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Current service management solutions have companies 
feeling stuck 

service management made difficult 

EXPENSIVE & COMPLEX 
 

DIFFICULT TO IMPLEMENT 

 Multi-steps upgrade 

 Custom development  

 Hardcoded integrations 

DIFFICULT TO USE 

 Meet modern user 
requirements with 1990 
capabilities 

 Features non-intuitive 

 Adoption requires 
extensive training 

DIFFICULT AND EXPENSIVE TO 
MAINTAIN 

 Overhead costs high 

 Poor organizational readiness 
for upgrades 

 Migrations prohibitively 
expensive  



3 Copyright © 2013 CA. 
All rights reserved. 

Forward thinking vision 
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Measure and communicate impact of 
investments on business outcomes 

Define the strategy and optimally 
distribute investments and resources 

Ensure successful delivery of initiatives 
and maximize resource utilization 

Elevate business user experience and 
productivity 

Deliver Business Agility 
 
 
 

Clarity™ Playbook 

Clarity™ PPM 

Service Management 

Strategic Planning & Investment Mgt 

Project & Portfolio Management 

Business User Service Management 

Benefits Realization 
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DRIVE ACCOUNTABILITY 

CA Technologies Core Principles 

INNOVATION  EXECUTION  SPEED  
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 Innovation 

– ITSM – Automation and Lightweight asset management 

– Social Collaboration 

– Mobility and analytics, across products 

 

 Execution 

– Strengthen on-premise Service Management solution 

– Stronger SI relationships and partner communication 

– Foundation and Acceleration Services 

 

 Speed 

– Quarterly release cadence 

– Incremental value around ITSM on-premise 

 

 

IT Business Management (ITBM) Priorities 
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The right ITSM solution for your customers 

CA Nimsoft Service Desk 
(CA SaaS and Strategic Partners) 

CA Service Management 
(On-Premise and Strategic Partners) 

 User experience 

 Rapid time to value  

 Ease of use  

 Codeless configuration 

 Low administrative overhead  

 

 Highly configurable 

 Deep integration and customization capability  

 Full administration control or…  

 …“Hands-Free” hosted and managed option 
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CA Nimsoft Service Desk enables you to elevate business 
user experience & productivity 

Service Management Made Easy 

REDUCE TOTAL COST OF OWNERSHIP 

 
EASY TO IMPLEMENT 

 Configure, Don’t Code 

 Deploy in Weeks 

 No Hardware to Buy 

 
EASY TO USE 

 Modern & Intuitive 
Interface  

 Collaborative capabilities 

 Low training needs 

 
EASY TO MAINTAIN 

 True SaaS 

 Automatic Upgrades 

 Low Overhead 
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complete ITSM Cloud solution 

ITSM Cloud 

Service  
Support  and 
Management  

Asset 
Intelligence and 
Management 

Service  
Automat ion  

On Premise 

CA Cloud HUB  

CA Cloud Point-of-Presence  

Discovery  Catalyst 
Nimsoft 
Monitor  

CA Platform  

Management Console 
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This is Kayden…  

7 year old configures CA Nimsoft Service Desk workflow 

behavior while making a PB&J sandwich 

Emphasizes both ease of use                                                                  

and configure-not-code 

 

 

http://youtu.be/SDOam6zPybo 

 
+ 

http://youtu.be/SDOam6zPybo
http://youtu.be/SDOam6zPybo
http://youtu.be/SDOam6zPybo
http://youtu.be/SDOam6zPybo
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Auto Assign - Simply select the function 
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Make a close note Mandatory - configuration not code 

1
1 
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Modify Filed based on State – configuration not code 
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Make Field Mandatory - configuration not code 
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Create or modify workflow - configuration not code 
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Next on the list… 
Integrate through web services - configuration not code  
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GTM NSD Mobile 1.0 (June) 
mobile app for end users 

