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SmartCloud Control Desk Delivery Models

IBM SmartCloud Control Desk

Traditional License
Cloud ready
VM image Install

/ X

4 @fb D J/L!‘

Software-as-a-Service (Saa$S)
Control Desk - SaaS

Traditional License
On-premise install

Software-as-
kaxéervnce‘// Private cloud
v
Software-as-a-Service Traditional install
e |BM owns and runs entire product infrastructure * Allows total control over product environment
e Subscribers access application via the internet * User can choose, OS, middleware, database
¢ Reduces staff and H/W required e Provides most flexible, customized option
Strategic Outsourcing Virtual machine image / Private Cloud
e |IBM owns and runs application for client * VM can be installed in 30 minutes
e |BM also provides staff and skill augmentation * Tested for production and perfect for dev/test

environments
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The SaaS Model

Software as a Service (Saa$) is a software delivery model, in which software function is delivered over the internet,
managed by a vendor, and paid for on a subscription basis.

Perpetual License Model Software as a Service I
Customer makes buying decisions and is Customer makes application buying decisions.
integrator and maintainer of all components Provider makes decisions on components of the IT
of the IT value stack value stack
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Provider supports multiple application codes, multiple One-to-many model to all contracted customers
application versions or a customized code for each Lo
customer. Pay-for-use or subscription model
Customer must support entire stack Customer can typically redirect resources for DB, system,

and network admins to other projects
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SaaS May Be An Attractive Model for Many Organizations

Saa$s Traditional
(Hosted, subscription) (On-prem, perpetual)
OPEX vs. CAPEX Operational Expense Capital Expense
Cost Predictability Higher Lower
Skill/Staffing Requirements Lower Higher
Maintenance Costs Included in subscription 15-30% of license cost per year
Upgrades and patches Included — stay current Customer responsibility, cost
Support and infrastructure Included —focus on business Customer responsibility, cost
Customizations Preserved May hinder upgrades

SaaS Can Offer Flatter, More Predictable Costs

«— License (CAPEX) and implementation
Upgrades

Maintenance, support
staffing, and infrastructure

Pear 1 Year 2 Year 3 Year 4 A\Year 5 /’ Year 6

Low initial -- OPEX Low, predictable yearly costs
B SaaS M Traditional
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SmartCloud Control Desk - SaaS on IBM Cloud

v Swue

« Users access the application over secure internet connections FUUIIC Live Lelit

« VPN support enables integration with on-premise tools and systems https://tlsm.tivolilive.com
« Development -> test -> production directly on the cloud

« SmartCloud Control Desk 7.5.1 is a significant usability and performance upgrade

« One year minimum contract (5 year max) with no on-boarding fee; subscription “ramp ups” are allowed

« Authorized and concurrent process user pricing — no charge for end users

Cloud-Based SaaS Instance On-premise Customer locations

~ Internet

(Software-as-a-Service)

i
/
r\ ‘ 4
|
e ‘ ¥ h
Configurations promoted from = i
DEV ->TEST -» PROD using >
Migration Manager tool

Cloud-Based Production and
Non-production Instances

i
I
!
SmartCloud Control Desk E

Sessions

Process Users

On-premise

Syste ms

mlmamlse T
v \ 5 agent

on-premise ITM
Server

premise [T
On-premise On-premise 05 agent
Provisioning Discavery Server

Server

28, 29 et 30 aofit -

¥ #solconnecti13



SmartCloud Control Desk - SaaS Offering Content

Included in Standard Offering

Included in Standard Offering:

One production instance (standard SCCD)
One non-production instance (if required)*
Mobile support (SCCD Everyplace is included)

VPN, LDAP, and e-mail for integrations to
other tools and systems (if required)

Daily backups of data and configurations
Systems admin., patching, and maintenance
Access to current release function

99.8% Availability SLO (standard)

99.8% Availability SLA (no charge)

24 X 7 support for Sev 1 / Forum e-mail
support for Sev 2-4

Optional in Standard Offering:

Additional non-production instances

Expansion of non-production instances
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Not Included in Standard Offering

Requires Separate Services Contract:
" |mplementation services

— Workflows

— VPN configuration

— LDAP configuration

— Integrations
— Data transformation and migration
= Application administration services

— Managing users, security groups, etc.

