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End-User Analytics in the fast lane: for 
speedy error identification, Eissmann 
Group Automotive counts on Nexthink

Eissmann Group Automotive products have probably already been in the hands of 

every driver: the soft grip of a handbrake, the leather knob of a gear shift, the leathered 

surface of a cockpit or arm rest. These are the core competences of the family business 

Eissmann from Baden-Württemberg in Bad Urach. An important application of the 

internationally active automotive supplier is web conferencing - which brought many 

problems until Nexthink helped.

CONTEXT

With 14 locations and more than 5,000 employees worldwide, Eissmann Group 

Automotive is a major medium-sized company - and its products are in demand 

all over the world. Eissmann sees itself as a “development and value-creation 

partner” and is one of the customers and cooperation partners of almost all 

automotive manufacturers regardless of rank and name.

Founded in 1964, Eissmann has developed into an absolute specialist in surface 

refinement and is now producing in the USA, China and Mexico. If a customer 

orders the equipment for their vehicle with red leather and a beige seam from 

the additional list of their dream car, then it can often be that Eissmann carries 

out the exclusive request in the name of the OEM - which can offer thousands of 

customization options to their vehicle buyers. Eissmann Individual GmbH, 

subsidiary of Eissmann Group Automotive, specializes in the upgrading of 

consumer products, furniture, airplanes and the furnishing of luxury yachts.

COMPANY

Eissmann Group Automotive

INDUSTRY

Automobile industry

LOCATION

Bad Urach, Germany

CHALLENGES

 z Ensure delivery of critical 
business applications and 
services

 z Real-time end-user analytics and 
troubleshooting
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“The value of the ITOA solution 

clearly speaks for the use of it - 

from the very first day, as well as 

an investment in the future”

Alexander Maute
Head of IT Infrastructure, Eissmann 

Group Automotive

Some 2,000 end-users use about 600 end-user clients

The headquarters of Eissmann has always been in Bad Urach, from where 

most IT services are controlled. “We provide the IT services for our plants, with 

approximately 90 percent being centralized and standardized services, which 

are then used on site,” explains Alexander Maute, Head of IT Infrastructure at 

Eissmann Group Automotive. Depending on the size and business structure 

of the site, one to three administrators can take care of IT issues, which can 

only be solved on site. However, most of the IT professionals at the Eissmann 

Group are based in Bad Urach, where their work is divided into four main areas: 

operations and support, i.e. the classic IT infrastructure business, with eleven 

employees, the SAP area with eleven employees, document management with 

four employees, as well as the machine integration with five employees. A total 

of almost 30 people in Bad Urach and 14 people in the factories are concerned 

about the fact that the IT department of the Eissmann Group runs everything as 

smoothly as possible.

The core services - such as ERP management, which is currently being migrated 

from Infor XPPS to SAP - are all operated by Eissmann. Cloud computing is still 

not widely used in the traditional company, although Alexander Maute and his 

team are certainly looking at ways to move towards the cloud. Overall, the IT 

at Eissmann has about 2,000 end-users, which work with around 600 end-user 

clients. “This shows that we are very much working on terminal services, or Citrix, 

and are focusing less on Windows clients at the sites or in the headquarters, 

but on Linux-based thin-clients,” explains Maute. “This is best suited to our 

requirements and processes in the company.”
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“In the past, we had to work 

hard and could only speculate - 

today we see very quickly which 

problems are present in the IT 

infrastructure”

Alexander Maute
Head of IT Infrastructure, Eissmann 

Group Automotive

CHALLENGES

Problem web conferences: when something went wrong, this impacted not only 
employees, but also customers and business partners

However, at a certain point, there was always trouble in Eissmann’s IT: “We rely 

heavily on Microsoft Lync for web conferencing,” says Maute. “It was often the 

case that the web conferences, which are usually held without the participation 

of IT, did not work - or only partially - that for example, audio had worked but 

desk or content sharing was problematic. To analyze this and to investigate the 

problems, we would have liked to work with detailed data and records - but they 

were not available.”

“As a rule, an end-user assumes, of course, that everything works. He is setting 

up a web conference, which we do not need to know about as IT, the conference 

is going through, there may be a problem - and the end-user can only report that 

something has not worked,” Maute summarizes. “Unfortunately, we did not have 

a solution for the problem before implementing Nexthink.”

If something went wrong, not only the Eissmann employees, but also customers, 

suppliers or other stakeholders were annoyed about unsuccessful conferences - 

a more than unsatisfactory situation for the surface refiner from Bad Urach. The 

following error search was more than cumbersome: due to the lack of connection 

data nothing could be reconstructed, and there were hardly any indications for 

the source of the error.

What to do? After a web conference, a methodology was launched which, 

according to Maute, was as frustrating as the failed conference itself: “Because 

we could not reconstruct the concrete problem, we had to set-up additional 

conferences with the customers, suppliers or external partners, to which 

someone from the Eissmann IT as well as an IT expert of the external partner was 

added. To do this, Network Admin and Lync Admin were needed - a lot of people 

just to collect data. It is clear that this has wasted a lot of time and money, was 

not easy for customers and business partners, and was not exactly conducive to 

our reputation,” remembers Alexander Maute.
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CHOOSING NEXTHINK

Test phase for decision-making and partner support for purchasing and 
application advice

Eissmann has developed its ITOA solution through the Nexthink Platinum 

Partner Consulting4IT, which has not only taken over the project, but has 

also held an intensive kick-off workshop for Eissmann-IT. The implementation 

of Nexthink in the company has been done by Alexander Maute himself with 

the support of Nexthink’s presales and support team. When Maute recalls the 

decision-making process for Nexthink, he thinks primarily of the test phase, in 

which it was examined whether the value of the solution actually speaks for the 

investment. “I’ve known Nexthink for a while, but I did not deal with it at first 

because there was no agent for terminal servers at the beginning. But after this 

technical expansion was introduced, Nexthink suddenly became very interesting 

for us - and we are in the practice test and the value analysis.”

