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UBER MATRIX42

The European Choice in
Service Management

>30

Jahre Expertise in der
Digitalisierung und
Automatisierung.

600

Matricians sind in
11 Léandern Europas fur
unsere Kunden im Einsatz.

5.000

Kunden weltweit setzen
auf unsere Lésungen.

300

Partner, die lokale
Anforderungen genau
kennen.




With optimal solution to different
customer needs

Out-of-box More advanced ITSM Complete & fully integrated
best-practice incl. ESM processes? Enterprise Service Management
ITSM? suite?

M42 Core M42 Professional M42 Enterprise
Easy to start Flexible to expand Covers dll your needs
Most common ITSM Advanced ITSM and Full IT Suite incl. [ITSM/ESM, ITAM, SAM, UEM,
processes delivered as a Enterprise Service Endpoint Protection and Remote Control to
standard solution Management Manage processes, services, assets and end-

points
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MATRIX42 CORE-PRO

Live-Demo



Delivered from secure European cloud

Continuous upgrades

Common software

Cloud automation

Private cloud

M42 Core managed & operated by M42

M42 Professional

Data center of customer's choice,

M42 cloud is available in Core
« Highly certified data center
*  Operated by M42
* Upgrades, scalability, monitoring & backups

*  European staff, 24/7

Other options such as private cloud /
Cloud your way are available in Pro



Identity Governance
& Administration

Onboarding
Umzlge

efecte
S8 & 0 O

5
+l

IGA Growth Admin

IGA Growth Admin DELETE
IGA Risk Management

IGA Starter Admin

A IGA Starter-ULM Admin

0

-

Review HR & directory data dashboard
=0 O
0

~

Analyze data before provisioning dashboard

(=}

. Role mining dashboard
04. Bulld request catalogue dashboard
05. Daily administration task dashboard
7 06. Governance dashboard
=0 07 Auditing dashboard
08. Statistic dashboard

-

01. Review data
v 02 Analyze data, before provisioning
03. Role mining
04. Build request catalogue
05. Dally administrations t1asks
06. Governance
07. Auditing

08. Statistics

Risk Management

Vv Whistieblower Reviewer

Audits / Risk Management
Compliance reporting & dashboarding
Integration mit AD, EntralD, ..

2T

Benutzeridentitéiten + Zugriffsrechte managen

02. Role mining for directory dashboard

- 1.8 Accounts, with same entitiement

oo

- L] 1-50 v Total 870

¢

IGA Account / Organization Entitlements = Al

STATUS PERSON
Active Choupo-Moting Eric
2 Active Lehtinen Janne

e

1.2 Entitlements, with most memberships
Count

’ Count: 121

Count: 33

Baseline test group 1
Elina test

1.4 Organizations, with most users

Count

Count: 33

annxw
cococus

Efecte Germany GmbH

Efecte PLC

E-MAIL DIRECTORY / APF
eric.choupo-moting@example.org AD
Jjanne_lehtinen®example.org AD

-
L 1.
>
Count: 32 Count: 32 Count 23
Baseline Azure group 1 ESMusers
Baseline test group 6
-
L 1.
»
Count 10
Count 14
Cisco Efecte Fintand Oy
Amazon
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MATRIX42 ENTERPRISE

Live-Demo Neuerungen 2024



Our vision to transform from reactive to
proactive service management

A

Prevented Productivity
Tickets &
Experience
Automated ‘
Tickets
Manually
Processed
Tickets




MATRIX

MATRIX42
INTELLIGENCE ©

Happier, more productive and
more strategic Service Desk ——




MATRIX42 INTELLIGENCE | THE BUSINESS CHALLENGE

Service desk work is not
getting qny QGSier Still a lot of manual

» 850/ work for agents®
o o

compioty 0 14% 27% 0 —

of contactsis
increasing*

Spend per
agent contact
has increased*

Findings based on Gartner
analysis: Service Desk Analysis,
December 2023/ * Trend over the
past 4 years



MATRIX42 INTELLIGENCE | THE BUSINESS CHALLENGE

High impact areas

1 Support for
common activities

Focus on Service

2 Desk Agents

3 Meeting end-user
expectations

MATRIX22




MATRIX42 INTELLIGENCE | THE BUSINESS CHALLENGE

Matrix42 Intelligence - Al Use cases

Al Search in Self-Service
+  Simplified service requests

*  Multiple orders processed simultaneously

End-user
/Agent

Al Assist for Service Desk

+  Automated category assignment &

SerVice priority calculation
Desk +  Sentiment analysis

= Summarization

Agent

Al Search for Business Apps
«  Service Desk

*  Service Catalogue

Al Knowledge*

*  Automated creation of
Knowledge Base articles

«  Content rewriting

Capabilities

SmartDialog
+ 'Chat with your data”

«  Context sensitive actions

Timeline | cuwet | N |l g

MATRIX32

*) Al Knowledge: tailored for SD agents. End-users consume knowledge-base articles

13



MATRIX42 INTELLIGENCE | SELF-SERVICE

Al Searchin Self-Service
Speed-up self-help

Solution

B Relevantresults by
understanding context and
linguistic nuances.

