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Housekeeping

 This “LIVE” session Is being recorded
Recordings are available to all Vivit members

e Session Q&A:
Please type questions in the Questions Pane
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Forward-looking statements

This document contains forward looking statements regarding future operations, product development, product
capabilities and availability dates. This information is subject to substantial uncertainties and is subject to change
at any fime without prior notification. Statements contained in this document concerning these matters only
reflect Hewlett Packard Enterprise’s (HPE) predictions and / or expectations as of the date of this document and
actual results and future plans of Hewlett Packard Enterprise may differ significantly as a result of, among other
things, changes in product strategy resulting from technological, internal corporate, market and other changes.
This is not a commitment to deliver any material, code or functionality and should not be relied upon in making
purchasing decisions.
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HPE confidential information

This Roadmap contains Hewlett Packard Enterprise (HPE) Confidential Information.

If you have a valid Confidential Disclosure Agreement with Hewlett Packard Enterprise, disclosure of the
Roadmap is subject to that CDA. If not, it is subject to the following terms: for a period of 3 years after the date of
disclosure, you may use the Roadmap solely for the purpose of evaluating purchase decisions from Hewlett
Packard Enterprise and use a reasonable standard of care to prevent disclosures. You will not disclose the
contents of the Roadmap to any third party unless it becomes publically known, rightfully received by you from a
third party without duty of confidentiality, or disclosed with Hewlett Packard Enterprise’s prior written approval.
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Agenda
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Introduction — Why care about the Service Desk and ITSM?
Service Manager 9.41 highlights and demo

Roadmap and future considerations

Customer Appreciation Program (CAP) and Solutions

ITSM Automation Demo

Key takeaways

Where to go to for more information
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Enterprise

43% of service desk
resource fime Is
consumed by
Telephone support.

e Desk Institute, 2016



The ITSM
challenge

Emerging trends
Growing complexity
Challenging budgets

[
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Consumerization of IT
Big Data

Social

SaasS

Self-service

Mobility

DevOps

Vivit Webinar June 2016



5, Traditional IT Service
ﬁ",\—-r-" Management does not

v meet expectations
\ Slow handling of tickets
Too many manual processes
Unknown IT asset usage
Poor user experience
Unmet business expectations

Hewlett Packard

Enterprise Vivit Webinar June 2016 12
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The impact on the
business is inevitable

Expensive service desk to run and maintain
with inconsistent service levels

Gross overspending on IT assets or
compliance and audit risks

Lines of business and users bypass the
service desk, reduced IT relevance



Imperatives for transforming your IT Service Management

Z

Increase service
quality

Big Data analytics,
insight and knowledge
delivery

—
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N\

Reduce cost of IT

Optimize portfolio and
assets investments

O’\

Improve speed and
agility
Automation and ease of

administration and
configuration

-
O
Il

2

Improve user
experience

Self-sufficiency with
social, mobile, and
relevant information

Reduce risk

Ensure compliance,
reduce audit exposure
and efforts

Vivit Webinar June 2016 14



L] What service desk
|:| owhners care about

Faster mean time to repair

\fl'\_/ Reduced ticket volume

.
\__ Increased customer satisfaction
I Fewer agenfts

[
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Big data matters

Open tickets using natural language or a
picture

Natural language search

Knowledge presented based on context

—
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The big picture - HPE IT Service Management (ITSM)
Service Manager (on-premises) and Service Anywhere (SaaS) are at the core

Service Portal

Big Data & Analytics

Service Change Request Release Asset
Desk Management Fulfillment Management Management

Task Automation

Configuration Management System
CMDB and Discovery

—

Hewlett Packard
Enterprise Vivit Webinar June 2016 17



Roadmap and future considerations

[
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Polling question

Have you seen the Service Manager roadmap within the past 3 months?

O Yes
0 No
O I saw the SM 9.41 roadmap but haven’t seen anything on ITSM Automation Suite

L 1 have seen so many roadmaps | feel like Marco Polo

—
Hewlett Packard
Enterprise Vivit Webinar June 2016 19



Big Data

Hot Topics Analytics extensions
Smart Search
Extended reporting

Simplification

ITSM solution integration
Integration of Automated Service Modeling
Ease of upgrade

Communication

In context collaboration
Surveys in service request catalog
Chat Ops

—
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» To Do Queue: My Ta Do List

