] TCK00393 Urgent: Computer is Unbearably Slow and Freezing
R | TCKO0385 suliaansa fisviletiiassn wsasiiilindan 1w -5m -5m
[ | TCK00376 Server Failure -7m -7m
1 1 " TCK0037
Wissen finden via Chat / ot
. (i | TCKO0037.
K n OWI e d g e D I S Cove ry [:] (] TCKD037' Generate a solution for an issue

' Erleichtert die Ldsung von Anfl‘agen durch Ergebr"S ils about the specific issue you would like a solution for?
einfachen Zugriff auf internes Wissen
) hohere Erstkontakt -
B Nutzung von Daten aus KBA und Tickets Lésungsquote

. Schnellere und genauere Ergebnisse mit
Retrieval-Augmented Generation (RAG)
und generativer Kl

ter, follow these steps to address the likely cause related to a blocked an

t Indicator: Look for the anti-virus agent icon on your toolbar, which usual

K on the anti-virus agent icon to open the settings menu.

T ml TCKO036 R W ot
MA Rlxqz 3. Perform Manual Update: In the settings menu, go to the 'Actions’ option.

] TCK0036: 4. Force Virus Pattern Update: Select 'Force virus pattern update’ from the "Actions' menu.
5. Monitor the Update Process: Wait for the update to start, and look for a notification indicating that the
e - D ' TCK0036 C Panblivas lludata Cuanana: Comiava thmt timi) vasnsaiiim m siimmman mamsmmmn aftav thoa imdats anesmlatss T
Verflugbar in Q3/2025
[ + g Ask Al about your data

D o 1CKU035/ Email stuck in Outlook outbox -10m



Incident C &t @ * T
TCKO00393 - Urgent: Computer is Unbearably SI...

MA42 Intelligence fur Agenten /
Manager

B3 Advanced Details Send E-mail B Start Teams Chat &, Create Task

"Es ist schwierig , wichtige RGENT: COMPUTER IS UNBEARABLY SLOW AND FREEZING

Details schnell zu erfassen

. sjor Incident Status Closed
und pragnante ,
Zusammenfassunge n zu Reason Directly Solved
erstellen ." er
aria Meier Priarity Low
one Solution Point
e +49610281627 522 25/11/2024 15:28

Zusammenfassunge n/Summary Summary € HI

20/11/2024 16:27
. Von Tickets Generated just now ¥ REGENERATE
B Von Loésungen Ergebnis W PORYTO CUEBGARD
i " o Overview
. Inkl. automatischer Ubersetzung 30% ZelteInSparung The user is experiencing significant

frustration due to their computer's slow
performance and frequent freezing, which is
hindering their productivity. They have
attempted basic troubleshooting but require
« Right-click the anti-virus agent icon onyo urgent assistance to resolve the issue.

« Check 'Actions' and find 'Force virus patte

« Wait until 'Updating' shows and reports si Communicatlpn X
The conversation discusses a computer
MATRquz If it still fails, contact IT again to provide a clean performance issue raised by a user who is
frustrated with their slow and freezing

computer. Initially, the user expresses the

2 RoEERLD tih dnk o et e an .. o cnsBa e M N e s amaaias - ks T e dian an



MA42 Inteligence flr Agenten

Al Translation
A Automatische Ubersetzungen
A 1:1 ohne Zusammenfassung

Al Enhance
A Automatische Fehlerkorrektur

Verfugbar ab M42 Enterprise 12.1 Update 3 (Q3/2025)

MATRIX42



= MATRIX492

Q, Search in Navigation

A Home

«: Announcements

s* Collaboration

©) Backlog
B Tickets
7

B Incidents

#} Service Requests
# Problems

@® Change Requests
@, Known Errors

I Knowledge Base

& Service Level Management

(@© My Duty Roster AddOn

r

3= Configurations

n

M Reports

£ Settings

SERVICEDESK > Service Requests

+ Add Service Request

O efe
a e
a

)

I
g e
g
oo
[
(|
oo
oo
oo
oo
o e
g e
(A
(W |
(W |
(W |
W |
(W |
a

W |

TICKET ID

TCK00459

TCK00451

TCK00450

TCK00378

TCK00373

TCKO00360

TCK00352

TCK00342

TCK00338

TCK00330

TCKO00327

TCKO00323

TCK00318

TCK00305

TCK00301

TCK00293

TCK00287

TCK00278

TCK00277

TCK00274

TCK00268

TCK00265

TCK00257

TCK00247

TCKON?25

Q, Search... v

Q, Keywords

SUMMARY

Kann die Datei ,Marktforschungszeitplan” nicht &f...