— Maintaining customer side code, integrations

« Managed services (GTS)

— IBMers process tickets



SmartCloud Control Desk — SaaS: IBM Cloud
Hosted and Supported

Hosted in state-of-the-art, green IBM
SmartCloud Enterprise datacenters

All IBM owned facilities, supported by
IBM staff — no third parties

Over 10 years of experience hosting the
SmartCloud Control Desk*

IBM hosts over 1,000 client instances of
SmartCloud Control Desk

IBM is a leading global hosting provider,
including many Fortune 500 clients

Over 1 million enterprise application
users work on the IBM Cloud

Tour the IBM Raleigh SmartCloud Data center
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http://www-935.ibm.com/services/us/cio/smarterdc/rtp_popup.html

)

SmartCloud Control Desk - SaaS Security (Hosted on the

IBM Cloud)

Each client implemented in a private VLAN in
IBM SmartCloud

Access of end users and process users via a
secured SSL (HTTPS) connection

Firewalls for secure access & isolation; Isolation
of WAS and DB VMs using IPSEC firewall

Host Intrusion Detection to identify and
eliminate any DoS attacks

Physical security includes 24 hour surveillance,
perimeter security

All data centers are IBM owned and operated,
and all staff are IBM employees

SSAE 16 (SOC 1, an enhancement of SAS70)
audit by PricewaterhouseCoopers

Received IBM Inter-Enterprise Security (IES)
approval
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End Users
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Process Users
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Role-based IT Staff:
eService Desk Agent
eService Catalogr

eChange & Release Manager

eAsset Manager

Administrator/Manager

i

HTTPS Sessio

\

IBM

@ SmartCloud

—

SmartCloud
Control Desk -
SaaS

Firewall




SmartCloud Control Desk SaaS Supports
Extensive Integrations

MOSLC = Open Services for Lifecycle Collaboration
http: fopen-services net

Development &

License Mgmt & Procurement

Runtime Systems Uses Control Desk Ariba | SAP |
R.?g:;al Rational | OSLC . e p— i Messaging
ClearQuest | <:> '
Concert 1

Rational I S | i | Bs | e Lotus Microsoft
Asset Mgr - S FanAe & 3o : Sametime Office
-. ARG o i e 2| ~———————  Communicator

_Google Chat |

Computer Email-driven Jabber |

Telephony Ticketing —————— Twitter
Systems = 5 P. | ’
S itori usiness Partner Integrations
] )

5 ' Alarm Point | Infrared 360 |
Cisco | '

Discovery Tools

Cutenr | 'TNM | "TADAD | " TAD4z | TTADDM | Locovice | mwc
TEM I w \ Manager Remedy ‘

TBSM ! Altiris — SAP Solution Manager |

From

. Centennial many ;
Third Party Tools ‘ Hraducts Security Mgmt Tools
Microsoft SCCM & SMS | Tivoli Identity Mgr |
LRI G CL R Provisioning Tools
[PMQI:Z: iz :\b:‘l?n Tra'\:vcrl akon People h Faclll ] Leclr‘\:’%oqr #yp}‘?ll::n m::[HoJ urEIe;'_hF:] ubs;rr I(Mrwl ok @JJCE; } TPM
Saas integrations through VPN, LDAP, Active Directory, e-mail, web services, .csvimport/export 10
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SmartCloud Control Desk Availability SLA
(Optional, but no additional charge)

Availability Percentage During o _
Contracted Month Availability Credit
<99.8% 20/
<98.8% 59/,
<95 10%

e Availability Percentage is calculated as: (a) the total number of minutes in a Contracted Month,
minus (b) the total number of minutes of Downtime in a Contracted Month, divided by (c) the total
number of minutes in a Contracted Month, with the resulting fraction expressed as a percentage

e Availability Credit is % of monthly subscription fee for contracted month which is the subject of a
claim

e Credits will be applied to future bills.
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IBM SolutionsConnect 2013

L'IBM TechSoftware nouvelle génération

Transforming Service Management with
IBM SmartCloud Control Desk

Unifying asset, service, change and configuration management

A YA ' B
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Organizations are investing to optimize increasingly
complex, dynamic business infrastructures to sustain
delivery of business value

INTERCONNECTED
People and systems interact

in entirely new ways

INSTRUMENTED
Measure, sense and see the
exact condition of everything

INTELLIGENT

Processes & assets respond
quickly and accurately

Addressing data
ST ™= growth, threats,
E & compliance

Transitioning to
Smarter, flexible
infrastructures

o 4 g,\ Converging Digital Leveraging
& Physical Assets Mobile & Web
Endpoints
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Next generation of service management demands an
innovative approach to managing assets and changes

