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— Service Desk Manager 12.5
— IT Asset Manager 12.5
— IT Client Management 12.5

— Service Catalog a Accounting 12.5
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Redeni Service Management r12.5

Produkty r12.5 + dalSi komponenty r12.5 = reSeni r12.5

CArl25
komponenty reseni

CArl125 |

Service
Management
produkty
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Hlavni komponenty

ITIL Content Pack Data On-boarding
— Standardni procesni dokumentace — Standardizované zavedeni a migrace
— Podle ITILv3 dat
— Procesy, subprocesy, procedury & — Zrychleni a minimalizace rizik
pracovni instrukce — Predpfipravené transformacni skripty
— Workflow — Podpora rGznych objemu a struktur dat,
— CAIT Process Automation Manager vice zdroju dat
(CAIT PAM) — Eliminace mapovani jednotlivych
—~ Pokryvajici Service Catalog, Request, tabulek a atributd
Incident, Change & Configuration — Vyuziti standardnich importnich utilit v
Management ramci aplikaci

Bratislava
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Service Management - zabér

IT Financial Management
*Service costing: actuals
*Service costing: projected

Demand Management
*Business case, objectives
*Resource availability

*Service pricing *People timefcosts

*ROI analysis *Project costs (planned, actual)
«Service pipeline truth

Asset Management Service Operations/Transition

-Asset costs Service Service *Operational demand

M t i 1
anagemen *Service configuration

Incident/change metncs to SLM
*Monitor/pniontize per SLM targets

*Asset availability
«Asset value to business

Catalog and Request Mgmt

*Production service truth Catalog & Service Level Management
*Advertise services Request *Quality requirements in design
*Service consumption *Service quality metrics

*Coordinate delivery *Service level options
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Integrovany CA Service Management

Request Fulfilment Management

CA Service Catalog

CA Service Desk CAIT Client CAIT Asset /EA SaAlEs
Manager Manager Manager SERLNIE

Incident, Problem, Change, Configuration, Release & Deployment, I IT Asset Management I Service Level

CA Service Assure

Incident Asset Discovery Asset Portfolio

Problem Migration Asset Lifecycle

Change Patch Software license

Support Automation Remote Control Costs

Knowledge Software Delivery Contracts
Mobile Device

CA Service Metrics
Analysis

CA Software Change Mgr

Visualization Application Discovery & Dependency Mapping
CA CMDB Change Impact Analysis Configuration Management & Cl Versioning
Root Cause Analysis Federation & Reconciliation

Unified Service Model Analytics Workflow
MDB (Common DB schema) Dashboards Web Service APIs
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Jednotici prvky

— Verze 11.x
— Spole¢nd CA Management Database (MDB)

— Verze 12, 12.1

— Jednotna sprava Assetl/Konfiguracnich poloZzek/Sluzeb

— Rekoncilace konfiguracnich a majetkovych informaci s fyzickou inventarizaci

— Verze 12.5

— Multi-tenancy — spolec¢né vitualni oddéleni zakaznikd
— CA Business Intelligence — spole¢ny reporting

— IT PAM - jednotna automatizace procesu (workflow)

Bratislava
7 February 27,2009 [Enter presentation title in footer] - Fo r u m ‘ 20. oktdber



Multi-Tenancy — podpora rady zakaznikt v jednom systému

— Umoznuje v ramci jednoho systému poskytovat podporu vice
zakaznikum, jako kdyby méli vlastni

— Poskytuje snazsi administraci systému a vétsi zabezpeceni dat pro
fungovani poskytovatele sluzeb podporujicino vice nezavislych
zakazniku

— Uzivatelé v ramci zakaznika jsou omezeni pouze na data zakaznika

— Kazdy zakaznik muze mit svij vlastni procesni model véetné SLA,
skupin, konfiguracnich polozZek, kategorii pozadavkl, zmén,
workflow, znalostnich dokumentu, ad.