Unable to open Marketing Campaign Plan file
Issue opening Project Timeline from consultant
Half day off

How do | translate a presentation to Italian?
AdBlue must be topped up

How Do | add Japanese characters to a Word DOC?
If payday is on a holiday, when do | get paid?

How do | switch the display language in M3657
What do the withholdings on my paycheck mean?
Charger for smartphone with 3 outlets

Need DVD drive

Question regarding payroll

Upright monitor

Network switch extension required

Need another power supply for my notebook

Travel expenses question

How do | recover my password for the travel bookin...

Need to connect an additional USB device to my no...

Add John to distribution list Project-435

How can | set the external monitor to Full HD resolu...

Open mpp file
Notebook power cord for UK
What is the WiFi password again?

How do | activate dunley nrintina?

- ( My » Open ) ( Created today )

PRIORITY

Low

Middle

Middle

Middle

Low

Low

Middle

Middle

Low

Low

Low

Low

Middle

Middle

Middle

Middle

Middle

Middle

Low

Middle

Low

Middle

Low

Middle

Middla

STATUS

New
Closed
Closed
New
New
Closed
New
New
New
New
New
Assigned
New
New
Assigned
New
New
New
New
New
New
Closed
Assigned
New

New

USER *

Maria |
Barbar:
Conny
Henry |
Alexan
Patrici
Dennis
Zachar
Henry |
Oscar !
Udelia
Udelia
Elisa S
Barbar:
Stepha
Iris Ival
Barbar:
Emily E
Alexan
Lucas |
Ruben
Oscar
Henry |
Henry |

Armin .

Q_ Type a keyword to search for information @ TCK00459 00h : 00m M

n B .

C % # I X

Service Request

TCKO00459 - Kann die Datei ,Marktforschungszeitplan” nicht 6ffnen

/2 Edit Accept 2 Mark as Read g Take over »» Forward Send E-mail
KANN DIE DATEI ,MARKTFORSCHUNGSZEITPLAN" NICHT OFFNEN
H Translate
User Sta € New
Maria Miller
Priority Low
Phone

05/12/2025 12:00 PM

Solution Point

2 +121255512

Reaction Point

05/12/2025 9:10 AM

DESCRIPTION

B Hallo,

Ich habe die MPP Datei ,Marktforschungszeitplan” von unserer externen Agentur erhalten, kann sie jedoch im Self-
Service-Portal nicht 6ffnen.

Beim Versuch, die Datei zu 6ffnen, erhalte ich entweder eine Fehlermeldung oder die Datei reagiert nicht.
Bitte unterstiitzen Sie mich beim Offnen der Datei oder teilen Sie mir mit, wie ich auf den Inhalt zugreifen kann.

Maria
# Translate

DETAILS
Responsible Responsible Role
- Incident Management
Owner SLA
Maria Miller 43546511 / OLA2 Service Partner
Category Error Type Unknown
Service Desk > Incidents > Software

Urgency Partial Failure
Impact User

Asset
Notification Mode Always PCD2000
Organizational Unit Entry By Portal
Imagine - Imagine Inc.

Quick Call

Cost Center File does not open



= MATRIX32

Q_ Search in Navigation

A Home

w> Announcements

*&* Collaboration S
© Backlog (7]
B Tickets

A Incidents (7]

§} Service Requests
¥ Problems

©® Change Requests
@, Known Errors

K] Knowledge Base

w2 Service Level Management

B Duty Roster Dashboard Add...

& Team Duty Roster AddOn

(© My Duty Roster AddOn

3£ Configurations >

M Reports

L2 Settings

SERVICEDESK > Incidents

Incident

€ TCK00470 - Cannot conect to intenet via Wifl

General Attachments Time Tracking User Ratings
User
Maria Meier

Notification Mode
Always

Phone

User Reachable At

Reported Cls Affected Cls

Asset

Service

Description Journal Solution

| have problems conecting my latop to our ofice wifi since this mornig.

Caused By

Incidents Assets Services Users

Quick Call

Summary
Cannot conect to intenet via Wifl

# Translate  #. Enhance
Category

Service Desk » Incidents

Service Level Agreement

SLA-002 / Standard Incidents Service Level Agreement

Impact
Workgroup

Entry By
Phone

Inform responsible roles or users via e-mail

Required Skills

Required Time

The wifi conection keeps droppping and the error says 'Cannot conect to internet’. Pleese help to resolv as soon posible.