Fading boundaries across business and IT assets

Physical and infrastructure assets are increasingly embedded with software
| and resemble assets in traditional IT environment.

m_m

Velocity of changes impact business agility

Manual processes cannot keep up with
-Rate of change driven by a cloud or virtualized environment
-Planning and scheduling work across IT and operations line of business

Business users interacting with service management

Increasing population of non-technical users request access to business
services

28, 29 et 30 aott -
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Unified Asset & Work Management

Fossil Nuclear
= Single set of common Generation Generation

business process tailored for A /-

unique requirements of each
business

— Aligned with the business
objectives and processes of
each business

— Driving cross enterprise

. ' User Interface
reporting, adoption of common

Integration
best practices and cross —— ——
business sharing of resources B_{'S'"ess Process

— labor, materials, etc. Business Logic

= Single instance of H/W, S/W "Data Model _
and Database supporting the —_—

global enterprise

— On a modern Service Oriented
Architecture (SOA) resulting in
dramatic reduction in system
cost

Transmission
& Distribution

i

and complexity Corporate Functions: s
—  Often very significant reduction ITSAss_et '\II\IIIth Earnm s
in number of applications to Cﬁra‘:;ee Mgt l

support, including pop-up apps

Vehicle
Maintenance
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IBM is the only vendor that can provide a single
platform to manage service and asset processes
across the entire scope of the enterprise

Integrated Service Management System
Service Catalog, Incident, Problem, Change, Config, Asset, & Release Management

N

Tradltlonal Cloud & Virtualized Endpoint Smart Assets Traditional
Infrastructure Assets Enterprise Assets

GlElL L

= Customers can start with a single area and expand without any
disruption — the same system manages processes across all assets

16
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Strategic Intent: Focus on ensuring business outcomes by
providing Visibility, Control and Automation for operations
in and beyond the data center

Configuratio

Incident Knowledge Change n Release

Service Management Management Management Management Management

Catalog & : : :
Integrated Business Service Delivery & Manageﬁi_-

Cogd = 8 & =
, K=, = - o f—
i :,}i
—
Cloud and IT Enterprise Endpoint Asset & Facilities
Optimization Management Management
Enables better business Accelerates service innovation Optimizes utilization and return
outcomes by enhancing IT by optimizing the provisioning & on physical assets and
agility and by optimizing the management of a broad range increases maintenance
trade-offs of cost, risk and of enterprise assets such as efficiency by delivering insight
innovation in the delivery and mobile devices, workstations & into real-time asset conditions,
management of services instrumented endpoints. utilization and related work
- processes. 17
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Introducing IBM SmartCloud Control Desk

A market-leading IT Asset and Service Management solution that works across the entire enterprise

Service Desk Mobile workers
IT Staff

41::&:»;:&/1\

Adaptive User Interface

IBM SmartCloud Control Desk is a

comprehensive IT Service
Management solution that helps
e e . Service IT Asset Change, >
reduce cost and minimize service Desk & Mamaoorent Config, S
. . Catalog anageme Release =R
disruptions through automated <
. . . 3]
service request handling, efficient @
change management, optimized Common Runtime & Services a
asset |ifecyc|e management across 4w <> Workflow, Notification, Security, etc. g
IT and enterprise domains S
Data about virtual & physical resources 8
Virtualized Cloud Services
IT assets assets e Smart Assets
|
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IBM SmartCloud Control Desk

Reduce Business Risk by using advanced impact analysis and defining
automated change procedures that ensure integrity of existing infrastructure
while supporting business agility

» Minimize outages
related to changes

within IT Operations
Improve efficiency and Quality of Service by unifying asset, change and by up to 70%
problem management across both IT and the rest of the enterprise

Lower cost and mitigate license compllance risk by performing end to end

software asset management * Increase Process

_ Speed and Efficiency
Improve utilization rate and reduce unnecessary purchases by managing by up to 40%:;

the IT asset lifecycle service quality and

Reduce total cost of ownership by using one unified solution to license, responsiveness by
install and manage multiple ITIL processes under one price point up to 60%

Pick a solution delivery model that is affordable and meets your current
business needs; Seamlessly move between delivery models while keeping

the same functionality * Optimize your

Software license
Adaptive, role-based simplified Ul, improves intuitiveness for novice usage and bring
users, and reduces training costs. savings back to the

