
AXESS AG – Incident Handling up and running 
in just 6 weeks with iET ITSM

Axess is one of the leading global manufacturers of systems for ticketing and admission 
management. Its target markets are companies providing applications for public admission 
to sport and cultural events, leisure activities and public transport. Axess systems are 
developed using state-of the-art technologies. 

Axess provides its customers from over 40 countries with technical support, which includes 
first-level support available locally and second-level support given from the company’s 
head office in Salzburg, Austria. Axess deploys iET ITSM for managing technical problems, 
which was installed by Austrian integration partner Softpoint IT-Solutions. 

C A S E  S T U D Y

The Axess client base includes ski and  
spa resorts, theme parks, zoos, stadiums 
and conference centres. Well-known 
companies use its ticketing and admission 
manage ment solutions. These include the 
ski resorts at Arlberg and St Moritz, the  
Red Bull Arena in Salzburg, the Signal 
Iduna Park in Dortmund, the Munich and 
Leipzig conference centres and the zoos in 
Salzburg and Leipzig.

In the event of a fault, POS and admission 
systems need to be restored as quickly 
as possible. This is why Axess offers its 
customers first-level support from its offices 
and through its partners locally. Second-
level support is provided to all customers 
and partners from the company’s head 
office in Salzburg. 

Peak season for technical 
support 
The peak season for tourist centres is the 
peak season for support. iET ITSM was 
implemented to increase the automated 
handling of incidents and ensure 
transparency. 

The process took approximately 6 weeks, 
from the time the order was placed in  
mid-December 2011 until the system went 
live in January 2012. 

“Softpoint IT-Solutions did an excellent job 
and implemented iET ITSM in next to no 
time,” remarks Harald Doblhofer, Head of 
Helpdesk/Support at Axess AG. 

In order to be able to provide every 
customer with support in their own 
language, a complex email concept has 
been created ensuring that the right 
language is used and the correct sender 
is contacted when routing emails from the 
customer to first-level support or from  
first-level to second-level support, and that 
the same return route is taken. 

Moreover, each customer is assigned to 
a relevant support office. The system is 
configured for which email addresses and 
signatures should be used and which group 
the incoming incident should be assigned 
to for handling. No matter which address 
the customer uses, the incident is always 
assigned to the office that is responsible 
for it. 

Softpoint IT-Solutions also expanded the 
email handling system. This now contains 
an address book and 
a list of all the attach-
ments already available 
for an incident. 

If necessary, they can 
be attached quickly and 
simply to the new email 
message. 

Email handling at 
Axess

AXESS BENEFITS

u	Transparency thanks to comprehen-
sive documentation

u	Assurance that services used are 
charged for

u	Well-structured work processes

u		Quick recording of incidents 

SOLUTION AT A GLANCE

u	Went live after just 6 weeks

u	Incident Management

u	Two-step authorization concept in 
self-service 

u	Integration of PSIpenta*

u	Integration of telephone system (CTI)

u	Deployed at all Axess sites worldwide

Page 1



Page 2

ABOUT SOFTPOINT  
IT-SOLUTIONS
Softpoint is an Austrian solution partner of 
leading software companies in the field of (IT) 
service management and infrastructure. For our 
team of 30 specialists partnership and competent 
support are an integral part of our company 
culture.

Since 1999 we offer professional consulting 
for the implementation of ITIL® processes and 
IT Service automation tools in Austria and 
neighbouring countries. Our ITSM automation 
platforms facilitate IT service processes as well 
as non-IT processes in an easy to configure 
application. Subsequently the platforms can be 
put into operation in less time and most cost 
effective.

High efficiency and a short implementation phase 
result in a quick and sustainable project success.

www.softpoint-its.at

ABOUT iET SOLUTIONS
iET Solutions, a division of UNICOM® Global, 
helps large and midsize enterprises to increase 
the efficiency and security of their IT operations 
and infrastructure. Organizations around the 
world use software from iET Solutions for  
IT service management (ITSM), software asset 
management (SAM) and enterprise service 
management (ESM). The company has more 
than three decades of experience in service 
management and works with organizations 
across all industry sectors.