Hot Topic Analytics for Incidents E3

4

Cancel More ~
* Hot Topic Analytics for Incidents
Enter key wor find hot topics.
E: | i | ‘ Create Problem ‘V| Find Hot Topics “ Advanced Filter
[ |
s
» To Do Queue: My Ta Do List Incident KP1 E3
83 Creste New Desnbcare (@ Saveds - AddContent (5 Refissh 2 Bwpert | [Incicent KPL(GIobal) | ~ |21 & T ok
* Incident handling time per assignment group for breached records AWF @1 ¢ X  Toraloutage duration cawsed by Incident per Service this month AEBGE X
60 700
[ ) m Application E w0
] B E-mall{ Webmall (Rsiz) 3 W Intranet / Internet (North Americal
an H
is £ E-mail / Webmail (North America) g 500 = Aplications
£ I HELPOESK s 400 advantageGroups
& £ . I Office Supplier {North America) 7 W advantage-DeskiopGroup
3 - . . 5 300
H Office Supplies (North Americal 2
3 " H W SharePolnt (North America) connect to vpn
] Service Desk £ 20 £-mail { Webmall {Asla)
— a
0 .- E_100
#core-trade-service 3 G——
ted Service
September 14th
r last yoar per month 2EPECX
# core-banking-service Service Anywhere | e
A Major Incident |M10058 has been cpened on core-trade-service and assigned to
@jim.ops : Stock quote request too slow
1 jim.ops |
@AppFPulse triage “core-trade-service”
s
[ AppPuke T
Service: core-trade-service is slow for “Get Stock Quote” request (appPulse-ref “F4A305"). T
T T +
OPERATION SELF TIME ) & 0 S
T P P
. Gl Shock Quote i Month{Open Time}
.Cnel Stk info 57
Gt Stock Trend n
DB query SELECT HistaryPrice &2

: Fim.ops 1011 A1
aj @ALM lwho-is-responsible“Get Stock Quote”

ALM 1
@anna.dev has committed change to Class "GetStockQuote” in build “852"

= anna.dev \
E.‘h Oops... | probably didn't optimize the index. fixing it now
@SAW lupdate “IM10059" lassign-to “anna. dev”
@ALM lopen-defect

Service Manager
9.41 Highlights

Vivit Webinar June 2016
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Extending Smart Analytics

Continuously improve service desk efficiency

Smart Ticketing

Hot Topic Analytics

NEW!
Smart Search

— Simple creation of support
requests with mobile client

— Optical Character Recognition of
error messages

— Automated classification

— Powerful detection of patterns for
identification of problems, common
requests

— Intuitive graphical interface

— “Google for SM”, based on IDOL
and extensible to external
repositories (SharePoint, Wiki)

—
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Service Manager Reports
More calculation capabilities

— Duration calculation capability

— e.g.,, Bar chart: Average resolution duration per assignment
group
— Percentage calculation capability

— e.g,, Line frend: Percentage of successful changes by close
time (month/week/day/year)

*

oV

»

D

&6 X

Average resolution duration per assignment group

Application
{No Value)

Office Supplies (North America)

DURATION (Avg)

M Intranet / Internet Support (North America)

27 B E-mail / Webmail (Asia)
-
0

Assignment Group

—
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— Pre-calculated KPI data refreshed regularly

— Preserves production system performance
— Configurable refresh interval

— Out-of-box calculated reports
— 10 new KPIs

Percentage of successful changes by close time

14 -

Percentage

*

RS C X

0 T T
A° W W
1 A 1
10 ] 0

Month(Close Time)
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ChatOps - Link people and systems via chat

#core-banking-

service September 14th

# core-banking-service — Service Manager 10:09 AM Se rvice
A Major Incident IM10058 has been opened on core-banking-service and assigned to

Task T358 - Check service status — assigned to @jack.ops

i@jim.ops : User cannot access the banking system Ma nager

ITask T359 - Get DB logs - assigned to @sue.dba

L s
ITask T360 - Triage root cause - assigned to @jim.ops Chat Rooms J

jack.ops10:10 AM - HU-BOT — SerV|Ce
Looking at OMi, the service seems to be down. Flow
Slack | | Others Anywhere
= Service Manager10:10 AM Dock
IM10058 Task T358 Closed.
4
fraa an
i Service Manager10:11 AM \/ —
IM10058 Task T359 Closed. Comment by @sue.dba: DB logs seem fine > OTher H PE
i ! jim.ops 10:12 AM
.| @mary.infra, the issue is not in the DB, could you check the VMs? prOd ucts

‘. mary.infra10:12 AM
4 Looks like there’s an issue in server iwfvm05806, I'll restart it.

jack.ops10:14 AM
Service is up again.