Access from anywhere at anytime via mobile device support — Blackberry, business

iIOS, Android

28, 29 et 30 aotit - II t Cend
3 #solconnect13




Holistically control complex service management processes

Resolve the root causes of

=1={0)={ 8 =/ [s3] incidents to minimize impact

and prevent recurrence

Restore normal service

operation as quickly INCIDENTS

Creation, routing and

Single point of SERV| PROCUREMENT management of requests,

entry for handling purchase orders, contracts
incidents and and terms and conditions
requosts, REQUESTS
Usage accounting
and chargeback,
Standardized FINANCIAL & investment
procedures for CHANGE LICENSES planning. Auditable,

efficient handling license T&Cs

of all changes

U CONTROL

Inventory, financial,
and contractual

Verifies license, test IT ASSETS functions to support
and version status of strategic decisions
services or assets RELEASE
introduced into the

infrastructure | CONFIGURATION

Management and traceability of
every aspect of a configuration
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Comprehensive Service Management capabilities, built on a
common platform, in a single suite, with one price per user

[ Role-Based, Adaptive User Interfaces & Dashboards )

Modules for Different Disciplines

Service Catalog & Incident Problem
Request Mgmt Management Management
Change Configuration Release
Management Management Management

IT Asset Procurement License

Management Management Management

Common Runtime & Services

Dy PN Workflow, Notification,

Escalation, Security

Asset & Configuration Mgmt Database

4/R:Ies, Organization, Sites, Changes,

Incidents, ...
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“Self Service Center” for end users

Provides an easy way for end users to contact support,

services, view status, and manage their own assets

search solutions, request

Home - Request a new Service

-] = Services

+)

+|

4

= Key features

| Desktop/Laptop/PDA Services

I

! Composite Services

Enterprise App Store

Human Resources Services

&l Identity and Access

IMAC

IT Asset Management Service Requests

Network Services

! Operations

Request for Service \ IT
Server Systems Management
Video Conferencing Services

Virtualization and Cloud

Composite Services

Enterprise App Store

Identity and Access

IT Asset Management
Service Requests

Operations

Server Systems

Management

Hierarchical navigation

Live Chat support
News Pod

Request Status Pod
My Assets Pod

28, 29 et 30 aofit -

Desktop/Laptop/PDA
Services

Human Resources
Services

% IMAC

Network Services

Request for Service \ IT

Video Conferencing
Services

Contact Us

Please search for a solution using Browse Solutions before contacting
the help desk.

You can use Report an Issue to submit a ticket online.

Chat Hours
M-F 9am-9pm
Sat 9am-6pm
| Chat Now |
My News
Recent Activity
Power Outage in Building 901 on Weekends 2/4/2013
View My News...

My Requests

et e
E New (7) . Approved (1) Queued (8) i Resolved (8)

E Closed (1) i In Progress (12) Total (37)
Recent Activity
AppStore - Adobe Acrobat X Resolved
AppStore - Adobe Acrobat X Approved
order a new laptop Resolved

Order a new laptop New

order a new laptop In Progress

Show Al My Reguests...

My Assets
T U O -
W orerATING () [ LimiTEDUSE (1) [ NOT READY (5)
Total (10)
Current Assets
2077 OPERATING
ITAM1061 LIMITEDUSE
TUSC2000 NOT READY
TUSC1056 OPERATING
TUSC1057 OPERATING

Show All My Assets....
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Internal Enterprise App Store

Available through self-service center with integrated license management, automated
deployment to endpoints, cost accounting & chargeback

# im- Self Service Center MAXADMIN

Search for Solutions, Offering and Quick Inserts S i‘ ‘ Contact Us

| " = I)TO:‘ M 1 S

il Please search for a solution using Browse Solutions before contacting
. Home - Request a new Service - Enterprise App Store L] the help desk.
|

-| [ Services You can use Report an Issue to submit a ticket online.

B S Adobe Acrobat X M Microsoft Access 2013
(= Composite Services Deploy Adobe Acrobat ng Deploy directly to your e
[+] [} Desktop/Laptop/PDA Services directly to your selected selected desktop using the M-F 9am-9pm
- desktop using the Tivoli Tivoli Endpoint Manager . Sat 9am-6pm
Bl St dnb Siore | Endpoint Manager .... You will receive...
é Networking Apps and Connectors
Z Microsoft PowerPoint 2013 Microsoft Visio 2013
2 : at Now
(5 Packaged Business Apps ﬂz' Deploy directly to your Deploy directly to your -
(2 Productivity and Collaboration Apps selected desktop using the selected desktop using the K
= v Tivoli Endpoint Manager . Tivoli Endpoint Manager .
@ Broductivity Apps You will receive... You will receive... My News
[+ ] Utilities for Laptops and Desktops Fecentiic Y

~ b i ' i Microsoft Word 2013 It 3 Networking Apps and Power Outage in Building 901 on Weekends 2/4/2013
(& Web Application Development Tools DED|OY du‘ectly to your h Connectors View My News...