 Single role based app for end 
users, analysts and managers 

– iOS and Android support 

 Service Different… 

– Differentiate with user experience 

– Innovate by using mobile specific 
capabilities to solve different 
business problems 

 Roadmap 

– 1.0 Self-service end user focused 

– 1.5 push notifications, tablet 
optimized 

– 2.0 analyst focused 

– 3.0 manager focused 
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CA NSD Roadmap | Competitive and Key Features 

NSD 7 NSD 7.1 NSD 7.2 NSD 7.3 

12/2012 
 

Improved Service Experience 
Social Collaboration 
Easier to Adopt 

3/2013 
 

Reduce Administration 
Faster Adoption 
Enterprise Capabilities 

6/2013 
 

Request Automation 
Codeless Integration 
Mobile Interfaces 

9/2013 
 

Asset Mgmt 
Improved Change 
Business Dashboards 



Service Management 
Vision and Roadmap 
 



Incident      Inventory 

Problem      Ownership 

Change        License 

Request       Contract 

Impact          Publish 

Config           Order to Deliver 

Automation  SLAs 

Mapping        Service Pricing 

Charging 

Budgeting 

ROI 

Forecast 

Refresh/Retire 

 

Reactive 

Proactive 

Optimized Infrastructure 
Centric 

Service 
Centric 

What is 
broken? 

What will 
happen? 

What have 
we got? 

What are we 
offering? 

What do we 
do next? 

Service Desk Asset Management Service Catalog Service Portfolio CMDB/CMS/SACM 

value driven Service Management evolution  
focusing on business value 
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Better user experience  IT image, productivity 

Operational efficiency  cost reduction, productivity 

Management effectiveness  better decisions 

 

what’s exciting in Service Management? 

Mobility 

Analysts, IT experts, employees 

Queue management 

Notifications, status, take action 

Analytics, reporting, dashboards 

 

Self-sufficiency 

Collaboration and social media 

Knowledge Management 

Support automation 

Dashboards/reporting 

On-demand contextual training 
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social media-based collaboration 

■ Empower 
end-users, 
analysts and 
IT experts 

■ Increase 
productivity 
and efficiency 

■ Reduce cost 
of Support 

■ Increase user 
experience  
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self-service, real-time, ad hoc dashboards 

 

Empowers users with self-service capabilities 

Non-technical users quickly create interactive 

dashboards and reports in minutes 

Immediately share with the broader user 

community 

Unified view of service management environment 

Deep, real-time management insight and 

transparency into service demand, cost, use, 

assets and issues 

 

 

Deliver BUSINESS VALUE 

Improve User Experience - self-service 

empowers users with the right information, at 

the right time; minutes, not hours 

Make Better Business Decisions - improve 

access to and ad hoc analysis of relevant 

service management data 

Reduce Costs – remove dependency on 

technical teams, coding and cumbersome tools 

Increase Productivity – get answers quicker; 

free up technical team 
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Business Service Insight 
 

■ View customers, 
vendors, services, 
contracts and 
metrics 

■ See the contracts, 
metrics and 
performance 
details 

■ Take actions on 
potential 
violations – send 
email 
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BRV provides executive views of 
quality and status on services levels 



 Improve Analyst productivity and 

end-user satisfaction 

 End-users self-help and web-based 

assists by analysts to remotely 

control, diagnose, and resolve 

problems 

 Troubleshoot and repair end users’ 

computer instantly and accurately, 

and deploy proven fixes 

 Resolution scripts that operate 

without user intervention 

 

 

 

 

support automation 
 

Phone Web-based  
Assistance 

Self -Service 

 Call deflection 
 Reduce cost 
 Customer satisfaction 
 Compliance 

 Automated diagnostics  
and repair processes  

 24x7 service availability 

 Knowledge search 

 Integrated transfer to  
assisted support  

 Audit and reporting FU
N

C
TI

O
N

A
LI

TY
 

B
EN

EF
IT

S 
Analysts can handle multiple  

sessions concurrently 

Self-Service  
Automation 

Live  
Automation 

 Automated diagnostics/repair processes 

 Real-time consultant 

 Remote admin tools (chat, software/ 
hardware inventory, file transfer, registry  
and file system editing, take screenshot,  
remote control, reboot/reconnect) 