— Pracovnici poskytovatele mohou pracovat pro jednoho zakaznika,
skupinu zakaznikt nebo pro vSechny zakazniky
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CA Business Intelligence — spolec¢na reportovaci platforma

— Reporting

Volume and Trend

— Business Objects (BOXI) vyuziva dvé
technologie:
— Crystal Reports

e primarné pro vytvareni pevné definovanych
tiskovych sestav

— Web Intelligence (Webl)

e primarné pro vytvareni analytickych (ad hoc)
report(

» webové reporty

e pristup do objektové vrstvy Service Desku
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IT PAM — novy spolecny workflow engine

IT Process Automation

Manager
— Nastupce CA Workflow
— podporovan dale pouze pro
zpétnou kompatibilitu
(stabilizovan)
— Skalovatelny
— Robustni

Podpora rady platforem a
rozhrani

10 February 27, 2009

Gordon Brandyburg, Updated: Sun Nov 09 18:34:18 EST 2008
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Service Desk Manager 12.5
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CA Service Desk Manager r12 — kompletni nastroj pro
podporu IT sluzeb

Service Desk Manager r12

Reporting Drag-and-Drop
pomoci Business Objects Bez programovani

Incident Knowledge Samoobsluha

Management Management a vzdalena podpora

Problem JnaAma feteni Snizovani nakladd
Management

Dostupnost infomaci a _Zrychleni odezvy a
Change dokumentace reseni
Management

Integrovana ITIL CMDB

Rizeni Zivotniho cyklu KP Root cause analyza
Vazby mezi KP Change Impact analyza
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CA Service Desk Manager

CASDM r12.5

*Aktualni verze

CASDM r12.1
 Change Manpagement

® O ® O :

CA CMDB Reconciliation CA SDM / SAP Integration :

 Working Area  SAP Solution Manager |
: 2011

2009 E 2010

. Bratislave.
CA Forum |22,
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Vybrané novinky

— ZlepSeni Multi-Tenancy

— Rizené pfechody stav(

— Vypocet priority

— Kontrolni body pro monitorovani SLA
— VlylepSeneé uzivatelské rozhrani

— VySi granularita bezpecnosti

Bratislava
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ZlepSeni Multi-Tenancy: Sub-tenants

— Hierarchicka struktura Tenantd

— Kazdy tenant (kromé poskytovatele) mize mit hierarchicky nadfizeného
tenanta

— “Izolovani” tenanti jsou dale podporovani

— Podpora dédéni dat shora doll v rdmci hierarchické struktury

Bratislava
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V 4

izené prechody stavu

|

— Omezeni platnych prechodu mezi stavy v zavislosti na podmince

— Moznost zobrazeni tlacitek odpovidajicich povolenym zménam
stavu

€A _CA Service Desk Manager / CA CMDB

Logged in as: ServiceDesk ( Log Out) Employee [E3| (set Role)
Home | About | Help
Add Comment ][ Attach Document ]

LR

66 Incident Detail [ Request Closure

09/15/2009 10:53 am wledged 2-Very Quickly
'.“ ‘R“ME ‘{M “'M‘M I' MHW
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V4

Rizené prechody stavi- kontrola atributt

— Moznost definovat povinné vyplnéni nebo uzamceni pole ve
vybranych stavech

1. Problem Transitions | 2. Problem Dependent Attribute Control
Problem Attribute Control List [ Search ][ Show Filter ][ Clear Filter ][ Create New ][ Export ] -
1-2 of 2|
Attrihute% Required Locked Active%
incident priority Mo Yes Active
cutage reason desc fes Mo Active
1-2 of 2|

Bratislava
17 G Forum|> s




Vypocet priority

— Defaultni Priorita Incidentd a Problémd odvozena od Dopadu a
Nalehavosti

— Moznost vyjimek na zakladé vybéru:
— Konfiguracni polozky
— Uzivatele
— Kategorie

— Volitelné mozna manualni zména priority s povinnosti zadat
divod

Bratislava
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Konfigurace vypoctu priority