@ We found knowledge base articles which may answer your question

Epson ScanSmart SHOW

Tasks

Send E-mail

Q, Type a keyword to search for information bA— { \ —

@ Close

Urgency
Malfunction

Resubmission

MM/DD/YYYY

Q
Q
Q
PM
Q
< >



Y/, ~NMA2 Inteligence  flr Administratoren

“Ich brauche die Flexibilitat,
unsere eigenen
Anwendungsfalle zu
konfigurieren und das beste Ki-
Modell fir den jeweiligen
Anwendungsfall auszuwahlen.”

Configurable Al

Sicheres und einfaches
Toolkit fur Al-Builder

D Flexibilitat bei der
Erstellung eigener
Anwendungsfalle

Verfugbar sowohl fur On-

Premise- als auch fur
Cloud-Kunden

MATRIX42

Ergebnis

MATRIXA2  serviCEDESK > Tickets

4+ Add Ticket Q, Search ... v Q, Keywords
= FILTERS X C] Q . TICKETID ¥ SUMN
() § TCKo0002 Bad p
Hint: To activate multiple X
filters simultaneously, hold [:] ' TCK00001 Can't :

© down the 88 key while
clicking on the desired

filters. Al Kit - Konfigurierbare Al
Action & B X
Al Actions for TCK00002 - Bad performance on my workst...
PROPOSE CATEGORY -
4 5 ()/ schneller zur TICKET SUMMARY -
0 We rtsch('jpfu ng CREATE A BETTER SUBJECT -
PROVIDE NEXT STEPS n
DRAFT A KBA °
Middle priority
High Priority
Low priority
Hardware
Security

+ CREATE NEW FILTER



CONFIGURABLE Al

MATRIX42

Q Search in Navigation

A Home

%> Announcements
‘e Collaboration

O Backlog

B Tickets

X Incidents

€ Service Requests
& Problems

© Change Requests
Q Known Errors

0 Knowledge Base
> Service Level Management

@ Team Duty Roster AddOn

= Confiaurations

fi

SERVICE DESK
+ Add Ticket
O e
I

O ]
O 8
(N )

O 0
O 8

Tickets

Q Search.. v

TICKETID ¥

TCKO00400

TCK00379

TCK00378

TCK00377

TCK00363

TCK00359

MATRIXA22

Q_ Type a keyword to search for information o=
Q, Keywords = ( My ) ( Created today /'; |\r; Ticket *
TCK00377 - Email Delivery Delays for External C...
SUMMARY PRIORITY
/7 Edit &8 Mark as Unread » Forward &8 Send E-mail
Charly Wonka makes bad chocolate Middle
EgoSecure IntellAct Event: Access Denied: - Application Cont.. Middle EMAIL DELIVERY DELAYS FOR EXTERNAL COMMUNICATIONS
Half day off Middle ol "
Asset Summary Name: PCD1200
Email Delivery Delays for External Communications Middle Manufacturer: Dell Inc.
Model: Precision WorkStation T3400
EgoSecure IntellAct Event: Access Denied: - Application Cont.. Middle Serial Nr.: 7X2BV3J
0S: Microsoft Corporation
Bluetooth headset connection is constantly interrupted Middle 0S Name: Windows 7 Enterprise Edition

Last Scan date: 04/04/2025 15:00:01

User Status
Kate Knox Priority
Phone Solution Point

t2 +4318877888
Reaction Point 02/10/2024 10:48



CONFIGURABLE Al MATRIX42

= MATRIX42 ADMINISTRATION > Configurable Al > Al Actio Q, Type a keyword to search for information - /'y b Q
Al Action =
Q Search in Navigation — ¢ ] X . «w C W % X
Ticket Classification
A Home
General Prompt Executions
23 User Interface >
8 Security >
PROMPT
# Configurable Al v
43. Service Providers A The npt is sent to the Al service provider. Make sure that the transfer of the informat provided here is in accordance with your IT ¢ y and privacy policies, A note that the maximum length of the prompt depend
$ AlActions
Prompt
(2 Integration >

You are a senior 1st-level support technician with years of experience in handling IT tickets. Use the following ITIL definitions to classify the nature of the ticket described below as either an Incident or a Service Request: e
I3 Services & Processes >
ITIL Definitions:

& Matrix42 Intelligence ’ ; : - ) : . . . } .
Incident: An unplanned interruption to a service or reduction in the quality of a service. The goal is to restore normal service operation as quickly as possible.