 Integrated knowledge base 

 Audit and reporting 

 Increased analyst productivity 

 Increased first-call resolution rate 

 Increased customer satisfaction  

Reduced telephony costs 
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service visualization, change audit control 

Identify change risk, quickly 

identify root cause, and prioritize 

by business impact 

Automated change audit control  

Automated application 

dependency mapping 

Intelligent visualization  

Standards-based federation 

Native integration with process 

workflows 

Rapid implementation best 

practices 
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 Collaboration, Search – all CA Open Space functions via iPad and iPhone,  

providing end users, Analysts and IT experts with issue information,  

collaboration, federated search and issue creation/update 

 CA SDM User Interface – Apple Safari support  much of the CA SDM UI on iPhone and iPad using 

standard browser technology. Analysts and end users can perform these functions on their iPads  

                              Analyst Queue Management – Analysts access and filter Incidents/ Problems  

                            and other ticket types in their queues, drill into details and take appropriate  

                            actions from iPhones and Android devices  

 Advanced Analytics - Xtraction for CA Service Management, an optional  

component provides self-service, ad hoc dashboards and has the ability to  

display pre-defined dashboards on the iPad via a native iPad app.  

                                          Mobility Platform (in Development) – cross-platform mobile framework  

                                        with role-based applications controlled by CA SDM administrators, with 

                                        subsets of most relevant functionality 

 RESTful Web Services API  - Customers, CA Services and partners more easily incorporate CA SDM 

information into user experiences/applications;  sample mobile device application is provided 

 

mobility 
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 Increases Business Productivity 

– Analysts and users to create and respond to issues in a timelier manner 

– Anywhere, at any time 

 Improves IT’s Relationship with Business 

– IT  is more responsive to incidents and problems impacting business 

users  

 Better User Experience 

– Analysts and users have freedom to perform their jobs remotely 

Benefits of CA SDM Mobility 
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Other Mobile Capabilities 
RESTful Web Services API 

 Augments existing broad API  

 HTTP-based web services leveraging the principles of REST 

– 650+ SDM objects are exposed through REST API 

– Included REST client samples (Building blocks)  

CRUD operations on Ticket (Java/.net/UI samples) 

Supported Authentication models 

 Customers, CA Services and partners more easily incorporate 

CA SDM information into user experiences/applications 

 Sample mobile device application is provided 
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 CA SDM User Interface – Chrome & Safari support     

 

Other Mobile Capabilities 
Browser-based capabilities 
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Analyst Mobile Capabilities End User Mobile Capabilities 
 Create Incident, Problem, Request, 

Change Order, Issue 

 View Announcements 

 Search/Advanced Search Incident, 

Problem, Request, Change Order, Issue, 

Announcements 

 Update Incident, Problem, Request, 

Change Order, Issue 

 Sort Incident, Problem, Request, Change 

Order, Issue by Ticket Number, Status 

and Priority 

 Search/Advanced Search Knowledge 

Documents, Trees, Forums 

 Read Knowledge Doc, Tree, Forum 

 View  Activity Log, Status of the Ticket, 

Assignee, Escalate the ticket  

 GO Button  

 All Menu Items 

 Scoreboard() 

 Edit-in-List 

 View Knowledge Categories  

 Search Solution 

 Create Incident 

 Read Incidents 

 Search Incidents 

 Update Incidents 

 View Announcements 

 Show List of Incidents 

 Read Knowledge Doc/Knowledge Tree 

 Submit Knowledge 



 CA IT Asset Manager’s Software Asset Management Module 

helps companies manage the software asset lifecycle 

 From procurement  

to retirement 

 Helps manage &  

allocate license costs 

 Aids with  

compliance  

reporting & audit 

 

 

software asset management 
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expanded visibility and access for service offerings 
with CA Service Catalog 

31 

Place service request elements 
where they are the most useful 
to your users 

Intranet home page 

SharePoint 

Portal 

Leverage the deep service 
definition and advanced 
automation  

Process the service requests as 
an integral part of the Service 
Management processes  

 

Copyright © 2013 CA. All rights reserved. 