[ jim.ops 10:14 AM
« Thanks. I'll close the Incident.
@smbot: close incident IM10058 “issue was in a VM. Need to analyze it”

Service Manager10:15 AM

= IM10058 closed; comments by jim.ops: issue was in a VM. Need to analyze it.

—
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" Service Manager
Live-Demo

Reporting, Dashboards
Big Data (Smart Analytics)

[

Hewlett Packard
Enterprise Vivit Webinar June 2016
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This is a rolling (up to 3 year) roadmap and is subject to change without notice

HPE Service Manager roadmap directions

(S

Smart ITSM
with Big Data

—

Hewlett Packard
Enterprise

%

Process
Automation

o)

User
Experience

ITOM
Solutions

Platform
Modernization

Vivit Webinar June 2016 2 5



This is a rolling (up to three year) Roadmap and is subject to change without notice.

Big Data Insights & Machine Learning

Virtual Agent and Bot

Prescriptive Analytics

o o -
i, Anna! Success rate Standard changes Change automation
Please select options Wred [ Vellow thresnold 3 (%
5 wsienagEr Y ™
1A B b B el | b o . a7 =y
1112 AM Eome \
Hoe Tupic nalytis - Frablen Mamagens 5 4% | 4 6% Set goal at 0 |%
My vm's password has been expired. P P nan . e Notice these moditications will appl
\—I iLice thest Ticatior y
Fr TRndal Narm ETgEnCY his lSPI on all levels. “
PP ASED ONYOUR N YOURDATA HTS BASED DN YOUR DATA
[ [l < Hello Anna,
L 16% ) B.2days

=" | SD98764 was successfully created
for your request

Here are some information that
may help you.

[Z] How to reset VM password?

[Z] How to change VM
password?

Mark as Sovled Switch to Live Chat

—
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cone rate of

Your mast popular normal models to
contidet for ctandard models

was the average duration of manual
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e
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Jrnos 0

T TR
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All product views are illustrations and might not represent actual product screens
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This is a rolling (up to three year) Roadmap and is subject to change without notice.

Automation

E-mail Automation ChatOps Process & Task Automation

#oore-rade-service «| HPE Operation Orchestration

e e 1000 integration in Service Manager

A Major Incident |IM10058 has been opened on core-trade-service and assigned to

@jim.opsl: jStcck guote request too slow P ro C e S S D e S i g n e r

m jim.ops 1010 Al
ﬂ @AppPulse liriage "core-trade-senice”

ITSM_virtual_agent@hpe.com
SD12345: get a DigitalBadge was successfully created

core-banking-service
Ta  Frank, Jiang

Dear Frank Jiang,
Thank you for contacting IT Support!

AppPulse 1070 AL

$D12345 was successfully created for your request: get a DigitalBadge. Service: core-trade-senvice is slow for “Get Stock Quote” request (appPulse-ref “E4A305").

OFERATION SELF TIME (ms)
Please read the relevant knowledge articles that may help you.
M cer stock ouote mn
News: Activkeys/Class A DigitalBadges will no longer be supported after 31 Oct 2015 A
Get Steck Info 57
Article: Get a Virtual DigitalBadge A o stock Trena -
Alternatively, take a look at the relevant service offerings that you may be looking for. OB query SELECT HistarsRce e
m jim.ops 10 71 AL
Service Offering: Request OATH Token with Class A DigitalBadge u @ALM lwho-is-responsible “Get Stock Quate”
Service Offering: Reset Virtual DigitalBadge PIN — ALM 1011 AL
@anna.dev has committed change to Class “GetStockQuote” in build “§52"
By anna.dev 10
Last, click the 'Add a comment' button to leave a message if all above suggested £ﬁ Cops... | probably didn't optimize the index. fixing it now
R . . \ . . . @SAW lupdate "IM10058 lassign-to "anna.dev”
solutions don't work, or click the 'Mark as solved' button once your request is fulfilled. @ALM lopen-defect
Service Anywhere 10 10 A0
Mark as solved = 11110059 updated; assignedto @anna.dev
ALM 1001
—

DEF34% opened - “Stock quote request too slow” assigned-to @anna.dev
Best Regards,

i Jim.ops 1074 AL
IT Help Desk m ThanTs @anna dev . Let me know when you are ready to deploy a fix to production
—
Hewlett Packard
Enterprise 27

All product views are illustrations and might not represent actual product screens



This is a rolling (up to three year) Roadmap and is subject to change without notice.