(B! Human Resources Services selected desktop using the .
Tivoli Endpoint Manager .

You will receive... My Requests

(2! Identity and Access
mac : = T
S - . . = Packaged Business Apps 2 Productivity and R Y U R D P Y Y S Y Y -
sset Management Service Requests { 1
g | Collaboration Apps from E Approved (12) i Queued (1) . Resolved (2)
Network Services S Lotus E In Progress (1) Total (16)

=) Operations Recent Activity
3 Adobe Acrobat X Approved
&l /@ ReduestforSetvice T Productivity Apps Registry Utilities Adobe Acrobat X Resolved
[4] () Server Systems Management Deploy directly to your ﬁgggz ﬁz:ig:ﬁi :gg:ﬁz:g ‘
@B Video Conferencing Services ??Jiitadwddpe;ﬁ(wttora;wsalggfthe Adobe Acrobat X Approved ‘
(& Virtualization and Cloud You will receive... Hop Iy et
Utilities for Laptops and Web Application
My Assets
Desktops Development Tools
=% S O Y O O O 7 7 e e
B operaTING (1) [ NOT READY (1) Total (2)
Current Assets
2077 OPERATING
ITAM2093 NOT READY

Show Al My Assets...
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Social Interaction for End Users
Engage users with social interaction — see ratings for offerings and solutions and provide

input to service management team

Adobe Acrobat X

ltem: TEMDEPLOY

Comments: 1 Fulfillment Time: 15 Minutes

Last Update:  2/4/13 19:24:33

Deploy Adobe Acrobat directly to your selected desktop using the Tivoli Endpoint Manager. You will receive a popup notification while
the software is being deployed. A license for this software will be allocated and assigned to your selected desktop. If no licenses are
available in the enterprise pool, a procurement process will be initiated. For screenshots, see the "Additional Details" tab.

Operating Systems Supported by IT department: Linux, Windows Mobile Platforms: i0S, Android, Blackberry (coming soon!)
Languages Supported: English, French, German, ltalian, Arabic, Simplified Chinese, Japanese.

Offering Details Additional Details Comments and Ratings
Comments and Ratings b Filter 1-10f1 & =
Comment Date User User Comments
fofafiafar 1725113 MAXADMIN Simple to understand.
Add to Favorites Rate this Offering Cancel

= Key features
— Summary of individual ratings is calculated and displayed

— User comments are displayed
— A user can rate the offering directly from the offering dialog, or from
the service request status (after fulfillment)

28, 29 et 30 aott -
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Live Chat for End Users

Available out-of-the-box and linked from the self-service center

'@Ehat Window - Mozilla Fire.. || (=) |ftdm
A i = Allows end users to chat with a service desk agent
gt et ik ool directly instead of opening a ticket or calling the
- helpdesk — reduce call volume and increase user
e satisfaction
Hako e User, how can | 7
Gl . e . e = Capabilities
T o et wel Sasendese owern. — Allows a user to open a chat session directly with an
agent
— Allows an agent to accept a chat from a chat queue and
respond

— Chat transcripts are stored in the ticket
— Supports clustering for scalability

Pallantesque diam velil, cursus sit amed, pulvinar 8¢, eusmod
non, wisl. Suspendisse pharetna loboris Bend

= Administrative capabilities
Send | — Manage live chat queues
— Indicate agent availability to accept chat sessions
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Simple user interface for agents
Leveraging the latest user interface research to minimize clicks and maximize

