Case Study: Infineon Technologies AG

Infineon Relies
on IT-Commerce
» Infineon Technologies AG

Matrix42 Service Catalog has successfully Infineon Technologies AG offers se-
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As a Dax-listed international corporation with more than 25,000 employees, cations, and security. For the fiscal
Infineon Technologies knows that rapidly responding to change is the key to year 2009 (ending September), the
success. Infineon's success is due to staying one step ahead of competition company, which has about 25,650
in the semiconductor industry and being a leader in many other areas, in- employees worldwide, reported
cluding corporate IT and interdisciplary IT service. Infineon has shown, yet G E51ei 3 Ll Lo e,
again, their IT leadership with the successful implementation of Matrix42's IT
Service Management solutions, embracing IT-Commerce and the future of IT.

IT-Commerce: focus on the customer “

IT-Commerce is modeled after the success of e-commerce.
From product listings on the Internet, to ordering and order
processing through delivery and customer service - highly
automated processes ensure the fast and reliable delivery of
goods and services.

Matrix42 applies the same pattern to IT:

Browse, order and deliver automatically.
That's easy and efficient IT.

IT-Commerce turns users into customers. Just like shopping on the Inter-
net, users order IT services, including software and hardware, in the web
shop. Once the order has been approved, delivery is initiated and service is
cross-charged to the respective cost center, automatically.
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Standard solution to replace in-house solution

Until 2009, Infineon used an IT service platform developed internally for global
integration of their corporate IT and to optimize end user communication with
the centralized IT department. Ultimately, the software that had been imple-
mented years ago was too difficult to use and was doomed to fail. “The request
process of the old solution was too complicated. Key users were required to
handle the tool, since typical users were not able to understand it", remembers
Michael Schmelmer, CIO of Infineon.

In early 2009, Infineon was under pressure to replace its in-house development
with a standard solution as soon as possible. A global IT service management
system with standardized processes and tools was also set up, further driving
the IT shop implementation. Standardization was expected to reduce costs and
provide an easy-to-use interface, which could also be used by users without
training.

Early on in the thorough evaluation process, it became obvious that available
solutions would address no more than 60% of Infineon's requirements. This re-
ality lead Infineon to two alternatives: continue with in-house development or
work with a vendor whose IT service management solution was well-suited for
integration. “Right from the beginning, Matrix42 scored very highly, covering
about 70% of Infineon's requirements. The Service Catalog has met our expec-
tations and ideas of how IT should be delivered", explains Hansjorg Sonnleitner,
Vice President, Operation Services, IT Systems at Infineon.

Infineon was convinced about the viability of the Matrixs2 IT Service Portal
during the first phase of the bidding process. Michael Schmelmer, Corporate
Vice President IT and CIO of Infineon contact Herbert Uhl, CEO of Matrix42 AG
and established a "memorandum of understanding". Matrix42 and Infineon ag-
reed to implement the Matrix42 IT Service Catalog at Infineon and leverage the
open interfaces to customize the solution. “We did not want to continue with
in-house development. Together with Matrix42 we have developed a product
that is also available as a standard product. Delivering for us the solution we
required, under equal terms", said Schmelmer in Summer 2009.

ordering process.

Transparent service offering

» ‘It wasimmediately clear that
the enterprise-wide implementati-
on of the Matrix42 Service Catalog
has paid off for us within only 12
months.”

Michael Schmelmer, Corporate Vice Presi-
dent IT und CIO, Infineon Technologies AG

» The challenge

Infineon’s IT department was

not happy with its home-grown
service management solution.

For instance, the software was so
complicated that it could only be
used by experienced key users.

In the wake of Infineon’s conso-
lidation initiative it became clear
that a lot of money and resources
could be saved in this area. When
Infineon conducted research about
the service management mar-
ket, the company realized quite
quickly that there was no suitable
standard solution available on the
market. Therefore Infineon looked
for a software vendor whose exis-
ting solution could be customized
to address Infineon'’s specific
requirements.