I R: > : ) ; g :
@ Cloud Resouroes Service Request: A request from a user or a user’s authorized representative that initiates a service action which has been agreed as a normal part of service delivery. These are typically pre-approved and standardized

8 enSilo Settings actions, such as access requests or provisioning.

A Schema > Your task: Based on these definitions, read the ticket description and classify it as either an Incident or a Service Request. Provide a brief explanation for your decision.
@ Reports > Ticket Description:

# Extensions > {{Subject)}

Extension Gallery {{DescriptionHTML}} I

Remote Assistance >

£ Settings

© Click help for data-loading syntax



CONFIGURABLE Al MATRIX42

= MATRIX42 ADMINISTRATION > Configurable Al > Al Actions Q, Type a keyword to search for
Q_ Search in Navigation o Al Action %
Asset Summary at Preview
A Home
General Prompt Executions
22 User Interface >
8 Security >
PROMPT
@ Configurable Al v
|3b Service Providers A The prompt is sent to the Al service provider. Make sure that the transfer of the information provided here n accordance with your IT policy and privacy policies. A
n th ected e
£ AlActions
Prompt
(2 Integration >
You are a virtual agent and provide a crisp summary of the data context provided. Each of the data points should start with a new line with the corresponding title.
I3 Services & Processes >

Format the output as HTML in a bullet list. Take the titles from below (between // and ) and always style them bold.

& Matrix42 Intelligence
9 Data Context:

| >
& Cloud imeixoes // Name: {{T(SPSActivityClassincident).asset. T(SPSComputerClassBase).Name}}

@ enSilo Settings // Manufacturer: {{T(SPSActivityClassincident).asset. manufacturerName}}

A Schema > // Model: {{T(SPSActivityClassincident).asset.Model}}

@ Reports > // Serial Nr.: {{T(SPSActivityClassincident).asset.SerialNumber))

M Extensions > // OS: {{T(SPSActivityClassincident).asset. T(SPSComputerCLass0s).Manufacturer))

Extension Gallery // OS Name: {{T(SPSActivityClassincident).asset. T(SPSComputerCLassOs).Name})

Remote Assistance > // Last Scan date: {{T (SPSActivityCIasslncidenl).asset.T(SPSComputerClassBase)ALastScanDa!J))

§ Settings // Order Date: {{T(SPSActivityClassincident).asset. T(SPSComputerClassBase). T(SPSAssetClassOrder).orderDate})}

@ Click heln for data-loading svntax



Assistierte und geftinrte Kl - Mogliche

Ahnlichkeiten

40% Beaferngerer

WISSEH finden * Wlssen finden *

hohere
19% Erstkontakt-
LOsungsquote

Endanwender Agenten
*) Demr@chstverfugbar

Einsparungen

Schaffung von Wissen

50% e

Erstellung

Admins

Quelen: Fomeser, Hawad Busness Revew, Azue Al Senices, Vaniahigherogiccom, Axdew  MuncasterLinkedn, Stratospherenetnvorks,

Comvogene,  Corvina,  Amazon

MATRIX" 2

Zusammenfassunge n

50% Zeiteinsparung

Manager

11



Bewaltigung der
Herausforderungen In
Bezug auf Datenhoheit und
Sicherheit

MATRIX42

38



Flexibilitat bei der Auswahl der KI  bei M42 Enterprise

Al Assist

C Azure OpenAl gehostet in der EU, gemanagt durch Matrix42
C Nur nicht-personenbezogene Daten werden Ubermittelt
C Nicht offentlich + keine Verbindung zu anderen Kunden

Configurable Al

C Kunde stellt die Ki
C Voraussetzung: API muss OpenAl kompatibel sein (z.B. Google Gemini)
C Cloud, private Cloud, on-prem i auch gemischt eine andere fur jeden Aktionstyp

Geplant : M42-eigenes generatives Kl-Modell

C Basierend auf Open-Source-Bibliotheken, die auf ITSM-Anwendungsfalle abgestimmt sind
C MA42 kontrolliert die Daten (Standort und Sicherheit)
C Vertrauenswurdige, transparente und sichere KI-Nutzung




Wie Sie lhr Unternehmen fur Kl fit machen

Niedrig hangende Frichte
Geschaftsziele definieren. Bereiche identifizieren, die besonders profitieren kbnnen.

Vorbereitung
Verstandnis fur Kl bei Mitarbeitern schaffen (z.B. durch Schulungen)

Datenqualitat
Daten prifen, erganzen, bereinigen

IT-Infrastruktur
Technische Grundlagen fir Zugriff auf bzw. Betrieb von Kl prufen.