Priority Calculation Detail

Edit

MName Status Incidents Problems

Cefault Active Yes Yes

Default Priority Calculation Matrix

Priority Matrix
| Urgency

| 1-Immediate | 2-Very Quickly | 3-Quickly | 4-Socon | 5-As Possible
|1—Entire organization | 1 | 1 | 2 | 3 | 3
[2-Multiple Groups | 1 | 2 | 3 | 3 | 4
Impact |[3-Single Group | 2 | 3 | 3 | 4 | 4

[4-small Group | 3 | 3 | 4 | 4 | 5
|5—I}ne person | 3 | 4 | 4 | 5 | S
|Nnne | None | None | Mane | MNone | MNone

Priority Calculation Options

Impact Default 3-Single Group Default Ticket Impact Value

Override Impact YES

Impact Increment 1

Urgency Default 2-Very Quickly
Owverride Urgency YES

Urgency Increment 1

Capture Reason MO

Owverride the ticket's impact with the impact of the attached Affected Service.

Increment the ticket's impact with this value if the ticket's open date is within a blackout window.

Default Ticket Urgency Value

Owverride the ticket's urgency with the urgency of the Ticket's Area.

Increment the ticket's urgency with this value if the ticket's Affected End user has the Escalate Ticket Urgency flag set.

Require the user to enter a justification for manually modifying a ticket's Urgency or Impact.

19
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Kontrolni body pro monitorovani SLA

— Definovany v ramci prislusného Service Type
— Milniky zivotniho cyklu tiketu
— PInéni vyhodnocovano pri kazdé aktualizaci
— Zaznam o Case splnéni milniku

— Vypocet zbyvajiciho nebo prekroceného ¢asu

[ 6. Knowledge l 7. Solutions ] 8. Properties ] 9. Outage ] 10. support Automation l
[ 1. Activities ] 2. Event Log ] 3. Attachments I 4. Service Type ] 5. Parent / Child l
Service Tyrpe List r Attach Service Type Event ][ Delay(X) ]

Service Types In Effect

Service Type Delay Status Violation Status Violation Cost Projected Violation Time Ewvaluated On
Priority 2 Resolution In Progress Mot Viclated
Service Targets
Action Target Target Date/ Time Actual Date/ Time Time Left Violation Cost
Assigned 09/15/2009 08:24 am
Set Actual Analyst Response 09/15/2009 08:25 am 100
First Resolution 09/15/2009 08:26 am 200
Second Resolution 09/15/2009 08:27 am 1000
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ZlepsSeni rozhrani: tridéni, exporty

— Podpora tridéni v seznamech podle vSech sloupcu
— Podpora “kombinovaného* tfidéni

— Exporty seznamu
— XML format

Request List [gearch ][shnw Filter][ Clear Filter ][ Edit in List ][ Export |

1-5 of §
Request #% 5tatu5$ Open Datee Prinrity;‘Parent% Group/Caused by Change Drder% Cnntacts% Service Target% Projected Violatinn%

Bratislava
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Vyssi granularita bezpecnosti

— 36 vychozich skupin pro nastaveni funkcniho pfistupu

— Je mozné pridavat dalsi Ci preskupovat objekty mezi skupinami
(pomoci Web Screen Painteru)

[ 6. Tabs I 7. Report Web Forms ] 8. Go Resources ]
1. Authorization l 2. Function Access I 3. Web Interface I 4. Knowledge Management l 5. KT Document Visibility _L
Functional Access to Role List [ Search ][ Show Filter 1[ Clear Filter 1[ Edit in List ]|’ Export ]
36 Records Found|
Function$ Code$ Access Level$ Comments =
Administration admin View
Announcement annocuncement Modify
Change Order change_magr View
Change Order Reference change_reference Madify
Change Order Template change_mgr_template Modify
Configuration Item ci Modify
Configuration Item Commaon Readonly Ci_common_ro View
Configuration Item Reference ci_reference Madify
Contact contact View
Group group iew
Incident/Problem/Request call_mar Modify
Incident/Problem/Request Reference call_mgr_reference Wiew
Incident/Problem/Request Template call_magr_template Modify |
Inventory inventory View |
Issue issue_magr Mone :J
£3 - LA B b - A .
‘ Bratislava
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CA IT Asset Manager