productivity

Welcome, MAXADMIN

MAXADMIN

[] 6o To Applications

59' My Recent Applications » ick |
uick Insert ) i Filte
;‘ Administration » Q q Bulletin Board e
< & New Bulletin == Power Outage in Building 901 on Wee_.. There will be a *power outage* in buildi... 2/4/137:58 PM 21281147:58PM N
{'J === Y #) New Senvice Request
change > New Solution .
Contracts » = Inbox / Assignments
Refresh
Lk ' D pti Due Dat Priority Start Dat Rout
5 B escription ue Date riori art Date oute
TS tictin , | Service Desk Manager Applications .
Order More Licenses 1129113 15:31:41 =
Integration » Incidants
K Problems
Inventory » Senvice Requests 1-10f3 | NedtPage >
go9 Solutions
g7 Planning »
= .
|| Planning and Scheduling » Open Service Requests Filter
Purchasing + || | Incident Resolution KPIs Chart Type: PIE = View By: Internal Priority
5 e L ast Run: 214113 00:00:02 Update All open service requests (By Internal Priority) Ir_ﬁemal o Percent
i ' Status KPI Actual Target Variance Eriory (%)
n e ™ 1 3 857
fmy Securiy > [=]  sLAcompliance - P1 Incidents (%) 100 95 5 u
&Y  Sselfsenice ’ 19 2 ! =8
o LT [=|  sLacompiiance - P2 Incidents (%) 100 95 5 i " 3 i
iR SEvceResk » [=]  sLacompliance - P3 Incidents (%) 100 95 5 ‘ >, o o 2571
iy’ SemcsLavel "4 |=| st compliance - P4 Incidents (%) 100 95 5 I undefined 19 5429
] Service Provider (SP) »
= Semnice Request Catalog » 3
$lal System Configuration » AVerage Process Time 1
LastRun: Update 3
i,[ﬁ Task Management > Status Last Reading Actual Target Variance 9
L’} Work Orders > - 0 0 1 -1
Average process time per incident in hours
25
2 2 3
15 . 35 List View
.
1 4
0.5 45 Late Incidents Filter
Chart Type: BAR View By: Owner Group
0- 5 All open incidents that are late or at risk (By Owner Group)

= New style sheets
= Simplified Presentation
= Navigation Improvements (fly-out)
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A Picture is Worth a Thousand Words!

Improving usability by studying human cognitive architecture and processing

How can the service desk agents process tickets faster?
When they open a ticket, how can they understand its main intent within 5 seconds?

= Color visual processing has been evolving for more than since the lower Cambrian period.
= Fast visual processing was critical for the survival of the species.

= [he brain has evolved neural structures that allow fast parallel processing and cognition.

40t
Superior | 30 g
Colliculus . f'
]
20w
L . . '
™
0
W w0
e i/ *  Semantics
atera
Geniculate « Syntax
Nucheus Eﬁéﬁlmns | Phﬂﬂﬂ‘ll}ﬂ}'
Primary
Visual Cortex
" systems started developing in Homo Sapiens about ago.

= Relies on serial cognitive processing which is more time consuming for comprehension and cognition.
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Helping agents understand a ticket in 5 seconds!

A =~

Incidents

MAXADMIN

e Q - All Bookmarks v &] & @ l.:‘} o:o g

[] 6o To Appiications Incident Solution Details Activities Related Records Log Failure Reporting Service Address Map Automation
(7] Available Queries
A - PULSE1016 SmartGrid Cell Relay Wireless Connectivity Issue |
All Bookmarks Owner. CINDY ’ Internal Priority 1 Target Finish
Incidents for ownergroups to which | Owner Group: SRMDESK Automatic A nment? Created B MAXADMIN :
Changed Incident in last 24 hours i @R
Oben:Global Inciderit LV /2 I

P RS JEERE New Queued In Progress Pending Resolved Closed

All open internal priority urgent incid
All open incidents that are late or at

My open incidents that are late atrisk

User Informati

MAXADMIN -

B - @ @
My open incidents Reported By: R v jAll Records - !ﬂ el & VLS » | | =
All open incidents MAXADMIN | | =
b o [ GoTo Applications List View Release Plans Related Records Actuals Log Specifications Service Address Map Process Details Deployments

7= ame —

&7 common Actions e (7] Available Queries

2 MAXADM ) )

%] New Incident = - e 7 1Q-2014 Quarterly FixPack Release for Windows Servers

EVENTMANAGEI All Bookmarks L (‘2(’ Release Type: DELTA Owner SCHF\‘OEDER‘ d Start:  3/23/13 01:28:53

& ClearChanges 2 Customer: Releases that are currently active a | ] m‘ Q\i Changes Contained 0 Owner Group
"‘: Change Status All releases currently active. Micros

Search For Solutions

Cancelled Releases that were late

Windows Server e -

¢ I |
= 7

Q Planned Built Accepted Complete
i ] L Cancelled Releases
QU Search For Tickets . 3
Incident Detail Closed Releases thatwere late 3
Release Details =
Select Owner _
& Closed Releases
=] e o Summary: : i
DNy - akeOvmerslp " All failed releases o Release: Classification:
F ABol SmanGrid Cell R 10-2014 PMRE! »
,_[} Apply Incident Template 87 Coaimnon Actioas 20 MREL
W startTimer - Defaliss = Summary: Class Description:
4 v -
2  #| (#) NewRelease =
7/‘ More Actions (e CellRelay o Quarterly FixPack Release for Windows Servers 4 Release
. [l save Release o =
View Costs = \Bnagy
e et | B »

= Visual header representing key information for different types of records

—  Service request, Incident, Problem, Change, Release
— Unique progress map per record type

— Whatis it about?