Locations

Worldwide Headquarters
iET Solutions, LLC.
UNICOM Global HQ
UNICOM Plaza Suite 310
15535 San Fernando Mission Blvd.
Mission Hills, CA 91345, United States

Phone: +1 818 838 0606
info@unicomglobal.com
www.unicomglobal.com

European Headquarters
iET Solutions GmbH
Humboldtstr. 10
85609 Aschheim, Germany

Phone: +49 89 74 85 89 0
info@iet-solutions.de
www.iet-solutions.con

UK Headquarters
iET Solutions
Macro 4 Limited
The Orangery
Turners Hill Road
Worth, Crawley
West Sussex RH10 4SS, United Kingdom

Phone: +44 12 93 87 23 00
info@iet-solutions.co.uk
www.iet-solutions.co.uk
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Axess C A S E  S T U D Y

Integrating the telephone system (CTI) 
also makes the Salzburg support team’s 
job easier as customers can be called 
directly from iET ITSM and their data can 
be automatically displayed on screen during 
the call.

Self-service: two-step 
authorization concept
Self-service is used by both Axess’ project 
managers and its customers. During the 
start-up phase of a project, Axess’ project 
managers input the incidents and service 
requests for their customers. When the 
system is up and running the customers 
can also do the same themselves. 

This is why a two-step access concept was 
implemented, whereby the project manager 
is set up as the “Requestor” and the 
customer as the “User”. Users only have 
access to their own support cases, whereas 
requestors can view the queries from all 
their customers as well as all the incidents 
and services requests which have been 
assigned to them. 

Billing: integration with 
PSIpenta* 
Axess manages customer and project 
data and maintenance contracts using 
exclu sively PSIpenta*. However, support 
contacts can also be registered in  
iET ITSM. The process for charging for the 
services provided is created in PSIpenta*, 
but the information required to do so comes 
from iET ITSM. Thanks to a bidirectional 
inter face, the data is transferred from one 
system to the other so that it is available 
where it is needed. 

Problem, knowledge,  
service level and configuration 
management
 A further four processes are implemented 
in addition to incident management and 
self-service. The knowledge management 
process has already been implemented 
and populates the knowledge management 
database with content. 

An interface with the project management 
tool JIRA* has been created to support 
problem management. 

Axess plans all customer projects and 
product development in JIRA*. Problems 
are automatically exported via the 
interface from iET ITSM to JIRA*, and are 
available for project planning and product 
development. 

In service level management customers 
and their maintenance contracts are 
already stored. In order to be able to use 
the complete functionality, interfaces with 
PSIpenta* have been expanded as the 
detailed service level agreements (SLAs) 
are managed there and then exported to 
iET ITSM. In iET ITSM the SLAs coming 
from PSIpenta* have been supplemented 
with information about priority and 
escalation mechanisms. 

All the products that Axess provides support 
for are managed in the configuration 
management database. The database has 
all the components for its customers’ POS 
and admission systems and their depen-
den cies stored in it. The team is currently 
working on defining configuration items (CI), 
i.e. what a CI is, what an attribute is, what a 
system CI is, etc. 

“We’ve been working for a good six months 
with iET ITSM and have only received 
positive feedback about the new system 
from both customers and our staff,” says 
Harald Doblhofer, Head of Helpdesk/Support 
at AXESS AG with satisfaction. 

About Axess 
AXESS specializes in developing secure 
and customized solutions in ticketing and 
admission management. 

Its target markets are companies providing 
applications for public admission to sport 
and cultural events, leisure activities 
and public transport. With production, 
distribution and support facilities available 
worldwide, the AXESS Group has all 
the vital knowledge and resources to 
implement future-proof system solutions. 
AXESS products are used in more than 40 
countries worldwide.

www.teamaxess.com 