Zajistuje transparentnost fizeni IT assetd v pribéhu jejich Zivotniho cyklu:

Asset Lifecycle Management

— Rizeni zivotniho cyklu IT assetd od pofizeni po
likvidaci

Software Compliance
- Podpora softwarové Cistoty
Contract Management

- Strukturovana evidence smluv a smluvnich
podminek

Vendor Management

- Sprava dodavatell
License Management

— Podpora licencni Cistoty
Financial Management

— Strukturované sledovani nakladu

24

CA. software Compliance Manager
P THRE)

Reports | Administration

‘‘‘‘‘‘‘‘‘

Qo - O - [ @) G Psearch Srravorkes

LA

-HRE0®

m Unicenter® Asset Portfolio Management

5[ Asset

la

(| P search < Favorites € | 0 (B3 ) @
e

FUNC

Unicenter® Asset Portfolio Management

Help Log Out

Hardw:

< ] »]
[&oore ]
L : -
o |
% Undo Matching: Delet
-
) — = - - !
| [ [ [ @ musedstes v
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CA IT Asset Manager

CA APM/ITAM r12.5
* priprava beta testu

Next Release +1
» Stock Management
« Software Optimization

» Reconcile Software LiTense Keys

O O @ e
e g
Next Release
CAITAM r12.0 -ESAhP Intec?rcatlonl_ Additional Li
« Solution Bundling nhanced Comp lance (Additiona icense
« Software Metrics) . |
Compliance | | |
' Management | | |
: 2009 ; 2010 ; 2011 | 2012
: : : : Bratislave.
- | | Ca Forum %55



Vybrané novinky

— ZlepsSeni uzivatelského rozhrani
— ZlepSeny ITAM Data Import

— VysSi granularita bezpecénosti
— Podpora Multi-tenancy

— Podpora CABI

— Podpora IT PAM

ITAM

Bratislava
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Nové vylepseneé rozhrani

Identifikace
prihlaseného
uzivatele

Zalozky pro
rychlejSi navigaci

Nové menu
(konec tree-node*)

27

2 CA Asset Portfolio Management - Microsoft Internet Explorer provided by CA = =8
e &t Uew rawrles Dok teh 3 [+:] [e] [¢:] [e2] .
Qe - ) [x] [B] ) s Lo & (0 | IRl O

- = 2 = == — 5

ddress | €] ADDE4326609C 104688, _SAVESUCCESS=trust_ParentClass=Item v B

About | Bookshelf

CONFIGURE: ON | OFF

&t | Legal Document | Directory | Administration

@ Confirmatien: The save has completed successfully.

5 renu = Required
R Model Names | Dell Latitude DEOD ]
g Description: P
Abbroviated Name: Company Neme: DELL |
AssetTypesHarware | PO
s R
Subclass: p I pm i
e ) 1] companyame| |
copacityunits:| PO
Current As Of Date:
GLcode:] | pHE
Creation User: [apmadmin
Creation Date:[08/142009
Last Update User: [iapmadmin
Last Update Date: [09/142009

- _Parts and Pricing

o HNew Search

« Madel Details

© Madel Dependencies

Preferred vendor
& Madel Generic

Cenfiguration

o Madel Product

o Hotes for tgle]

New
[Ma entries found. ]

Copyright @ 2008 Ca. All rights resamed

&] Done 4 Local intranet:

CONFIGURE: O | OFF

[ Save ][ Copy ][ Delete ][ Reset]

Manufacturer

PO=E

Company Name: |[DELL

Preferred ¥Yendor

P Wi

Company Name: del|

DELL
Cellow Inc,
Celta Inc.

