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What 6s

Key Challenges:

Dri ving |
Aligning IT with business priorities
Improving service to end users
Controlling IT costs
IT process improvement
Developing a proactive IT organization
Managing IT complexity

Making IT accountable and
transparent

Building an IT team focused on service
Automation

Virtualization

Source: CIO Custom Solutions Group, Nov. 2007
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Stay! So Be Prepared:

Have a great ServiceDesk!

Have a great CMDB and
Impact Analysis!

Have great discovery tools for
applications, configurations, assets!

Have a great Service Catalog!

And THEN some of the
processes and technology will be in place!

Great people for the great IT organization
you already have!

he Challanges and Problems are Here to

How often do you see application failures due to
the following?

% i 0% B% B W

Software compaonent failure

Metwork failure or performance

Physical component failure

Power outages or brown outs

How often do you see application failures due to
the following?

(] it LAl Ll L] i

Inadequate configuration or
change management

System sizing or capacity
planning problems

[T staff emor

Patch management issues

Secunty breaches

[W5(Alt) B4 =3 =2 B 1 (Hever)]

http://www.freeformdynamics.com/fullarticle.asp?aid=373
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CA Service Desk Manager is part of a Total EITM
Solution

CA Service Desk is
Integrated with:

A
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CA Clarity PPM

CA Data Center
Automation Manager

CA Network & System
Monitor

CA Spectrum

CA Software Change
Manager

CA CMDB

CA IT Client
Manager

CA Service
CA Wily

CA Autosys
CA SiteMinder

Catalog
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Solutions

Enterprise IT
Management

Capability Solutions B

Application Performance
Managernent

Change, Configuration
and Release
Management

Database Management

Dynamic & Wirtual
Systems Management

Identity and Access
Management

Information
Sovernance

IT Asset Management
IT Client Management

Metwork and Woice
Management

Froject and Portfolio
Management

Recovery Management

Security Information
Management

Service Availability
Management

Service Desk
Management

Service Level and
Catalog Management

Threat Management
Workload Automation

Industry Solutions

Mainframe

Service Desk Management

Success Story
Faymond James Financial
has simplified Sarbanes-
Oxley compliance.,

® See how they did it

Overview Insights & Products,
Documents | Services 8
Education
Insights

On-Demand Webcasts

© Empowering Business Change with ITIL

* Strategies for CMDB Success

Success Stories

© CIBER significantly improves customer service levels and
reduces costs with CA software

© County of Santa Clara improves the quality of social
zervices with simplified IT management

© India’s fastest growing IT company saves $100,000 w
better asset management.

©IMFOMAVIT Improves Productivity by 70 Percent and
Speeds up Loan Application Process to Better Serve the
Mexican People

* Raymond James enhances service levels for 1.8 million
accounts with integrated IT management
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B +1 800 225-5224

Industry Research
Take this survey on
Service Desk/ITSM
strategies and enter to
win a Garmin GRS

PEMA Market Research

Survey: The Changing
Role of the

Help/Service Desk

Analyst Reports

© The Forrester Wave;
Service Desk
Managerment Tools, 02
2008 (575 KB POF)

CA Service Desk
Manager is a Proven
Solution
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he CA Service Desk Manager Solution

ITIL v3 compliant

A Incident & Problem Management

A Automate IT processes to consolidate, log, track,
manage and escalate incidents and problems

A Change Management

A Federate change silos to provide a single point of control .

A Visibility of upcoming changes and their potential impact

CMDB Visualizer

A Natively Integrated ITIL CMDB :

change Order Schedule _Sauh | Shom iher | Caserihe | Expert | et e

B s Ty Tyt B! Hoan

A i . i 1
A Visual change impact and root cause analysis e

A Advanced Self -Service and Remote Support Automation

A Automated diagnosis and repair

A Call deflection through self  -service

A Knowledge Management

A Capture and reuse prior resolutions

A Analytics , Business Objects , extended KPIs b T
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CA Service Desk Manager r12.1
includes CA CMDB

Service Desk Manager r12.1

Analytics
Use Business Objects slice -and-dice ad hoc reporting with no programming required

Service Desk Advanced knowledge Remote support
management automation
Alncident Management Self Service
AProbIem Management Capture and reuse of prior Drive down IT support
A Change Management resolutions to increase costs and increase IT
information availability responsiveness to
the business

Service Catalog
Display services and SLA

Application Dependency Mapping

Natively integrated ITIL CMDB with ClI lifecycle management and dependency information
to better assess change risk, more quickly identify root cause, and prioritize incidents

by business impact

**Service Catalog is a complementary product recommended to augment the value of SDM
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SCA CMDB rl12

IS a part of
Service Desk
Manager




CA CMDB r12.1:

A Feature of CA Service Desk Manager

> CA CMDB combines:

A

Automated application dependency
mapping

Intelligent visualization

Standards -based federation

Native integration with (ITIL) process

Natively part of Service

Desk Manager r12.1
an fninteg
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A Rapid implementation ® © @ ® ®

> To create an essential shared view of E
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|

service configuration information that
Is designed to:

-

A Exposes change risks to the business

is fequired by

A Prioritizes incidents by business impact
A Accelerates root cause analysis
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CACMDB ri2.1
New: CMDB Visualizer

> Pre-defined, user -
configurable filters

A Potential change impact
A Root cause analysis

> Filter by family, class
relationship

> Browse the CMDB

> Pan, zoom and center

> Extensive right -click menu
> Right -click hide/unhide trees
> Launch MDRs

> Edit or create Cls,
relationships
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