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Cos’ e EriZone?

WURTHPHOENIX

Soluzione software per la gestione delle attivita di Service Desk e

ticketing

Sviluppa e gestisce | processi per i servizi erogati a clienti e utenti,
WIURTHPHOENIX seguendo le linee guida fornite dall’lT Infrastructure Library (ITIL)

EriZone

Gestisce efficientemente le richieste di assistenza da parte degli
Powered by* OTRS utenti

Aperto all'integrazione con altri strumenti di monitoraggio

*” Aperto all'integrazione con sistemi esterni quali ERP e CRM
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WURTHPHOENIX

EriZone WURTHPHOENIX

IT-SERVICE MANAGEMENT

'r Incident Management Service Catalogue Management

o

Request Fulfillment = Service Level Management

1-1-0 Problem Management - Knowledge Management
‘» Change Management QK‘ Access Management

Service Asset and Configuration
L & Event Management =] Management

Release Management

(il

© Wirth Phoenix 2016 ... more than software



Il catalogo dei servizi come core della soluzione

WURTHPHOENIX

SERVICE STRATEGY

35 B i

Clienti Business

D, CATALOGO SERVIZI

*— ELENCO delle CATEGORIE

- L d d

Applicazioni Utenti Operators Auditors Fornitori

ESIGENZE del BUSINESS

COMMITMENT del MANAGEMENT

SERVICE DESIGN
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L e novita In

EriZone 3




Applicazione del “metodo scientifico” in EriZone

Problematica ~ gak: o g Verifica Conclusioni
Esigenza s A Applicabilita . o Rilascio
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Le maggiori innovazioni in EriZone 3.6

WURTHPHOENIX

° CMDB ready (finally! © )

° Service By Roles: Service Owner, Service Manager and

Service Watcher

Automatic split from process tickets

MAJOR FEATURES

(now available) . .
Service Catalogue Translation on Customer Portal

Access Management: Activity sequence (i.e. for Active
Directory User Creation)

° Add Queue selection to DataWarehouse cubes

° NetEye Asset Management SIM Card interface
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.altro...

Change Evaluation
Budget

New Ticket from
Service and
Categories

DB2 Customer data
Interface
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Atlassian JIRA
synchronous
Interface

Public Process
Approval

Dashboard for
parent tickets with
closed children

Minimum time
between incidents

Automatic creation
for unknown
customer by email

Many new process
transition actions

... more than software

WURTHPHOENIX

Process
Management editor

Data propagation
among tickets

Bug fixing




| prossimi pass|
di EriZone 3




La versione EriZone 3.6

Continuous integration 3.6 _de

(Funzionalita nate da esigenze di progetto)

WURTHPHOENIX

Final freeze — Release 3.6

AVAILABLE

NOW!

© Wirth Phoenix 2016

... more than software

. BEGIN2017







EriZone 5.0




WURTHPHOENIX

EriZone

1

Signin




Dashboard

Escalate% Tickets

Tickets in My Queues (1
Title

Problemi nell'export

Open Tickets / Need to be answered

My watched tickets (1)

All tickets (48)

Customers (0)




Una nuova touch experience

eecco TIM = 11:55 = 3 76% mm)

a erizone5-demo.wuerth-phoenix.com ¢

WI:IRTHPHOE_NIX
EriZone
Signin
Login

Forgot password?

()&
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a erizone5-demo.wuerth-phoenix.com ¢

— ol

Dashboard

My locked tickets (0) My watched tickets (0) My re

Age Title SS.")\

29d0h Probleminell'export stats

: lor

Open Tickets / Need to be answered =
My locked tickets (1) My watched tickets (1) My re D
Age Changed Cus

11—

75d22h 09/02/2016 09:35 151 3—

My locked tickets (1) My watched tickets (0) My re
Ticketi# Created
Y& 2016102010000029 10/20/201¢

Y¢ 2016092177000235 09/21/2011
ER 2016092177000191 09/21/201(

< M m
/\
~~

K ¢

00O TIM = 11:54 = 3 76% mm>

a erizone5-demo.wuerth-phoenix.com ¢

=— Service desk @
My Tickets

Ticket# Title

2016092177000119  Fattura- Care colleghe, Per
2016091477000071  Attivazione Visio - Ciao,
2016091377000269  Corso Infocamere - Cari
2016091377000143  FW: R: Consulenza NetEye
2016091377000134  FW: R: Consulenza NetEye

2016082677000086  Column queue_id cannot be

m o

™
7N
—
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WURTHPHOENIX

eecco TIM = 11:56 7 B 75% )

& erizone5-demo.wuerth-phoenix.com ¢

— ol

Ticket#2016102010000029 — Iss...

Back | Print | Priority and Services | Owner | Customer

v Article Overview - 1 Article(s) = =
Y7 No. Type =  From
| “ 1 “ customer — webrequest ” (& || "Luca

v Article #1 — Issue on Ipad
Created: 10/20/2016 11:29

Print
From: "Luca MAX" <nicola>
To: [0] Service Desk External
Subject: Issue on Ipad




Una piattaforma totalmente rinnovata

Produttivita e compatibilita
@ Scalabilita e performance
O

WURTHPHOENIX

0 Integrabilita
® Accessibilita

© Wirth Phoenix 2016 ... more than software




| vantaggi ottenibili tramite I'implementazione di EriZone

WURTHPHOENIX

' 4

Corretta Riduzione costi e
distribuzione del accentramento della

Unico punto di
contatto con |l

Target chiari ed
allineati con |l

cliente carico di lavoro conoscenza business
Ripristino di . :
hets =3 -— Priorizzazione
razioni rvizi mplici '
Controllo e Op el Semplicita ed allineata con le

efficacia nella
comunicazione

con il minimo
Impatto con |l
rispetto di. SLA

coordinamento esigenze del

Business
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EriZone 5.0

Experience Preview
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Grazie! ~

nicola.degara@wuerth-phoenix.com ‘
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