Inactive: |:

Kombinované vyhledavaci pole

(drop-down + autofill)

27

MoZnost pfidavat nové zaznamy
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Moznost upravy formulart a rozmisténi poli

> #1 pozadavek uZivatelU

Basic Information

o Model MName:

> ZjednodusSeni sprava bezpecnosti

'{-r @ Description:

« & Abbreviated Name

> UmoZznuje menit pozici poli a skupin
poli ve formulafi (drag and drop)

‘%’ Asset Type:
&+ @ class:

> R0zné podle roli

Dperating System:

Capacity:

Capacity Units:

¢! Current As Of Date

|

|

|

|

|

Subclass: |
|

|

|

|

GL Code: |

Vlevo: Vpravo:
- Umisténi pole - Vypustit pole
- Povinné pole - Read-only pole

Bratislava
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Vylepseneé vyhledavani

|
| & Aszet > Contact > Supervisor

Attribute
A M Contact

Dnlias

[ alternate contact 1D

Vice parametrQ
bez omezeni
hloubky

Prehledné
zobrazeni Urovni

[Jalternate Telephane
PM Administrator (

D Caompany ID

Legal Document I Directory I Administration
D Contact Type Key

asking permitted using {*) and {%) characters,

DN ‘ OFF Set As Default|| Save Delete

D Cost Center Key

CONFIGURE SEARC|

[ creation Date [« searen Criteri

[ creation User

5 DNS Name: l:l
Asset Alias:l:l Mac Address: l:l
Serial Numher:l:l Class: l:l
Alt Asset ID: Model Name:l:l
Host Name: Cost Center: l:l

Advanced }

[ ] nddtional settings [ 1

DDepartment Key

[ email address

[ Fax Mumber

Intuitivnéjsi vybér
kritérii

D First Marne

Add Field(s) To 1 Vybeér pouziti

(3 gearch Criteria and Search Results ./ pal'ametl’u

() search Criteria Only

[+ SearchResults

Shsset | Shsset | SSerial JSalk | SHost | S0NS | S Mac F

S Model | 5 Cost
Name Center

Name Alias Number MssetID| Name | Name | Addres: Elass

new asset icense | new model
Adobe

Photoshop 7.0

(O search Results only

Photoshop00l ense

/ \

l

UZivatelsky nastavitelné Vice poli v zakladnim Nastavitelny popis sloupcl
vychozi vwyhledavani a pofadi  vyhledavani
parametrd

Bratislava
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Integrace s AD/LDAP

— Synchronizace kontaktu

— Vytvoreni kontaktu, aktualizace kontaktu
— Mapovani atributu

— Podpora vsech LDAP adresarovych sluzeb prostrednictvim EEM
(Embeded Entitlements Manager)

Bratislava
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Novy ITAM Data Importer

— Monitoring importnich souboru v zdanych adresarich a
automaticky import

— Podpora vsech hierarchickych vazeb

— Zrychleni importl pomoci cache
— Eliminace databazovych operaci

Bratislava
a1 G Forum|> s



Zdokonaleny audit

— Audit vSech poli
— Audit zmeén ve vSech modulech aplikace i externimi aplikacemi

— Bez vykonnostnich dopadu

Bratislava
2 G Forum|> s



Dalsi vylepseni

— Multi-Tenancy
— CA Business Intelligence

— IT Process Automation manager

Bratislava
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CA IT Client Manager

Automatizovany a vzdaleny management pracovnich stanic a server(

Asset Discovery & Inventory
= Automatizovana inventarizace HW a SW

CA. Asset Inteligence
Hot Spots | Standardization | Financial
ssetIvenio

Software Delivery
= Automatizovana distribuce a instalace SW

Remote Desktop Control
= \/zdaleny pristup na pracovni stanice

=
File Edit Wiew Tools ity Help
EE0-© PR X EeEL Xni = &
[Tree iew =
D3M Explorer

=% 790-1F1-c1-vm - Domain

| mventory | Software | Instant Diagnostics | Details |

|overview 7| |status 2|

Inventory Violated Policies (0}
feme  caworl 1d-001 rone
Type Other

Failed Jobs (0)
none

Asset Intelligence
= Reporting a analyzy nad inventarnimi daty

eeeeee

Prevent ted Application Execution

OS Installation Management
= |nstalace a reinstalace OS

Patch Research & Management
= Sprava patch(

Desktop Migration
= Migrace specifickych nastaveni pracovnich stanic

‘ Bratslava
G Forum/ts.