The Matrix42 Service Catalog presents all service offerings
from complete workstations to permissions with user-friendly
descriptions and pricing information with a complete and easy



Technology under control

Meanwhile, the Matrix42 Service Catalog has been integrated completely with
Infineon’s IT infrastructure and is available globally to all clients. Changes to
existing systems or new workstations can now be added automatically, re-
quiring less time and resources. Permissions and access options are specified
based on corporate guidelines. If hardware is requested, the ordered item can
even be supplied including configuration settings and according to the respec-
tive job description.

Even external systems ,such as the SAP purchasing tool with more than 40,000
permission variants, have meanwhile been integrated with the Matrix42 IT-
Commerce platform. Also, a generic workflow including interface has been set
up to ensure continued and automatic support of all of Infineon’s corporate
approval processes. Thanks to the Matrix42 solution, Infineon is now able for
the first time to bundle services and provide these services automatically — an
enormous relief both for the IT staff and the end users.

A generic process has also been developed for the individualized “required da-
taboxes" to map the purchasing processes and data. “Many features that have
been developed in cooperation with Infineon have become an integral part of
our IT-Commerce platform", says Herbert Uhl. "It is good to see the concrete,
on-site requirements of our customers, since this is the only way for us to con-
tinuously develop our tool, enabling us to not only be up-to-date, but one step
ahead."

The user is provided a complete overview
of the purchased services...

» Solution

With the Matrix42 Service Catalog
Infineon now has a service ma-
nagement solution in place that

is easy to use and to understand
for all users. The end user has
more choice, support efforts by
the IT department have decreased
significantly, and more thorough
reporting is available for finan-
cial analysis; this saves time and
money.

...and is always informed on the status of

the respective order.



Happy users make everybody happy

The modern IT Service Catalog by Matrix42 has gained much acceptance
at Infineon — even within the first few weeks more than gooo IT orders were
processed with this tool, without any problems. While in the past, processes
were not comprehensible for the many end-users worldwide, prices were not
available or the delivery status of a hardware or software item was unclear, the
Matrix42 IT-Commerce platforms now provides a clear overview: offers, order
processing and delivery are based on automated standard processes, which en-
sure transparency and speed, increasing both Infineon’s efficiency and end-user
satisfaction.

“Acceptance of the new IT shop is higher than expected, and we are sure that
this is the first step in the right direction®, is Sonnleitner’s judgment. “On-site
support efforts have been reduced significantly since the service management
solution has been implemented. 80% of services are already automated. The
remaining 20% are tasks that have to do with complex integrations and cus-
tomizations." According to Sonnleitner, the goal for the future is to enable the
users to do everything themselves.

The Matrix42 Service management implementation is a success from both an
IT and business perspective. The automated process documentation allows for
meaningful reports — and related insights.

“From a manager’s perspective, documentation and reporting are very impor-
tant. Thanks to Matrix42, we can now provide meaningful information on the
purchaser, the date and time of the order and related costs. True to the motto
“something can always be optimized", comprehensive reports allow us to de-
tect weak points in the company in time and to look for appropriate solutions®,
explains Infineon CIO Schmelmer.

Benefits after 12 months

"It was immediately clear that the enterprise-wide implementation of the Ma-
trix42 Service Catalog has paid off for us within only 12 months", said CIO Mi-
chael Schmelmer. *“We wanted ‘one point of service’, i.e., a service offering with
an increased focus on the user and an IT service provisioning process that is as
simple as an online shopping portal. This is what we expect of a professional
service management solution. So far, we have been very satisfied."
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» “Right from the beginning,
Matrix42 has scored highly,
covering about 70 percent of

Infineon’s requirements. The
Service Catalog has fulfilled our ex-
pectations of and ideas about IT."

Hansjorg Sonnleitner, Vice President, Opera-
tional Services, Infineon Technologies AG
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