User Interface

New Service Portal &
Unified Ul Theme

HPE Service Manager

My Information
ToDo Queue: My ToDo | Knowledge Docum

€ MassUpdate | More ~
Number + DocType | Title

KMI0001 Howto..  Quicktips for

KMID02 Howto..  Receivingerra)

KMI0003  H Change the lay

KMI004 Howto..  DeleteaVPN

KMI0005  H Enable the ay

KMI0006 1 Quick tips for

KMI0001  H Receiving errg) My Applications

KMi0002 Howto..  Changethelal

KMIDO03 Howto..  DeleteaVPN ﬂ

KMID004  Howto Enable the aut

KM10005  How to.. Quick tips for *

KMI0006  How!to.. Receiving errc) -

M10001  Howto..  Change the lariguage:

KMI000Z Howto..  DeleteaVPN

10003 How

KMID004 Howto..  Changethelanguage

KMi0004  How Receluing error message: fle fs comupt...
Count Records K¢1|a]a 10 | 30| 50

—

Hewlett Packard
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Native Mobile Apps

i © "d 66% 16:50

v@vmvmesm Secall >
| —

‘ B® Can't Install VirtualBadge Status
Can't Install Virtual Badge Status Can't Install Virtual

Badge Status

I | © Siatus: Provide mere information

HOW CAN WE ASSIST YOU?

A

PRINTERS HUMAN
RESOURCES

= A

HUMAN

-+

TRENDING M SERVICE BROKER UNIT

All product views are illustrations and might not represent actual product screens
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This is a rolling (up to three year) Roadmap and is subject to change without notice.

Solutions & Delivery Model

Integrated ITSM Solution

Data Center
Automation

Cloud Orchestration

ITSM Automation I

User Experience

Operations Bridge Transformation

ITBA

SM AM

0]

CMS

Packaged & pre-integrated solution

— 29
Hewlett Packard
Enterprise



This is a rolling (up to three year) Roadmap and is subject to change without notice.

Platform modernization

Data Model

— Normalized data model

2

— Extending the “logical name’
normalization to all tables

— Primary keys

—

Hewlett Packard
Enterprise

Scalability

— Rebuild SM in native 64 bits

Cloud Elasticity

— Containerization of SM

— Evaluation of related technologies
(Mesosphere, Kubernetes)

— Validation of SM in AWS and Azure

30



This is a rolling (up to 3 year) roadmap and is subject to change without notice

Service Manager - Next St

* Additional option for end user service
portal

NEW SerVICe * Based on Propel technology, entitled like

Portal Service Request Catalog
* End user chat

sgdlitym0034

War

e Native inbound and outbound email
integration

Apache

apache_web_server / sgdlitym0125 .’

EXpa nded * Bot and virtual agent technology i .
Blg Data powering end user chat and email = Phsate describe ssue o siart ot S 0

. "
My Applications Do you want to chat for a recent support case? serverl(sgdlltymﬂl ” @ L s .,
Select a support case you submitted WV , B0 b
= * Description of issue b@
L4 Enha nced I’eCO nCI|IaTIOI"| Of CI fl’0m UCM DB + ;;otihlcsagrg:lg the images to be uploaded S.&_MPLEDB(SgEIlrIwnD ﬁ
* New Cl and impact analysis widgets T
ITSM Solution | *Multi-template surveys
* Enhanced OOB ITIL support
. ChaTOps connector m
—
Hewlett Packard
Enterprise Vivit Webinar June 2016 31
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Polling question

Which area of the roadmap strategy are you most excited by?

 More Smart Analytics

O Service Portal based on Propel technology

L Chat Ops and bots - though | have concerns about Skynet

O Platform modernization

O 1am SOO0O0O0O0 ready for the SACM and solution agenda extensions

—

Hewlett Packard
Enterprise Vivit Webinar June 2016 32



CAP and Solutions

—

Hewlett Packard
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Faster completion of
self-service tickets
with Smart Analytics

Source: HPE ITSM infographic

[

Hewlett Packard
Enterprise Vivit Webinar June 2016 34
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http://h20195.www2.hp.com/v2/GetDocument.aspx?docname=4AA6-5479ENW

Customer Appreciation Program (CAP)

Service Manager modules

(existing customer inventory)

Foundation Help Desk
Change Knowledge
Management Management
Service Level Request
Management Management
—

Hewlett Packard
Enterprise

Fm===m
: CAP Upgrade |
I SKUs |
e — d
ITSMA Suite
+ - Express Edition
Smart
Analytics

Benefits

Simplified pricing and licensing
Get Smart Analytics (Big Data)
Your path to the ITSM Suite and to a single Suite SKU

Vivit Webinar June 2016
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Polling question