IT Client Manager Roadmap

— IT Client Manager r12.5
— Podpora virtualizaCnich platforem
— Podpora virtualizovanych aplikaci
— Podpora Green IT v Asset Managementu

— Rozsireni funkci Software Delivery

2009 2010 2011+
Bratislava
36 September 28,2009  IT Client Manager Roadmap and Vision Fo ru m ‘ 20. Iokt\({)ber



IT Client Manager r12.5

— Rozsirena podpora virtualizacnich platforem:

— Support Solaris Zones
» SPARC i Intel processors
» Global i non-Global Zones

— Support Sun Sparc M-series
— Support VMware ESX v3.5 and v4.0
— Podpora inventarizace VMware z hostujiciho serveru

e Zdroje pridélené jednotlivym virtualnim pocitacim

P Bratislava
37 September 28,2009  IT Client Manager Roadmap and Vision Fo rum ‘ 20. oktdber



IT Client Manager r12.5

— Rozsirena podpora virtualizovanych aplikaci
— Podpora distribuce virtualizovanych aplikaci

e Svyuzitim nativni metody distribuce podporované virtualizacni technologii
— Detekce virtualizovanych aplikaci
— Aktualizace virtualizovanych aplikaci

Bratislava
38 September 28,2009  IT Client Manager Roadmap and Vision . Fo r u m ‘ 20. oktéber



IT Client Manager r12.5

— Invenatizarce z hlediska Green IT

— Analyza nastaveni Power Managementu

— Klasifikace nastaveni podle typu zafizeni (Laptop, Desktop, Server)
» Optimal, Good, Fair, Poor, Unknown

— Srovnani o¢ekavaného vuci skutecnému nastaveni a trendy

— Power Component Map
 Turn Off Monitor (AC)
» Turn Off Hard Drive (AC)
 Standby (AC)

— Sledovani KPI na vyuziti procesorové kapacity

P Bratislava
39 September 28,2009  IT Client Manager Roadmap and Vision Fo rum ‘ 20. oktdber



IT Client Manager r12.5

— Nové funkce Software Delivery
— Vypnuti pocitace po skonceni
— Podpora velkych soubor( > 4GB
— Sifrovani a omezeni pfenosového pasma pro NOSless prenosy dat
— Optimalizace prace s databazi
 Scalability Server, Installation Manager - davkove aktualizace DB, cache
— Multi-process Manager

» Task Manager, Policy Manager, Replication Manager
* Installation Manager, Notification Manager

Bratislava
40 September 28,2009  IT Client Manager Roadmap and Vision - Fo r u m ‘ 20. oktéber



IT Client Manager Roadmap

— IT Client Manager r12.5+

— DalSi podpora virtualizace
» Workspace Management
» User Workspace Service Management
» Podpora Virtual Desktop Infrastructure

2009 2010 2011+
Bratislava
41 September 28,2009  IT Client Manager Roadmap and Vision Fo r u m ‘ 20. oktdber
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A Forum !> ok,




