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An engaging and innovative  
user experience 

Allied Motion Technologies is a global company that designs, manufactures, and 
sells precision and specialty motion control components and systems used in the 
vehicle, medical, aerospace and defense, electronics, and industrial markets.

• SMAX portal accessed from anywhere, providing flexibility to all IT  
and business users 

• Increased online service desk usage by 90%, compared to email  
and phone  

• Faster issue resolution through improved team collaboration 

• Fully personalized self-service portal and BI integration for management 
reporting  

• Business process owners without coding skills develop new workflows and 
rules using SMAX Studio 

“We have noticed a 90 percent increase in use of the service desk since 
the SMAX implementation, compared with email and phone requests.”

 Daniel Capeleiro 
IT Technician

microfocus.com/AlliedMotion3
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Shorter resolution times,  
improved efficiency 
 
Global company producing decorative paints and performance coatings. Jotun 
has 10,000 employees located in 100 countries worldwide. 
 
Use SMAX for a configurable and user-friendly self-service portal, while improving 
IT technician teamwork and efficiency through automation of IT and non-IT 
processes.

• 7,000 IT business users; 341 agents using SMAX; 2,500 users using the new 
cloud-based portal. Approx. 75,000 tickets and 39,000 tasks per year  

• Increased online service desk usage with automation and personalized self-
service portal

• Faster issue resolution through improved team collaboration

• Better cost control with simple licensing and move to SaaS 

• ITIL-based best practices out-of-the-box

• Positioned to easily adopt and integrate more cloud based services

“Our team is well-versed in ITIL processes which SMAX is based on, so 
training our staff was easy. The portal is being used more and more for  
IT requests. Our Global IT organization works much more efficiently, and 
requests are closed faster.”

TROND RIISE PEDERSEN 
Group IT Lead Manager
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“… makes it a great solution for not just IT-related requests, but any line 
of business within our organization. The ultimate aim is a one-stop single 
portal for any IT- or business-related user request.”

Kim Evans 
Integration Service Management Architect

SMAX delivers agile and unified IT  
and business support experience 
leveraging portal, chat, phone, and  
mobile app channels.

Micro Focus is one of the world’s largest enterprise software providers, delivering 
trusted and proven mission-critical software that keeps the digital world running. 
 
The challenge was to introduce a single IT and business support platform, with 
sophisticated AI-driven self-service to drive down the volume of requests.

• More than 10 tools consolidated into a single SMAX portal 

• Single service desk for over 4,000 IT support and 1,000 business service 
requests every month 

• 75 percent of support functions consolidated in three-month 
implementation 

• 50 percent of support queries self-submitted through the portal 

microfocus.com/MCRO5
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“Moving from several ITSM solutions and implementing SMAX has 
reduced our TCO drastically across infrastructure, maintenance, and 
teams—even with expanding into non-IT use cases.”

ITSM and Enterprise Service Management  
Process and Tools Department Manager

Micro Focus SMAX enables evolution  
of IT service management  
 
French multi-national corporation specialized in retail with a global presence of 
over 12,000 physical stores, and more than13 million customers  
per day. 
 
The challenge was to reduce TCO and streamline processes by consolidating 
disparate IT departments, and converging and aligining processes to improve 
management of IT and non-IT service and support requests.40% annual cost 
saving through simplified service management 

• Faster time to resolution

• Improved end-user autonomy and satisfaction 

• Automated and streamlined more than 55,000 for IT and non-IT service 
requests per month 

• Reduced TCO and improved scalability

• Accelerated pre-approval process from two weeks to one day

• Centralized reporting structure 

Multi-National  
Retail Organization

microfocus.com/Retail6
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Micro Focus SMAX supports  
process alignment in merger

NCBA Bank Kenya Plc, a forerunner of innovation in the banking space, is the 
largest bank in the East African region with over 35 million customers.

NCBA had to respond to business demands for better and faster customer 
engagement in a merger situation with a complex infrastructure.

• Reduced issue resolution time by 50 percent 

• Introduced new engagement channels for increased user satisfaction 
including smart virtual agent, smart ticketing, and social collaboration

• Agile migration from legacy solution within six weeks

• Reduced ticket volumes

• User-friendly mobile application increased self-service

• Improved TCO “Micro Focus SMAX supports process alignment in merger while 
improving TCO and reducing issue resolution time by 50 percent.”

Timothy Mburu 
Head of IT Service Management

microfocus.com/NCBA7
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Implemented a comprehensive IT asset 
management platform for monitoring 
the lifecycle of user workstations at the 
group’s enterprises

NLMK Group, based in Russia, is a leading international manufacturer of high-
quality steel products. They needed an asset management solution that would 
allow important related tasks to be implemented in the future without problems and 
complex integrations—financial management, contracts, procurement, licenses 
and CMDB. 

• On-premises system was easily deployed including platform installation, 
development of scenarios for migration and integration between internal 
information systems 

• Microservice architecture and out-of-the-box model simplifies information 
consumption and sharing enabling efficient IT budget planning

• SMAX provides lifecycle transparency for tens of thousands of IT asset 
categories

“SMAX accumulates years of IT management experience and best 
practices and implements the most comprehensive approach, which is 
what we needed in the management of IT assets.”

