
Overview 
Innovative German manufacturer Dürr Dental 
Group provides medical equipment to dental 
practitioners worldwide. Dürr Dental’s 1,000 
employees set the standards in the industry and 
achieved 2011 sales revenues of 200 mil lion in 
30 countries. 

Challenge
The IT team at Dürr Dental’s headquarters  
supports approximately 1,000 devices across  
the group, from desktop computers to barcode 
scanners. As the company grew, the num
ber of users and applications increased and  
the IT team began to spend too much time on 
user support. 

There were no clearly defined processes and 
responsibilities for solving problems; users 
simply approached someone in the IT team 
and asked for help. This unstructured, ineffi
cient approach caused very unequal workloads 

and did not allow the team to easily provide 
status updates to end users. Technicians 
were spending much of their time on the 
phone updating end users on the status of  
their reported errors, which was frustrating  
for both sides. It also increased the work
load and diverted valuable resour ces from 
IT projects. Dürr Dental also lacked a central 
repository to document service requests and 
configuration changes, making compliance 
audits a complex and timeconsuming task.

Solution
Inspired by the international ITIL standard for 
IT service management, Dürr Dental revised 
its IT support organisation and implemented 
new structured processes to handle sup
port requests centrally. The company needed 
a solution to log support tickets, delegate 
tasks within the IT team, and provide realtime  
sta tus updates to users. 

“We selected Service Desk because it meets 
all our requirements perfectly,” said Ralf Durst, 
Head of IT at Dürr Dental Group. “It is a com
prehensive solution that integrates well into 
our existing IT environment including Micro 
Focus ZENworks® Asset Management, Micro 
Focus ZENworks Configuration Man agement 
and Micro Focus GroupWise®.”

Working with the Micro Focus Consulting team,  
Dürr Dental implemented Service Desk in just 
three days as a virtual appliance on its existing 
VMware ESX infrastructure. 

Dürr Dental Group
Durr Dental implemented Micro Focus® Service Desk to provide a 
consistent, structured, and efficient solution for managing IT support.

At a Glance

 Industry

   Manufacturing

 Location

  BietigheimBissingen, Germany

 Challenge

  An unstructured approach to resolving IT issues  
created an unequal workload and inefficient 
processes.

 Solution 

  Use Service Desk to create a single point of entry 
for users to request and track IT support.

 Results

+ Provided complete records for audits
+ Accelerated resolution of technical issues
+ Increased both IT and business employee satisfaction 
+ Established standardised service desk processes
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“We selected Service Desk because 
it meets all our requirements 
perfectly. It is a comprehensive 
solution that integrates well into  
our existing IT environment.”

RALF DURST
Head of IT 
Dürr Dental Group



Brazil
+55 11 3627 0900

Denmark 
+45 45 16 00 20

France
+33 1 55 70 30 13

Germany
+49 89 42094 0

Hungary 
+36 1 489 4600 

Italy 
+39 02 366 349 00

Netherlands
+31 172 50 55 55

Norway 
+47 23 89 79 80

Poland
+48 22 537 5000 

Portugal 
+351 21 723 0630

Russia
+7 495 623 11 55

Spain
+34 91 781 5004

Sweden
+46 8 752 25 00

Switzerland
+41 43 4562300

South Africa
+27 011 322 8300

Micro Focus
Corporate Headquarters
United Kingdom
+44 (0) 1635 565200

www.novell.com

The new IT service desk provides a single point 
of contact for all end users. Employees may 
make service requests using a simple online 
form, by email or by phone. As Service Desk 
is a modular solution, Dürr Dental was able to 
hit the ground running with an approach cen
tred on incident management with a com plete 
track record of all configuration changes. As 
the company builds up skills and experience 
in IT service management, it will be able to 
implement additional features and extensions 
as required.

Results
The end users quickly adapted to the new 
pro cesses with the help of a handbook and a 
training video. “Users soon saw the advanta
ges of the central point of contact enabled 
by Service Desk,” says Ralf Durst. “Now they 
can easily track the status of their service re
quests and add attachments such as screen
shots when they report problems online. This 
increased transparency saves time and boosts 
satisfaction for both the IT team and the users.”

Dürr Dental has also automated error reporting 
from business applications. In the past, such er
ror reports were sent to a task email account to 
be manually classified and assigned to a mem
ber of the IT support team. They are now sent 
directly to Service Desk, which automatically 
creates tickets and man ages requests using 
the standardised service processes.

Service Desk saves significant amounts of time 
for the Dürr Dental group at annual audits. In 
the past, complete documentation was difficult 
to provide; today, Service Desk stores all the 
relevant data centrally and makes it instantly 
available to auditors.

“We are very satisfied with Service Desk,” said 
Ralf Durst. “We can now solve technical prob
lems much faster, and the easytouse interface 
enables us to document and track the progress 
of every request easily. After successful imple
mentation for our incidentmanagement func
tions, we are planning to improve our efficiency 
further and extend the solution to document 
our IT infrastructure and best practices in the 
integrated knowledge base.”

“We are very satisfied with Service Desk.  
We can now solve technical problems much faster,  

and the easy-to-use interface enables us to document  
and track the progress of every request easily.”

RALF DURST
 Head of IT

Dürr Dental Group

168EE0083001 | N | 02/16 | © 2016 Micro Focus. All rights reserved. Micro Focus, the Micro Focus logo, GroupWise, and ZENworks, among others, are trademarks 
or registered trademarks of Micro Focus or its subsidiaries or affiliated companies in the United Kingdom, United States and other countries. All other marks are the property 
of their respective owners.