B Ranked answers that are
directly related to user
queries.

B Users can take immediate
action directly from the
search result.

MATRIX492

Ve

: I need a new screen X

( Catalog ) C Change Requests ) ( My Change Requests ) ( My Hardware ) Show All v

Search Results

n Apple 27" Thunderbolt TFT-Display
With built-in Thunderbolt technology-the fastest, most flexible 1/0 ever-the 27-inch Apple Thunderbolt Dis...

DELL 24" TFT Display
Immerse yourself in your digital entertainment. With an ultra-fast 2 ms response time, you will experience...

All-in-One Color Inkjet Printer
Set up your business to grow with eye-catching color marketing materials for up to 50% lower cost per pa...

Apple iPad Air 2, including SIM card
iPad - The best way to see the web, email, and photos. With its revolutionary Multi-Touch screen, and its ...

: Apple iPhone, including SIM Card
» 3 iPhone combines three products - a revolutionary mobile phone, a widescreen iPod with touch controls, a...

3D Ready DLP Projector
With WXGA (1280x800) native resolution for up to 30% more pixels than XGA (1024x768) 3 500 ANSI lu

Was this useful? ({5 2

A Camnuatar Quian

Would you like to open a ticket?
. ] CREATE TICKET [
| need a new screen

14



MATRIX42 INTELLIGENCE | SELF-SERVICE

Al Searchin Self-Service
Speed-up self-help

Outcome

B Higher end-user satisfaction
B Reducedload on agents
B Lower cost per ticket

MATRIX492
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Al SEARCH

Live




MATRIX42 INTELLIGENCE | SERVICE DESK AGENTS

Al Assist for Service Desk

Automated category assignment & prioritization

Chadllenge

B Keepingpace with the growing
number of tickets.

B Categorization and prioritization are
difficult due to human error and
mMany categories.

BP Understanding user emotions is key
to better cormmunication and
experiences.

MATRIX492




MATRIX42 INTELLIGENCE | SERVICE DESK AGENTS

Al Assist for Service Desk

Automated category assignment & prioritization
Outcome

B |Improved agent productivity.
B Lower cost per ticket.
B Higher-quadlity support.

MATRIX32
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Al ASSIST
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ITAM/SAM

Birgmm Ohitm 4 o e
wr— o P o
T Mﬁ-whnhmpﬂTmiﬂ Dipl'llﬂﬂh‘s
1

Nurriber of
Deleted Resoureas Per Type and Day (Las

Azure Inventory

Alle Azure Ressourcenim Asset Management ! l R
+ 2.B.VMs, Speicher, Dienste, ... , l

Automatischer Import
Kompletter Uberblick
Integrationin ITSM + SAM Prozesse

MATRIX22




Azure Inventory

ASSETS Hame Cloard Services

Q Semcnm ©Q Configuration ) Full Screen R Configure
A Home -

Hi Cloud Services Number of Resources without Tags
»: Announcements g 135 &

Thes metric showes how [Tty ATure raece wel have tags Tags help

Coftaboration >
PO HGAUTE Al ANSGE PO FesouiTen Kewpinyg Back Of untagged

Environments HRSOULES entares Everytung s propenty |eled 10r better Mmaragesment

and coat control

Workplaces

Complex Systems

SWock Keepng Units

Chusters

Sicrage Devices

Endpolnt Devices >
pomt Devices Number of Resources per Azure Reglon

Peripherals > —

aermanywestcentral — 111

SiM Cards

twork Devices

Universal Assets

Cloud Services >

Server inventory >

Reports

¢e@fipeoermd@idpi>wIp:

Settings

@ germanywesicentral
westeurope
francecentval

o tas

westuy

nOTWaveast

switzer andnorth
Haenorth

o

Number of New Resources per Type and Day (Last 8 Days)
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Top 10 Resources per Subscription
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FASTVIEWER




FastViewer (Remote Assistance) Frontends

Fastmaster.exe
(Desktop, classic Ul)

ITSM/UUX integrated
(Remote Assistance Web)

Any browser (Remote
Assistance Connect)

User interface

Windows/macOS

Web (UUX)

Web (stand-alone)

ESM integration

Separate window

Embedded in browser

No integration

Control Win+Mac+Linux

Win + macOS (no Linux)

(macOS + Linux planned)

Remote Control Yes Yes Yes
File Transfer Yes Yes Yes
Command line / PS No Yes Yes

Win Win

(macOS + Linux planned)

(but assigned computers)

View Android+iOS Yes Planned Planned
Ad-hoc sessions Yes Yes Yes

. No
Search logged-in user Yes Yes

Single sign-on (SSO)

Yes (AD+EntralD)

Yes via ESM

Planned (EntralD)

Session recording

Yes

Planned

Planned

Cloud + on-prem

Yes

Yes

Cloud (on-prem planned)

MATRIX42
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FastViewer R
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UEM




UEM Depot Sync 3.0

* Removed latency: Immediate availability of
assignment and variable changes on the depot
servers.