Service Management On Premise Products 
Timeline 



Service Management Hosted & On–Premise 
Roadmap Highlights and target timelines 
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H2’12 

CA SDM Mobile and Social 

 Analyst Mobile App 
 Open Space on-premise 

CA IT Asset Mgr 12.7 
 Improved Software Asset 

Management 

CA Service Desk Mgr 12.7 
 ITIL Best Practice  

process/content  
 CMDB Import XLS 
 iPad and expanded 

browser support 
 Xtraction Dashboard 

CA IT Asset Mgr 12.8.x 
 Additional Wizards 
 Enhanced Financials 
 SM Solution Enablement 

CA Service Catalog 12.8 
 Service Enable 

portal/portlet use and 
external access  

 Multi-language user 
experience 

 Expanded out-of-the-box 
process content 

O
n
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m
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M
o

b
ile

 

H1’13 

CA SDM Mobile and Social  

 Approvals Mobile App  
 Open Space + Request 

CA Service Desk Mgr 12.8 
 24x7/Rolling Maintenance 
 Federated search 
 Integrated family/classes 
 SM Solution Enablement 

CA Service Catalog 12.9 
 SM Solution enablement 
 Service Definition version 

control 
 Approvals and Resource 

Management UX 

CA Service Desk Mgr 12.9 
 Enhancements Backlog 

CA IT Asset Mgr 12.8.y 
 UX Improvement backlog 
 Enhanced Data Validation 

CA ITSM Mobile and Social 

 SDM Admin Mobile App 
 Consolidated Self-service 
 Service Gamification 

CA Service Catalog  

 Mobile user interfaces 
 Solution Content Packs 

CA ITSM Mobile 

 Asset  Locator 

S&PM portfolio themes 
 Enhanced User experience 
 Lower TCO 
 Increased mobility 
 Advanced analytics 

Calendar 
Year 

Timeframe 
for Delivery 

CA IT Asset Mgr 12.8 
 Upgrade utility for 11.3.4 

customers 
 Data Filtering 
 Common Homepage  

BSI 8.2.5sp 
 ACE2 migration 
 ACE2 stability 

BSI 8.3 
 Booklet Enhancements,  

Dashboard Improvements  
 Content Transfer (Oblisync) 

- Offline  
 SSO Support 



 Enhanced User experience 

 Lower Total Cost of Ownership  

 Increased mobility 

 Advanced analytics 

 

portfolio roadmap themes 
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 Aligns: 

– Community self-help  

– Service Requests 

– Asset Information 

– In-flight activities 

 Focus: 

– Productivity 

– The user’s context 

sneak peek 
consolidated self-service 
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continuous commitment to Service Management  at CA 

 Innovation built on top of proven capability 

 Verified on 15 ITIL processes with pre-built 
content to support ITIL best practices for 
accelerated deployment. 

 Commitment to ITIL with participation in 
ITSMf, 1,100 consultants on bench, and 
thought leadership. (ITIL authors)  

 Integrated service management stack. Other 
vendors manage processes with separate data 
stores, workflows, and applications with single 
front-end. 

 Reduced TCO and administrative costs by using 
feature-rich configuration instead of expensive 
customization.  
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Define the strategy and 
optimally distribute  

investments and resources 

 
 
 

Ensure successful delivery of 
initiatives and             

maximize resource utilization 

 
 
 
 
Elevate business user 
experience and productivity 

Measure and communicate 
impact of investments on 
business outcomes 
 
  

CA Service & Portfolio Management 
Deliver business agility  

Deliver Business Agility 
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Q&A 
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CA Value Stream 
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