CA Service Level & Catalog Management

— CA Service Catalog

— Publikace sluzeb a jejich variant

— Sprava pozadavkUl, schvalovani a realizace

— CA Service Accounting

— Modelovani nakladd na sluzby

— Automatizovana priprava fakturacnich podkladl‘i

— Vazba na Service Assurance a monitoring

— Definice a sledovani SLA

— Define a sledovani infrastrukturnich SLO




Forms Designer — formulare na miru

informaci pri objednavce sluzby
produktu

— Jednoduchy design v grafickém
prostredi

— Validace dat

— Prace s Ciselniky

— Vertikalni i horizontalni graficka
uprava

— Zalozky

Lokalizovatelné — pro paralelni
podporu ve vice jazycich

44

Formulare pro zpracovani detailnich

R T
.. Senvice Management

Welcome: Administrator, Service Delivery (Log Out)

Home Service Build

l Accounting l A

istration

Profile | Help

Business Unit: ca.com Role: Service Delivery Administrator

F Services

¥ Service Option Groups

¥ CMDB CI Association * Form Designer

¥ Service Hours ¥ Configuration

I» & Components
4 55 Forms
I> B2 My Forms
> B2 System
3 ﬁl Copy of Sample Form
B ﬁ Access To Server
4 =5 File Share Access
Please specify the s¢
& B This request is to
[ Enter the employee IC

[ Enter the employee n
13 Enter the level of acc)
I [ Access Level Guide

4 5' New Employee

Mew Employee First I

] Employee Middle Nam|

[ New Employee Last I

[ Employee Title

[T Employee Start Date

[ Employee Hiring Man: ™ |
& E5 Product Info
» 5 Server NT Access

add- {8 ﬂ% i || Customize

all

vl <1

Localize Save | @) Restore

Please specify
the server name

| and share that
| this access s
| required?:

This request is G-rcmt Aﬁcess
to:

Enter the
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Service Level Agreements (SLA) pro zpracovani pozadavkti

H Associated Outages

— Kontrola plnéni garantovanych c¢ast stel ol

Group

Associate Outage Groups M Associate Outages

Duration Recurrence

, . , v ° Select Name Name Description  Start (Seconds) End Type Recurrence Timezone
pro zpracovani servisnich pozadavk daens
. impacted by 10/08/2009 . GMT-05:00
pYe ;. . . , v s C SAP Upgrade - Systems Qutage this scheduled 03:00:00 A One Time Arnerica/Mew York
— Casové intervaly mezi milniky plnéni 549 pyrede
M ﬁgLIDAYSUSHOLIDAY-THANKSGIUINGDAYI\hanES.gr‘mg L/26/2009 gy one Time L
v ’ s s v s Name - |[Mon-Fri : 94M to 6PM EST
— Moznost nastaveni varovani pri T ours U5 HOLIDAY - CHRISTHAS _ _
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k I d 7 vo Thursday Full Day © Mo Service © Custom & IUQIUU @ to IlBIUU @
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Saturday Full Day ¢ Mo Service ®  Custom
Sunday Full Day ' Mo Service ®  cCustom O
File Share - Request New File Share Timezone + [(GMT-05:00) Eastern Time (US&Canada) =1
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To: I.ﬂ.pproved j Yiolation: |5 days ID 'Ihnurs IU 'Iminutes
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n ratisiava

20. oktober



Pracovni skupiny

— Pro zavedeni granularnéjsi bezpecnosti nad Uroven stavajicich roli

— Moznost prebirat informace z adresarovych sluzeb (napfr. Active
Directory)

— Pouziti pro definici pristupovych prav (napfr. ke sluzbam,
produktim, variantam, reportim, ad.)
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Moznosti zpracovani pozastaveni Ci storna pozadavku

— Bohatsi moznosti zpracovani pozadavku pri nutnosti storna Ci
pozastaveni

— Zohlednéni specialnich potreb spojenych s
— Monitorovanim SLA
— Zajisténim notifikaci
— Zastavenim nebo pozastavenim workflow
— U¢tovani penale
— Navratem do plvodniho stavu
— Auditem aktivit

P Bratislava
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Komfortnéjsi prace pro zadatele

Service Management prof

L wWelcome: Administrator, Service Delivery  {(Log Out) Business Unit: ca.com

Home | Open Reguests | Pending My Action | Completed Reguests | Reguested Items | Search | WCar‘t

