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Everyone

has waited for a critical ticket at least once in
his/her life

IT services have been business critical for a long time now.

IT services are increasingly multi-layer, multi team and global.

Scaling ITSM services on global scale
is a ‘must win’ challenge

+ Al has entered the chat!
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Meet Wirth IT & Align - in numbers

-4 $33333338388
00 0000 00 00 00

0 §§ §§ §§ ss §§ §§ 80000+ serviced customers
-4 111
44 13131312131
120 central teams

12 central IT departments

—

300+ distributed companies 5000+ local it team

-----
.......
.........
.........
.........

.........
.......

(your urgent ticket is lost here)




The problem(s) to solve

Break down IT silos,
deploying a modern, ai powered, global ISTM/ALM platform
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Modern ITSM/ALM platform Break down silos
Ai enabled Deploy global




Tame the Robot: Technology Challenges
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Win Over the People: Human Factor Challenges
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Align 3 elements recipe

° NetEye™
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The Atlassian Stack: ITSM Powerhouse

o We built Align on Jira Service Management, Confluence, Assets, and powerful
auvtomation—each tool playing a key role.

o Key features:
* Designed for enterprise and global
* Ample configuration options

* Flexible permissions
* Designed in the right philosophy
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Teamwork Graph - the data model to fuel the Ai

o Every Atlassian App and solution shares the same data model
oIt collects work, pages, ideas, service requests, projects, and more.

ot breaks silos at a foundational level > Act as an agent of change
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Standardizing ITIL workflows at Scale
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Service Contracts - the bridge between edge and center

0JSM Asset + automations as

foundation

o Connects and control handovers from
Local to Central services

o Creates point to point visibility at

scale
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Standard Workflows

o Built on the teams acting on requests

o Acts as a protocol for agents on
° different companies/countries to
o @ e communicate

‘ o Can iterate on itself
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Standard Workflows as team loops

o Use the loop design to enable
different resolution paths

o Each team can either
* Handover
* Collaborate
 Escalate

o Single source of truth kept all the time
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(Almost) fully customizabile - in autonomy

o Requests and forms

o Intake channels

o Portal

o Notifications

o Translations

o Angent view

o Canned replies

o Knowldege Base Articles

O ...

e NetEye™

Raise an incident Service request

Microsoft Teams

(2 Activation of Mailbox integration for ALIGN - Denmark JSM project (WPMSP-37623)

©  Reporter or request participants ore part of this chot.
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=T wuerth.dk ACTIVE
Wurth Acme - Support / Request an incident
Request an incident g Neupart_Hansen, Doniel 1001, 03:24 PM
Cool

Knowledge Base

0, Fix an account problem
ks Having trouble accessing certain websites or systems? We'll help you out with: SAP, Fiori. Speedy. Active Directory, Wurth £
Reporting, Archiving. Shared Folder. Server, E-Learning. MyWurth, OneDrive, ProjectMonitor, Proxi. WiFi, VPN, Internet con
LAN/WAN, Tethering, TeamManager, Shared Drive Access, ADP, WSP, Firewall, Qlik and others accounts.

agement

O General IT Security Issue

Report any other IT security-related issue, such as potential vulnerabilities, outdated software, or unusual system behavior.

Phishing or Suspicious Email Report

Manage your hardware requests here.

Standard ~ Custom




Rollout with feedback

o Each deployment works by engaging few, key people
oWe deploy a fully usable project from day 1

oWe ask what done means and loop back to it once workshops are over

We incorporate lessons from each rollout in the solution

— agile ITERATION




It's about empowerment

o We look for technical people to become Project admins
o We strongly encourage hands on tests

oWe enable a flexible pace of service rollout

The ultimate goal is to feel the adopters EMPOWERED by the new solution

e NetEve™




Enabling smart Al

o All knowledge bases become
accessible

o All resolutions patterns becomes
accessible

o Concept and data models are defined
(team, service, request...)

Rovo, state-of-the-art Ai is enabled at
each deployment




Align brings scalability to services

Atlassian Cloud Platform + Expert Design + Agile rollout
+ Al

Each Ticket, timely







	Diapositiva 1
	Diapositiva 2
	Diapositiva 3: Meet Würth IT & Align – in numbers
	Diapositiva 4: The problem(s) to solve
	Diapositiva 5: Tame the Robot: Technology Challenges
	Diapositiva 7: Win Over the People: Human Factor Challenges
	Diapositiva 9: Align 3 elements recipe
	Diapositiva 10: The Atlassian Stack: ITSM Powerhouse
	Diapositiva 11: Teamwork Graph – the data model to fuel the Ai
	Diapositiva 12: Standardizing ITIL workflows at Scale
	Diapositiva 13: Service Contracts – the bridge between edge and center
	Diapositiva 14: Standard Workflows 
	Diapositiva 15: Standard Workflows as team loops
	Diapositiva 16: (Almost) fully customizabile – in autonomy
	Diapositiva 17: Rollout with feedback
	Diapositiva 18: It’s about empowerment
	Diapositiva 19: Enabling smart AI
	Diapositiva 20: Align brings scalability to services
	Diapositiva 21: Thanks for your attention!