Governance
Richtlinien festlegen und Teams zur Uberwachung aufstellen




VOM HYPE ZUR REALITAT

Der Weg zum Kl-nativen Service Management

Teillautonom &
Autonom

= Préadiktive Analytik » Teilautonome und

= Suche
Beispiele » Ticket-Zusammenfassung » Automatisierte autonome Kl-Agenten
» Klassifizierung \é\i/r?tslri]gkggen und = Agentische KI / Schwarme von Agenten

MATRIX" 2




Spater - Halbautonome und autonome KI MATRIX22
QAI-Agent

Ahnlichkeiten

- Ahnliche Tickets,
Anfragen, KBAs

Wissen finden*
- Zugang zum Wissen der .
Organisation Wissen finden*
. - Zugang zum Wissen
- K tionelle Ki gang
onversoilone © der Q Schaffung von Wissen
Organisation - Erstellung von KBA-
- Konversationelle Kl Urfen
9 Klass|f|?|-er'ung Zusammenfassungen
LS - Zusammenfassungen
von Tickets und
Lésungen
- Ubersetzung*

"’?f

=_ )
Endanwender

Manager



What can we help you find today? Ask anything = §
* - .

Major Incident G % @ X I X
PRP 00148 - Major Security Breach - Immediate Action Required

v/ Accept proposal X Decline proposal

MAJOR SECURITY BEACH - IMMEDIATE ACTION REQUIRED

Vorhersag e von P—

Grol3storungen Rl
" " 09/02/2025
Major Incidents .
o
Herausforderung fur SD-Agenten T - e
o vere risk to systems,
"Wie kann ich eine hohe Servicequalitat g i =2, or maliclous
f h h |t d A f ” t & mitigation efforts are
al'_l rec ternalten un usralizeiten o . cure affected assets. All
minimieren?" s mise, notify
Unser Ansatz ) & A
Vorbeugende Ticketverwaltung durch - TR
Erkennung von MUStern : acted — Investigation Required
~ User Credentials Compromised
O 8 TCK9278 Malware Infection Identified on Critical Systems
O 8 TCK9626 Suspicious Login Attempts — Possible Brute Force Attack
MATRIX B | TCK9012 Data Leak Alert — Sensitive Information Exposed
O 8 TCK9888 Ransomware Detected — Systems Encrypted
B | TCK9173 Firewall Breach = Unusual Traffic Identified




Es ist an der Zeit, die
Kunden wahlen zu lassen

KIT Wie Sie es wollen

U Sicher: Sie kontrollieren |hre Daten
U Konform: DSGVO / Kl-Verordnung

U Flexibel: Sie wahlen Ihre KI-Modelle und kdnnen
Ihre eigenen Anwendungsfélle konfigurieren

U Erschwinglich: Vorhersehbare Kosten,
transparente Preisgestaltung

Fur Endanwender

MATRIX

fir Service Management

Fur Administratoren

)

M

Fur Manager
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All products v Q How canwe help you? 'g Signin

i #A Home » [V Matrix42 Intelligence » J§§ Matrix42 Enterprise Al » il Al Search » Al Search Licensing

Al Search Licensing

Last updated: Dec 13, 2024

MATRIX Help center

Lice

Mat
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All products v  Q How canwe help you? 'g Signin

i #A Home » [V Matrix42 Intelligence » [fY Matrix42 Enterprise Al » m Al Assist for Service Desk  » Al Assist for Service Desk Licensing

Al Assist for Service Desk Licensing

Last updated: Dec 13, 2024

o

Licensing details for Al Assist. + Table of contents

Matrix42 Al Assist for Service Desk requires a subscription license for Enterprise Service Management (either Advanced/Enterprise tiers or Matrix42
Enterprise) as well as asubscription for the Matrix42 Al Assist for Service Desk solution|itself, which is required to enable the feature. Al related Terms & Conditions and Data Processing

Agreements need to be signed as well.

In addition to those mentioned above an|Action Credit subscription|is required.

Details about the different tiers of Action Credits are provided by your sales representative.



Matrix42 Intelligence for M42 Enterprise - Overview

Action Credit consumption - Ticket lifecycle

Submission

MATRIX42

Categorization
& prioritization

Resolution &
implementation

Closure & review

Al Assist - Classification Al Assist - Summary Al Assist - Summary

A Category proposal

A Impact proposal _ _

A Urgency proposal

Al Assist - Resolution helper

A Similar Tickets
A Matching KBAs

A Generate Solution
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