Are you interested in the Customer Appreciation Program

O Yes
O Not at this time
L 1 am not on a version that supports Smart Analytics

O I am already reaching out to my sales team

—

Hewlett Packard
Enterprise Vivit Webinar June 2016 36



ITSM Solutions blueprint and ITSM Automation Suites

Service
Desk

—

Hewlett Packard
Enterprise

Service Portal

Big Data & Analytics

Change Request Release Asset
Management Fulfillment Management Management

Task Automation

Configuration Management System
CMDB and Discovery

ITSMA Suite
Express Edition
Suite content

* Service Manager

e Smart Analytics
e Universal CMDB

ITSMA Suite

Premium Edition

Suite content:

* Service Manager

* Smart Analyftics

e Universal CMDB

* Asset Manager

* Universal Discovery

e Operations Orchestration
e |T Business Analytics

Improved Service Desk efficiency
Quick time to value
Robust IT management processes

Control and security

Complete end-to-end control of
assets and IT services

Common management task
automation

Continuous IT measurement and
optimization

Vivit Webinar June 2016 3 7



Live demo

Employee on-boarding to
Service Manager

—

Hewlett Packard
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1. Manager
logs request

d- &>
5. Employee : 2. Add user to
logs into : @ LDAP and MS
service portal U — A Exchange
EIE
5
3. Notify

4. Close

manager and
request | TS~
employee

Vivit Webinar June 2016
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Key takeaways

Big data enables smart IT Service
Management with a great user \ -
experience though self-service, faster I I S /\ O O l :I,
response and fix tfimes, along with a I O" 1 Il \/
quick ROI. ~
Automation helps eliminate manual
error-prone ftasks and processes Increase Reduce Improve Improve Reduce
The CAP moves you to the Big Data service cost sPee.d.a“d us?r risk
Service Desk and ITSM Automation quality of IT agility experience
Suite Express Edition
For more information (also see next slide)
Visit www.hpe.com/software/itsm or
contact you local HPE Sales Representative or HPE Preferred Partner
—
Hewlett Packard 30
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http://www.hpe.com/software/itsm

¥ ) ® = i & =

Software Home Big Data Software Backup & Governance Operations Application Delivery Services & Support
Management

IT Service Management - ITSM

IT Service Management facilitates processes such as incident, problem, and change management. HPE ITSM solutions enable you
to do this plus handle tickets more quickly and efficiently, increase end-user self-sufficiency, automate standard tasks, optimize the
utilization of assets, and reduce risk.

/ \ How to Overcome the Barriers to Cost-effective
e ITSM

3
¢ _ _ _ _
Realize the benefits of automated IT Service Management. With an
w agile and effective Big Data service desk
Agile, (PDF 684 KB)
efficient ITSM
Overview Contact Us ~~ & Free Trial

—

Hewlett Packard
Enterprise

Where to go from here

HPE ITSM and Service Desk Information

— http://www.hpe.com/software/itsm

— http://www.hpe.com/software/servicedesk

Blog

— http://www.hpe.com/blog/itsm

Twitter
— http://www.twitter.com/HPE_ITSM

LinkedIn
— LinkedIn HPE ITSM Group

Vivit Webinar June 2016
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http://www.hpe.com/software/itsm
http://www.hpe.com/software/servicedesk
http://www.hpe.com/blog/itsm
http://www.twitter.com/HPE_ITSM
https://www.linkedin.com/groups/4828727
http://www.hpe.com/software/itsm
http://www.hpe.com/software/itsm

Thank you

e Complete the short survey and opt-in for more information from
Hewlett Packard Enterprise.

www.hpe.com

WWW.VIVIt-worldwide.orq

© Copyright 2016 Vivit Worldwide


http://www.hpe.com/
http://www.vivit-worldwide.org/

	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Forward-looking statements
	HPE confidential information
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Imperatives for transforming your IT Service Management
	Slide Number 15
	Slide Number 16
	The big picture - HPE IT Service Management (ITSM)
	Roadmap and future considerations
	Polling question
	Service Manager 9.41 Highlights
	Extending Smart Analytics
	Service Manager Reports
	ChatOps – Link people and systems via chat 
	Slide Number 24
	HPE Service Manager roadmap directions
	Big Data Insights & Machine Learning
	Automation
	User Interface
	Solutions & Delivery Model
	Platform modernization
	Service Manager - Next
	Polling question
	CAP and Solutions  
	Slide Number 34
	Customer Appreciation Program (CAP)
	Polling question
	ITSM Solutions blueprint and ITSM Automation Suites
	Live demo�Employee on-boarding to�Service Manager
	Key takeaways
	Slide Number 40
	Slide Number 41