DMITRY ZUDIN 
Head of IT Assets Department

microfocus.com/en-us/case-study/nlmk8
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microfocus.com/PDO

“We were tempted by ServiceNow … However … a combination of [Micro 
Focus] SMAX and Operations Orchestration … automate[s] our service 
delivery even further.”

Elchin Mahmudov 
SMAX Technical Lead

Efficient self-service for 12,000 users 
 
A leading exploration and production company in Oman, Petroleum Development 
Oman (PDO) delivers the majority of the country’s crude oil production and natural 
gas supply. 

PDO needed to consolidate its disparate service and asset management systems 
into a single solution.

• Selected SMAX over ServiceNow for cross-ITOM solutions offering 
automation and investment protection (MF SM) 

• Implemented during COVID-19 pandemic in three months

• AI-driven virtual agent for IT asset requests, IT services

• Non-IT business function service processes also developed  

• Smart analytics provide a snapshot of all requests and incidents to identify 
trends easily

• Out-of-the-box best practice module for end-to-end Asset Management
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“The team really appreciates the SMAX social interaction features, 
such as the service portal, virtual assistants, and chatbots. Combined 
with the new service modules and proactive, machine learning-driven, 
problem and suggestion management, they have improved service agent 
productivity, and enabled agile service delivery for our customers.”

PATRICK BAILLY  
Domain Owner ITSM & Tools 

microfocus.com/en-us/case-study/sopra-steria

Delivering agile and cost-effective 
service management to clients 
leveraging AI and machine learning

Leading French consultancy Sopra Steria designs, develops, and delivers 
technology solutions and champions digital transformation to the cloud, both 
internally and on behalf of its many clients.

• With SMAX, provide a more scalable and flexible ITSM service to clients while 
aligning with corporate green initiatives to move to cloud deployment

• Cost reduction and built-in scalability with SMAX cloud deployment

• Improved service delivery with additional modules

• Increased service agent productivity through AI and machine learning

• Leverage new SMAX features without delay through agile delivery  

10
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SMAX combines IT and non-IT requests 
for more efficient and transparent 
service delivery

The James Hutton Institute is a world-leading scientific organization based in 
Scotland, UK, working to resolve global challenges in food, energy, and water 
security. 

The challenge was to create a service portal to capture IT and non-IT requests, 
delivering an improved user experience and more efficient service.

SMAX provides an engaging self-service user experience and combines IT and 
non-IT requests for more efficient and transparent service delivery.

• 50 percent survey response rate - increased from 10%

• Positive user feedback and enthusiastic engagement

• Hot Topics Analytics helps promote next activities

• Fully personalized self-service portal and BI integration for management 
reporting  

• Thousands of knowledge article views support wide-spread self-service 

“The SMAX survey platform helped us simplify our surveying approach 
and we have managed to boost our response rate from 10 to 50 percent, 
which is an incredible improvement.”

Ben Watt 
End-user Computing Manager

microfocus.com/Hutton11
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“SMAX empowered our users with a simplified service model and 
increased our first contact issue resolution rate from nine to over  
45 percent.”

Raymundo Avelino Aben Athar 
Under-Secretary for Integrated  
Information Technology Management

microfocus.com/TJDFT

Keeping the wheels of justice  
turning in a global crisis

The Court of Justice of the Federal District and Territories Brazil (TJDFT) is a state 
government organization that administers legal services, including certifications, 
financial transaction assistance, and court services.  
 
The challenge was to simplify IT and non-IT service management to improve issue 
resolution time, empower users with self-service, and reduce costs. 
 
The solution was Micro Focus SMAX deployed for IT and ESM processes, and 
asset management:

• 40 percent annual cost saving through simplified service management 

• Increased first contact issue resolution from 9 percent to 45 percent 

• High SMAX adoption for non-IT processes 

• Smooth transition to remote working practices in a crisis 

• Improved end-user collaboration and self-service 

12
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Shorter resolution times,  
improved efficiency 
 
Zurich Airport is the largest international airport in Switzerland and the principal 
hub of Swiss International Air Lines. 
 
They implemented a solid IT service management foundation to gain transparency 
for improved and faster issue resolution and service fulfilment. 

• ITIL-certified best practices to streamline IT and non-IT processes 

• Full integration capabilities for monitoring and alarm systems reduces MTTR  

• Live Support drives faster resolution time 

• High user adoption and satisfaction with self-service options and  
intelligent search  

• Faster IT service fulfilment through standardization and automation

SMAX provides IT services to over 1,700 users through a single portal for their IT 
service requests. More than 2,500 tickets are processed each month by  
130 ICT employees.

“We look forward to onboarding other business departments in the  
future, so they can also achieve the benefits of streamlining their  
processes with SMAX.”

CHRISTOPH DÜGGELI 
Team Leader IT Service Management

microfocus.com/ZRH13
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