 Use cases:

+ User shops in self service portal a new software.
Once approved he can immediately check for new
software, and it gets installed.

« Automated OS Installation: Admin activate PXE and
start the computer which is connected to a remote
depot.

* New: 'Global option (all-to-all).

* New: manual sync of packages = User directory is
also synchronized automatically.

MATRIXd2

Eliminating latency

Configuration Data
Push Message

gi (DDC, INI)

Master Server

Service Bus

Configuration Data

Push Message
(DDC, INI)

Mass data

files sync
(Packages, OS Sources)

Depot Server

v L —

Client Client \’

Client




|MA[;[] d UNIFIED ENDPOINT MANAGEMENT > Endpoint Devices

_ | _ _
= Comput UNL O NE gn — NG :
Q, Search in Navigation ‘ Y = - Y, ‘ \ Y
Intune3 ‘ ‘ ‘ / ™ ! < g —
(A Home = ) = - = : - /
K Create Assignment Add to Assignment ¢/ Edit & Wipe 4 Restart ) Autopilot Reset [El create Task
¥ Announcements = N ) . . ) -~ . ’7 P
°a° Collaboration > General Applications Installations Assignments Intune Action State N » | L -~ T 4 - -
@ Environments - =
72 Workplaces DEVICE INFORMATION TECHNICAL INFOMATION ® n ) N @ ® i
o . B B . m . N B Ny ¢ N =
[¥] Operating Systems > ~ ] J J ~ J ~ ] J J 4 ] [ [ ;[
Jame 2 1 B 4 fiam | ) W | |

intune3 Mc VMware7,1
¢ Agent Configurations

VMware, Inc.

VMware-421013241e3e9517-

@ Endpoint Devices Operating System Windows 08bedeec03b27deb

Jom Name - Ma ture
(2] User Management P _ _ _ _ ( _
y smber 4 4 P y W y
NOINSOIE
ypea ! * 888

UNIFIED ENDPOINT MANAGEMENT > Assignments
+ Add Assignment O, Keywords

NAME .~ STA./ DISTRIBUTION COMMAND. -~ ROL. " INS.  ROL." RoOL." DEV. OBJ. » Von Intune verwaltete Gerdate und Apps sind in der
Toolset Deployment Active  Install/Update % 07/01/.. 09/30/... UEM-KO“SOIQ SiChtbqr.

HDE Notepad Test Active Uninstall

* Planen und iiberwachen Sie Rollouts von Empirum,
Intune oder co-managed Geréten von einer einzigen
Konsole aus.

Frankfurt Office Software Inactive Install/Update
7-Zip Intune Active  Install/Update

Adobe Deployment Active Install/Update [ Use Rollout O Use principle users for device
Plan — selection

priskpeTont Ao s * Zuden Problembehandlungsoptionen fiir von Intune
SR-Tes! nactve.Install/Updte e verwaltete Gerate gehdren Aktualisieren,
Neustarten, Zuriicksetzen und Zuriicksetzen des
Time between sctivtion... Autopiloten.

1 Days

Activate all devices when threshold is reached (%): y Aktionen Sind OUCh uber den SerVice DeSk
50 zugdinglich.

Stop rollout on error threshold (%):

5
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MS Intune und Matrix42

Mehrwerte der Intune Integration

* Integration von Intune in ITSM und SAM Prozesse
 Einfachere Verwaltungin der UUX Oberflache
* Phasenweise Verteilung mit Rollout-Planung

* In Kombination mit Empirum
+ PackageCloud: Grof3es Paket-Repository
« Third-Party Patch Management fur verbesserte Sicherheit
+ UnterstUtzung fur Non-Cloud-Gerdate und lokale Depots
« Unterstutzung fur Bare Metal Windows Deployment

MATRIX42

WERT



Silverback 24.0
Update 2

MATRIX42

Address top requested customer needs

Provide administrators more flexibility for application updates and
block users from updating to potential not working versions.

Address top requested security requirements

Proceed with Conditional Access and establish a matching
process for devices connected to Entra ID with Microsoft
Authenticator and devices in Silverback.

Reduce remaining low security findings because secure products
helps us and our customers to secure their processes.

Streamline User Authentication

Reduce the number of required logins for users to access
resources faster and enhance the user experience.

Enhanced macOS security with Global HTTP Proxy support

Provide an extra layer of security and controlover network traffic
for improved compliance and connectivity.
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