—  Whereis it at? (progress)

—  Who owns it?

—  Whenis it due?

28, 29 et 30 aofit -
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Analyze geographic distribution of incidents
Search and analyze incidents by priority or zip code, allowing agents to efficiently find the
right resource for working on an issue

Incidents MAXADMIN
Q- All Bookmarks v 2J (5 g
]j Go To Applications
= 0 Use this application to view, create and modify incident records. To show My Location on the map, you need to allow the browser to share your location with the server. After the permission is granted, you may need to click the refresh button. Only the records which
Qj Available Queries =n have the service address defined will be shown on the map. More information
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Understand the logical (digital) infrastructure topology
Quickly understand the complete infrastructure supporting a business service both inside
and outside fo the data center — enabling users to quickly find interdependencies, identify
the root cause of failures, and reduce the risk in changes

Incidents ToLS
Configuration Items Retum | [ Retum With Value
a - > R [
\ i v|S e |8 B
7] Available Queries List Cl Summary Cl Details Related Cls Cl Topology Work Details Service Address Related Cls Map I
All Records

@ Usethistabtovi
the v

~w=se | ogical topology from external cell relays to internal business applications.

Configuration ltem Nz
CELL RELAY 1

Configuration ltem Nt

. Overlays of “caution” icons indicating open incidents on particular nodes
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Views
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Classifications
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[~ 7| |CLAIXCOMPUTERSYSTEM
CELLRELAYS

CLWINDOWSCOMPUTERSYSTEM
(CLBUSINESSAPPLICATION
PULSE1016 SmartGrid Cell Relay Wireless Connectivity Issue TAKEOUTPOINT

|  Formore information, right click on the Cl and select: View Work Details. (CLWEBSERVER

N—— ERTY S B - : 30
-

i  OpenIncidents for: CELL RELAY 1
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Attempt to fix problems digitally

Use built-in Runbook Automation to automatically perform common tasks for diagnostics,
logging, reboots, etc. — all built into the tool

A =~ Incidents

MAXADMIN a* e
= I} E) =
- All Bookmarks v # & ‘.L.l ® | &2 B g
(] GoTo Appiications Incident Solution Details Activities Related Records Log Failure Reporting Service Address Map Automation
(7] Available Queries
= Incident: Site: Status

All Records

PULSE1016 [EmanGrid Cell Relay Wireless Connediiiy Issue | & PMSCRTP QUEUED
All Bookmarks
Incidents for ownergroups to which | 0 To get the |atest log details for the automated workflows, refresh the incident record by refetching it using the Available Queries
Changed Incident in Iast 24 hours |3 View Automation Logs
Open Global Incidents e &3

Workflows P Eilter A 4 1-70f7 4 =
All open internal priority urgent incid
All operincidenis tiat areataior at Description Process Process Revision
My open incidents that are late at risk Run diagnostics on WAS server - »

Automated READIAG d =

My open incidents

All open incidents Run diagnostics on WAS server - RBADIAGINT 1 c‘?

~ | Interactive =

8? Common Actions - =]
Ping Server - Automated RBAPING 1 =2

;} New Incident & : . 2
= Ping Server - Interactive RBAPINGINT 1 %=

Getthe list of Windows Computer Systems L

RBARESTAPI 1

¢” ClearChanges k using REST APl %
9 S 2
QP ChangeSiamns 4 ResetCellRelay RBASMRESET 1 &2
£ Search For Solutions Hes SR vt A -
= osel AT RBARECONF 1 &2
( "ﬂ Search For Tickets settings -

& Select Owner

Take Ownership

Runbook examples

Ping resources over the network.

Run diagnostic routines electronically.

Collect log files from remote nodes.

Execute reset operations to attempt to digitally fix the issue.
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If digital resolution is unsuccessful — send the
TRUCK!

