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Matrix42 commissioned Forrester to provide an 
independent TEI analysis of Matrix42 ESM

Forrester’s TEITM is a proven, consistent, 
repeatable methodology to justify 
technology investments

TOTAL ECONOMIC IMPACT



“(…) we ended up reducing our 
costs dramatically and kept the 
scope the same as our legacy 

solution, which was incredibly 
beneficial to us. Business 

acceptance for this solution is 
higher. We have much more 
transparency and flexibility, 
with better IT governance 

overall”

Forrester has determined the 
following three-year impact:

— Service portfolio manager

ROI

51%
BENEFITS

$2.5M
NPV

$0.8M
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Forrester took a multi-step approach to evaluate the 
impact of Matrix42 Enterprise Service Management

DUE 
DILIGENCE

CLIENT
INTERVIEWS

FINANCIAL 
MODEL

WRITE CASE 
STUDY FINAL REVIEW 

Forrester had several 
interviews with a 

customer of Matrix42 
ESM



REVENUE
billion $

EMPLOYEES
>7,000

INDUSTRY
Automotive

EMEA Headquartered

Creating a business case for Matrix42
Forrester created the case study based on the following client  

Solution before using Matrix42:

Prior to using the Matrix42 ESM solution, the 
interviewed customer used a well-known, large-
scale, and third-party solution. 

This solution was too complex and cost-
inefficient for a midsize organization. The 
customer that Forrester interviewed therefore 
was considering alternatives for a less complex 
and more cost-efficient solution with similar 
functionalities, but at the same time, they wanted 
a solution that would better meet the 
requirements of their midsize business in terms 
of speed and flexibility.
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Reduce cost of ESM 
solution and service 

delivery via a less complex 
and flexible solution that is 

suitable for a midsize 
organizational structure

High ticket volume and change 
effort as well as low business 

acceptance of service 
management processes. 

High manual data entry and 
redundant work. Hard to free 

up time for more complex 
work and higher value tasks.

The interviewed organization had several 
challenges that led to an investment in Matrix42

High costs and 
complexity of current 
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Streamline processes with 
a consolidated, automated, 

easy-to-use, and high-
quality IT and enterprise 

service desk. 

Improve governance with 
automation and increased 

transparency. Improving data 
quality and integrity.
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Reduced cost base for Matrix42 solution

Improved end-user productivity

Improved IT staff productivity

The customers identified key quantifiable benefits 
from the Matrix42 ESM investment



“The key driver for our investment is 
that we ended up reducing our 
costs dramatically and kept the 
scope the same as our legacy 
solution.”

Migrating to Matrix42 ESM 
solution eliminated the licensing, 
cloud, infrastructure, and support 
costs for the legacy solution. As 
stated by the interviewee, the 
Matrix42 ESM solution was 
considered to be a much more 
cost-effective solution that enabled 
the customer to save nearly 44% 
in total costs. 

The biggest benefit is the 
lower cost base of 
Matrix42 ESM

- Service portfolio manager

$1.7M
FINANCIAL IMPACT



“When we moved to ADP, we were 
able to standardize key processes 
such as bonus and attendance 
payments, as well as address 
software performance challenges 
and reduce our dependency on 
internal IT resources.”

Ticket submission, management, 
and resolution was further 
streamlined for end users via the 
automation and low code adaptability 
of workflow processes, avoided 
incidents, and improved UX granted by 
Matrix42 ESM. 

This saved 10% of the average labor 
time for end users struggling with IT-
related tickets and service catalog-
related tasks.

Improved end-user 
productivity by 10%

- Service portfolio manager

$0.6M
FINANCIAL IMPACT



“(…) We have integrated reporting and 
personalized dashboarding with 
detailed analysis. We now have 
additional detail on service activities 
which is key for us.”

Improved service desk efficiency by 
33% to solve and handle tickets, 
recapturing further $101K.

Moreover, enabled the reduction of IT 
service tickets by 15% through self-
service and automation, recapturing 
$54K in IT service desk productivity.

Improved IT staff 
productivity

- Service portfolio manager

$155K
FINANCIAL IMPACT



Summary of all quantifiable financial benefits

$1.701.007,0.M

$599.269,0.K

$101.380,0.K

$54.220,0.K

$40.399,0.K

$16.868,0.K

Total cost savings due to decomissioned legacy solut ion

Recaptured end-user productivity due to improved IT service
offering

Recaptured IT service staff  product ivity due to increased
efficiency

Recaptured IT service desk productivity due to potential
decrease in tickets

Recaptured IT service staff  product ivity due to improved
offboarding processes

Potential recaptured IT operations productivity due to improved
change request handling

Benefits (Three-Year)



Better business acceptance 
due to improved decision 
making from better data 
access and integrity

Providing a better end-user 
experience

Improved time to market Increased efficiency of 
security and compliance

There are benefits to using Matrix42 that the customer 
couldn’t quantify



For the customer we interviewed the overall 
three year cost split was:

1. Professional services fee

• The professional service cost was reported to be a fixed fee 
used for upgrades, maintenance, and consulting support to 
continuously improve the ESM solution.

2. License fee

The interviewed customer stated that the licensing model of 
Matrix42 ESM was considered more flexible than in the case 
of the legacy solution as it allowed for a fixed cost agreement 
per user group and overall nearly half the cost incurred 
before.

3. Internal implementation costs

• The customer had to provide roughly 1.8 FTEs for the 
implementation responsible for project management as well 
as system implementation support tasks

Customers incurred two 
areas of costs

• The overall time to implement, including the 
migration to Matrix42 ESM, was stated to be 
between nine and 12 months

Total License Fee; 80%

Professional 
services for 
maintenance 

and upgrades; 
10%

Implementation; 10%



Return on investment (ROI)
51%

$0.8M
Net present value (NPV)

Financial summary 
Three-year risk-adjusted results
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Financial Analysis (risk-adjusted)

Total costs Total benefits Cumulative net benefits