[Save and Submit Cart][Save Changes][Empi

My Selections '~ | General Information

Hide Details | Show Details Save as Reguest and submit at another time. = Reguired
Service Cost f Other Info Amount Action Name: |Procure Laptop |

&|Procure Laptop 0.00 "m' Requested For: |.\5.t:||'n|nlstratn:nrJ Service Delwiﬂy“p
windows/XP Sk Lacll g0 Priority:

windows/%P (full version) Billing Cyicle: Dizslime ID: 10106

Estirnate: 1 week to complete reguest "
MS fOffice Cost: 1= 0.00 0.00 Date Created: 09/24/2009 22:11:22

Standard version - Includes word, Billing Cycle: One Tirme

Date Required: [09/30/2009 23:59:59  |&

PowerPoint, Excel

Estimmate: 1 week to complete reguest Requested By: Administrator, Service Delivery (spadmin)
Email Software Cost: 1% 0.00 0.00
Standard Email software Billing Cycle: One Time . =
Estimate: 1 week to complete reguest :_REII_UESt Information
ivi Cost; 1x0.00 0.00 -
T t Anti¥ e : .
e i B s Billing Cycle: Sne Time Comments: | Laptop required for dev use.
Estimate: 1 week to complete request
BrightStor Backup Cost; 1x0.00 0.00
Standard Backup software Billing Cyele: o dditi 1 Inf i N
Estimate: 1 week to complete request Additional Information
Cost: 1 x 0.00 a.oo

Laptop - Standard Billing Cycle: Periodic - Manthly Project: 191123

GL Code: ']_2311

Authorization
#:

Cost Center: |
[brand] [maodel] Standard laptop 00100167123

configuration. afc adapter, 1.5

GHz, 256 MB/14.1", DYD-ROM, 40 Gb
hard drive. Mot included: mouse,
rmonitor, keyboard or case.

Shipping Information

Estimate: 1 week to cornplete request Address 1: |1 Ca Plaza
| Address 2:
=Required City: [ Igiandié
Revised Employee Details State: :NY
Employee ID _j_doe @ !

Postal Code: 11749

Last Hame John
First name | Doe Country: LS

E-mail address  john.doe@forwardinc.c

Total:| 0.00|
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Dalsi vylepseni

— Multi-Tenancy
— CA Business Intelligence

— IT Process Automation manager
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Oblicore

Oblicore - Service Level Management: Sets, measures and optimizes service levels to
help meet business expectations across distributed, mainframe, virtual and cloud
environments, to assure service quality.

>

>

Best-of-breed service level management (SLM)

Flexible integration to any existing data source
without changes (CA, IBM, HP, BMC, Oracle, SAP..)

Sophisticated data aggregation, correlation across
many sources (operations, service management,
PPM, business)

Powerful multi-level, multi-source modeling of
service contracts and complex relationships to
operational performance measures

Customer centric, e.g. different metrics for each LOB
customer of same service, multiple services covered
In one service contract

Accelerated time to value with rich ITIL v3 SLM
content (templates, roles)

>

Unique top-down approach begins with contracts
using business language and metrics

Integrates and correlates existing operational metrics
to continuously measure performance against service
contract

Creates mutual IT-business customer agreement so
IT can tailor quality and costs to true business needs
and more clearly communicate the business value of
the service portfolio

50
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Akvizice produktti Oblicore (leden 2010)

@) Oblicore

“At the core of your business are the obligations you make”

— Strukturovana sprava servisnich viceurovnovych a vicezdrojovych servisnich kontrakt(
— Agregace a korelace metrik z mnoha zdrojt (dohled, service management, PPM, business)
— Integrace datovych zdroja (CA, IBM, HP, BMC, Oracle, SAP...)

— Podpora fady model( servisnich kontraktl a SLA a jejich kombinaci
- Customer-centric
- Service-centric, ad.
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Komplementarni prvek v reseni CA SLM
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