Provide driving directions

»

&

a - All Bookmarks v
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SmartCloud Control Desk integrates key mobile

scenarios

——

llackBerry
@ Start Center = Tl
QT

Favorite Applications

Mobile: View Change Approvals

Mobile: View Service Request Approvals
Mobile: Create Service Request

Mobile: Incidents

Mobile: Service Requests
Mobile: View Service Requests

Result Set  Fiter

Incident Summary

1008 My server is down
Set Graph Options 1-1o0f1

28, 29 et 30 aott -
¥ #solconnect13

SmartCloud Control Desk exposes a wide
variety of capabilities to users of BlackBerry,
iIOS, and Android devices

*Creating and viewing service requests
*Reporting incidents

*Approving service requests and changes
*Searching for solutions



Extensive Out-of-the-box Content for Quick Time to Value
Hundreds of OOTB Content Items - Workflows, Roles, Security Groups, Start Centers,
Data Models, Reports

Tailored

Content for
Entry & =1 - :
Standard © ©  Adaptive Ul
Editions _w (based?n role / edition)

= Role-Based |-~
~===_ Gtart Centers

Lt ket itic

Reports
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Integrations with many IBM and third party tools

Also includes robust tooling for integrating to virtually any system

_ _ _ License Mgmt & Procurement
"OSLC = Open Services for Lifecycle Collaboration e - Ad’ (p]SA ]'fﬁ ’)‘ \
http:fiopen-services net IBM S <:> y " a'55port v A, Z
martCloud -
Development &
Runtime Systems Usss Control Desk Ariba SAP I
Rational : | OSLC” ———————— - ' '
Rational :
C'L?]z::rgn ClearQuest <::> - Instant Messaging
Rational Lotus | Microsoft |
Asset Mgr ‘ Sametime ‘ Office i
_ Communicator ]
: / Google Chat |
Computer Email-driven = : Jabber |
Telephony Ticketing - = -' Twitter
Systems '
o Monitoring Business Partner Integrations
Systems Alarm Point | Infrared 360 |
T Omnibus Discovery Tools "
Cisco | ] e W R Third Party Service Desks
T - . TADMD |  TAD4z | TADDM | HP Service BMC
Impact TEM ‘ rw '\ Manager Remedy
TBSM | Altiris DML SAP Solution Manager |
. From
Third Party Tools Centennial ‘ pr“;';‘l['lyﬂs Security Mgmt Tools

Microsoft SCCM & SMS ‘ Tivoli Identity Mgr |

Assets and Infrastructure

Clveres Aceats

[ & @ gm fj o

e
Producion Blsrbulon  Trarepor akon Pecple Fadllles

Provisioning Tools
TPM

( e Virtualized & Heterogenecus Infractrue ure
e

B @ maorco 20 | ‘

Plae]
chnology  Applcakors  Infomalon  Syskem Shorage We bwork iolce

SaaS integrations through VPN, LDAP, Active Directory, e-mail, web services

, .csvimport/export

28, 29 et 30 aofit -

¥ #solconnect13

35




SmartCloud Control Desk is PinkVerified & ITIL v3 Gold
Level Certified

E i PROCESSES

ITIL

(S

Process Compliant
Gold Level

Y b

Twelve processes Have Achieved

: Y - Gold Level Certification for
PinkVERIFY Certification for Compliance ITIL V3 Compliance
with ITIL V3

0 Event Management Release & Deployment Management

O Availability Management Incident Management
0 Knowledge Management Financial Management
O Service Asset & Configuration Management Service Level Management

O Service Catalog Management Problem Management

O 0O 000 0O

0 Change Management Request Fulfillment
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Broadest set of delivery models in the industry — all built on
a single platform

IBM Smartcloud Control Desk

7 L___ N\

Traditional License i -
Software as a Service Cloud ready VM image Tg\’:j-lt;z’r;,a;;. ;ﬁg;?le
(SaaS) Install P
IBM 2 I wn |
Fﬁ I
49*» el !
F " <
Software-as . ,
\aQerV|cq/ Private
v cloud
Traditional install _ Virtual machine image
* Allows total control over product environment « Provides an out-of-the-box virtual machine that
» User choice of operating system, middleware, can be installed in 30 minutes
datalgase . . _ + Tested for production use in private cloud and
« Provides most flexible, customized solution perfect for dev/test environments

_ _ Software-as-a-Service
Strategic Outsourcing « IBM owns and runs entire product infrastructure

« IBM owns and runs both infrastructure and staff * Users log in remotely to IBM systems to utilize
the software
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Questions
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