To get an idea of how the value of Nexthink would fit into the company, 

Maute met with the Nexthink presales team in advance and prepared the 

application scenarios in which Nexthink was to bring relief. The possibilities for 

implementation were subsequently provided with an as realistic estimation as 

possible in order to arrive at a meaningful conclusion. “In our main problem, 

Lync Conferencing, we looked at our workload and end-user experience, as well 

as the frequency of failed conferences and subsequent test conferences,” recalls 

Maute. “The value and benefits of the Nexthink ITOA solution clearly speak for 

the use of the solution - from the very first day, and also as an investment in the 

future.”

BENEFITS

With Nexthink, problems are quickly discovered - this shortens the time to the 
solution

Against this backdrop, Nexthink was precisely the relief that Eissmann had 

wished for: Nexthink logs the connections of the Eissmann end-user clients 

automatically and consistently, removing the entire unpleasant process of the 

“good luck” error search, which formerly had at least four workers involved. This 

saves nerves, time and ultimately, money. Now the Eissmann IT team is simply 

tracking the problem with Nexthink. It determines which applications were 

actually wanted, whether firewalls, faulty connections, lack of bandwidth or other 

hurdles blocked the smooth course of the web conference. “In the past, we had 

to do a lot of manual work and could only speculate - today we see very quickly 

what is happening,” rejoices Maute. And once IT knows what’s going on, they can 

swiftly intervene. The step from problem identification and isolation to problem 

solving has now become considerably shorter with Eissmann thanks to Nexthink.

The possibility to collect and analyze client connection data in real-time and from 

the end-user perspective using the Nexthink Collector, is precisely what Eissmann 

“Security issues play a major role 

in all modern companies today. 

We also benefit from Nexthink 

in this area. We are certified 

according to ISO 27001 and 

check with Nexthink whether there 

are any data outages or unusual 

behavior at some point”

Alexander Maute
Head of IT Infrastructure, Eissmann 

Group Automotive
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has been looking for. The fact that the view into the current and historical 

connection data is possible also completes the analysis panorama, and creates 

the prerequisite that important information about the problem development is 

not lost. This relief facilitiates IT support and the fast problem resolution.

Further benefits of Nexthink: More security at the end-user client level and 
better resource management

Although it was primarily the monitoring of the web conferences that convinced 

Eissmann about Nexthink, the Bad Urach based company also appreciates the 

other application possibilities of the solution. “Today, security is a major issue in 

all modern companies,” says Alexander Maute. “We also benefit from Nexthink 

in this area. We are certified according to ISO 27001 and check with Nexthink 

whether there are any data outages or unusual behavior at any endpoints.” The 

key to a complete overview is having the connection data of all end-user clients, 

collected by Nexthink Collectors. “For who does not know which connections 

come about, does not know which data movements take place.”

To ensure that the possibilities of Nexthink among the workforce are not 

misunderstood as a lack of trust or observation, Eissmann from the start set clear 

expectations on transparency and open communication. “We have proactively 

informed everyone in the company that the new solution is being deployed, 

and have shown exactly what is being recorded - and for what purpose,” says 

Alexander Maute. “This creates trust and signals a culture of openness and 

participation. We do not monitor people or content of e-mail, etc., but watch 

connections and the behavior of IT endpoints.”

The fact that IT Operations Analytics (ITOA) with Nexthink does not only 

pay attention to problems is shown by additional functions of Nexthink: the 

management of software licenses, hardware equipment, access rights or 

bandwidth at Eissmann. “Where is expensive software that is never used? How 

can we make the most of our bandwidth packages, avoiding costly upgrades? 

Where are old or unnecessary admin rights - and where is access to corporate 

knowledge, folders or levels? For all of these questions, Nexthink gives us valuable 

clues,” explains Maute.
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Eissmann is, as far as the hardware is concerned, above-average and up-to-

date. But the infrastructure can always be optimized: “A laptop series, which 

we wanted to run for another year, we already replaced before the time limit,” 

reports IT expert Maute. “Because Nexthink had shown that the devices were not 

compatible with the performance we want for our work.”

The possibilities of Nexthink are far from exhausted

Nexthink has been deployed at Eissmann since February 2016 - and according 

to the company’s IT specialists, the solution’s potential is far from exhausted. 

“We are discovering almost every day new ways to integrate Nexthink into our 

processes,” says Alexander Maute. The development of possible future processes 

and company goals, for example the development of an IT-supported knowledge 

management, with Nexthink is well conceivable.

In general, Maute summarizes the benefits of Nexthink with a view to the 

interaction of all processes within the company: “The core of our value creation 

is in production - and most other processes accompany and support these 

processes. If we can act proactively in as many places as possible to reduce 

disruptions, speed up processes, minimize downtime and avoid errors before 

they arise, this ultimately always benefits our business purpose.”


