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With the integration of ServiceNow 
AMAG optimizes its Service Desk with 
Nexthink 
 
As a company in the field of vehicle services AMAG Automobil and Motoren 
AG is well positioned within Switzerland. The company sells quality vehicles 
and ensures their proper operation in all situations through its competent 
repair and spare parts service. With its leasing business, the company enables 
its customers to make their mobility dreams come true. AMAG’s priority  
is always the customer - anywhere, anytime. Both drivers, as well as AMAG’s 
partners have a high confidence in the quality of products and services  
from AMAG, as well as its professionalism and excellent, friendly service  
at any time. 
 

CONTEXT 

AMAG Automobil and Motoren AG is a Swiss company. Through the company’s 

import and sales of Volkswagen, Skoda, Audi, SEAT cars and Volkswagen 

Commercial Vehicles AMAG has the largest agency network in Switzerland - 

around 1,000 dealers and service partners. This includes more than 80 of its 

branch offices. AMAG AG is also the largest Porsche dealership in Switzerland 

and sells Bentley exclusively. In addition, the AMAG Group operates under 

“The world car” brands and ROC own Occasionszentren in Switzerland.

AMAG’s network of businesses include not only enterprises related to cars, 

AMAG LEASING AG provides competent financial services and AMAG 

SERVICES AG operates several parking garages and licenses of car rental 

companies Europcar, Alamo and National for Switzerland. AMAG Group 

employs approximately 5,400 employees, of which almost 700 are trainees.

SUCCESS STORY

ORGANIZATION

AMAG 

INDUSTRY

Industry & Services 

LOCATION

Buchs, Switzerland 

KEY CHALLENGES

 ● Optimization of Service 

Desk ticket processing using 

existing ServiceNow solution 

integrated with IT Analytics  

 ● Increase Service Desk 

efficiency through 

fault analysis based on 

comprehensive real-time 

analytics from the end-user 

perspective 

 ● Creation of visual 

management dashboards 

to easily evaluate the IT 

infrastructure performance 

of the IT infrastructure
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BUSINESS CHALLENGES

The automobile industry is extremely competitive. In order to strengthen 

its competitiveness AMAG aims at improvements in its dealer and delivery 

network to better coordinate the need for service parts with the order and 

delivery process. AMAG’s IT department is the central service of the AMAG 

Group and also manages the staff of its 400 service partners, and nearly 

8,500 endpoints in addition to company employees. The IT department 

is headquartered in Buchs in Zurich and operates the Service Desk in three 

languages to better support the country’s regions.

AMAG is highly dependent on optimal desktop and infrastructure performance 

to ensure smooth business operations on a daily basis. In view of this fact, the 

company wanted to optimize its IT operations and support. With more than 

300 business applications AMAG’s IT department was looking for a way to 

be able to detect performance problems or similar degradations in real-time 

to provide its end-users solutions as soon as possible. Another challenge was 

to use IT Analytics for medium and long-term planning in order to anticipate 

potential problems and proactively avoid disruptions.

The depreciation of the Euro in recent years has also led to increased price 

pressure in Switzerland. This meant that AMAG had to make cost reductions. 

At the same time, the infrastructure of AMAG’s IT customers went through a 

restructuring process. There was increasing pressure to resolve issues more 

efficiently and the number of service desk calls nearly doubled within a period 

of 3-4 months.

AMAG’s internal solution was very complex and labor intensive, but allowed 

no insight into the infrastructure from the end-user perspective. The IT 

department instead had to rely on guesswork and subjective statements, 

such as which service benefits were actually consumed by end-users. To solve 

this problem, the IT department decided to replace the existing tool by the 

ServiceNow solution and Nexthink.

“Nexthink gives us a unique 

insight into our IT infrastructure 

and ensures transparency. 

The solution is easy to use 

and requires no configuration. 

Only one employee at AMAG 

IT department is needed in 

addition to the head office for the 

management of Nexthink.”

André Steiner

Head of Microsoft Systems, 

AMAG Automobil  

and Motoren AG
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CHOOSING NEXTHINK

After a proof of concept (PoC), it became clear that Nexthink’s solution would 

be the perfect complement to the ServiceNow ITSM solution and could help 

AMAG’s service team to enhance the quality of work for more than 5,000 end-

users. The solution was rolled out in just 1.5 days on 4,500 endpoints. During 

the PoC phase with service desk staff and a special Microsoft Systems team, 

the solution was already active without prior training. 

With Nexthink the Service Desk team now has access to real-time analytics 

of the IT infrastructure from the end-user perspective, directly from the 

ServiceNow console.

By integrating the Nexthink Finder into the ServiceNow Knowledge Base (an 

Incident and Problem Management Solution), security risks, threats, and 

complex and serious problems can be quickly detected and corrected. The 

ServiceNow employees can deliver more proactive service by seeking similarly 

stored faults that have not been recognized or reported. In this context, the 

possibility of historical data preparation is invaluable.

For the Service Desk employees of AMAG, Nexthink guarantees the best 

performance of all the end-user clients and that the infrastructure is properly 

configured. This is possible because Nexthink provides visibility of the 

infrastructure and all endpoints in real-time. This real-time information enables 

the IT team to understand the infrastructure, including which endpoints are 

impacted to initiate the fastest possible diagnosis of issues. IT Analytics can be 

leveraged by various viewpoints to improve performance, end-user experience 

and potential savings.

For example, AMAG discovered that there were network problems in certain 

locations. Evaluations for remote sites are now easily possible.

AMAG’s IT team also managed to optimize license management, because now 

it is possible to track the actual use of applications and not only those that have 

been installed.

“Previously we had no access 

from the end-user perspective  

on real-time or historical data 

and in processing issues, we were 

dependent on vague information 

and the personal opinion of  

our end-users.”

André Steiner

Head of Microsoft Systems, 

AMAG Automobil  

and Motoren AG

“Visualized dashboards enable 

our management to easily 

make the necessary analysis to 

evaluate the performance of our 

infrastructure.”

André Steiner

Head of Microsoft Systems, 

AMAG Automobil  

and Motoren AG
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BENEFITS

“Nexthink gives us a unique insight into our IT infrastructure and ensures 

transparency. We are sure that the solution will be further enhanced through 

the integration of Nexthink into the ServiceNow ITSM Suite, and improve 

the satisfaction of our end-users. The quick installation and easy handling 

were as much a selling point as well as the expected cost savings for us. We 

are confident that this investment will pay off in the short term. Visualized 

dashboards enable our management to easily make the necessary analysis to 

evaluate the performance of our infrastructure,” said Mr. Steiner.

Nexthink maps all IT services as they are consumed and the state of 

performance from the end-user perspective. The real-time visualization and IT 

Analytics support AMAG this in its objective to be future-oriented and to offer 

the best possible service to its end-users and customers.

“The quick installation and easy 

handling were as much a selling 

point as well as the expected cost 

savings for us. We are confident 

that this investment will pay off 

in the short term.”

André Steiner

Head of Microsoft Systems, 

AMAG Automobil  

and Motoren AG


