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The following information will help us profile your company in our Service Management Analysis. We reserve the right to publish all answers returned in print and on our Web site. If your company has additional material in the way of research, white papers and demonstrations that you feel would be helpful, please include it. If your have questions contact Bruce Boardman via email bboardman@nwc.com. Companies that decline to answer questionnaire may still be included in the article, at the author’s discretion.

June 22 Service Management Survey
1. Please provide at least two reference customer contacts for interview.

· Interviews will take place between NWC and the customer without the vendor.

· The interview will be used to understand Service Management issues, challenges and strategies

· We can shield the contact’s identity by saying, for example, “an IT manager for a 10,000 employee manufacturing firm.” 

2. Describe your Service Management features architecture regarding:

· Automation

CA Service Management solution uses graphical-based workflow to deliver IT services to the business.  Closely aligned to the ITIL process framework, CA products control and manage all changes while automating IT processes across the enterprise covering applications and operations.

· Integration 

The CA integration platform provides a foundation to share common services (data, policies, process, and user interface) across all management functions that enables a consistent approach to managing the enterprise. 

The platform is the foundation made up of a set of shared services providing tight integration through the CA Management Database (MDB):

· Consistent user experience

· Integrated data

· Integrated processes and workflows

· Common policy

The CA Integration Platform also contains a rich set of management and security services that deliver consistent definition and behavior.
· Processing

CA unique Service Lifecycle approach to Service Management enforces an organization to use processes for continuous improvement.  When a service is appropriately defined and priced, it is easier for a user or an entire business unit to know if that service meets a particular business demand.  When changes are managed and controlled to minimize impact, and when incidents are captured and problems are quickly resolved, productivity increases and the business can move forward.
3. Please provide an annotated architectural diagram in jpeg or bitmap format. 
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1. Demand Mgmt: Keep it Simple

· Offer a simple self-service “shopping” experience and single point of access between IT and the business

· Predefined IT services need to be delivered using best practice workflows and repeatable, standards-based processes that help to eliminate inefficient and error prone manual steps while increasing overall satisfaction and productivity

· Write IT service definitions from the user perspective with performance, quality and pricing clearly outlined

2.
Control the Impact: Change Management

· Apply best-practice processes that integrate multiple change management disciplines — software changes, operational changes and project management 

· Assess and prioritize change requests, balancing business value with the resources, associated tasks and assets required  

· Mitigate risk and business impacts by giving IT visibility into the impact of a change on the entire organization

3.
Perform to Expectation: Service Level Management

· Access current IT capacity to establish appropriate service level agreements (SLAs) with business units

· Define each SLA in business terms such as the number of customers per minute and the desired response time for the transaction 

· Track and monitor SLA in real time with thresholds that will warn IT prior to an SLA violation.  IT can take preventive measures to avoid business impact

4. Empower Self-service: Incident/Problem Management

· Business-centric, consolidated service desk maximizes staff productivity and increases customer satisfaction

· Multiple incidents trigger alerts, escalation is automatically prioritized based on service level agreements

· Multiple incidents are correlated, which links the incidents to a specific problem and captures resolutions for reuse in a centralized knowledge base that feeds self-service resolution

· Diagnose and repair problems before they occur, empower end-users to solve their own problems using automated support workflow to reduce costs while improving end-user satisfaction
5. Price for Value: Service Costing

· IT can see where services are being used and share that information with business units, enabling a collaborative approach to facilitate planning and budgeting

· IT can define services in language meaningful to the business including descriptive, financial, measurable and actionable terms

· Service consumption can be accurately measured and role-based decision support aids the ability to invest in proper IT service level agreements based on actual business need

6. Continuous Improvement Along the Lifecycle 

· The service lifecycle approach to service management enforces an organization’s use of process to drive continuous improvement.

4. Please provide Service Management metrics reported/measured by product, categorized by the following:

· Technical IT infrastructure, i.e. CPU, IO, MTTR

· OS Metrics ─ utilization, server availability/uptime, response times, throughput, error rate

· Network Metrics ─ IO counts, utilization, usage, network delay, response time, availability, error rate, network services

· Application metrics ─ user response times, transaction/volume counts, usage, availability 

· Aggregate services ─ Service violations, service availability, service trends, real-time status, KPIs, performance

· Generic Service/Application Metrics ─ Imported through data mediation technology - proprietary application log files, OS logs etc.
· Financial impact of service

· Financial metrics ─ service penalties/credits; service costs, period to date costs/variance to budgets 
5. Please provide figures on units sold, delivered, customers serviced, etc.

CA does not disclose revenue on a per business unit level.

6. Product pricing:

· High and low ranges

· small $50K, medium $250K, large $1M+

· Average initial purchase

· $250K

7. Please provide project implementation planning guidelines.

Guidelines to Planning IT Service Management Implementation Projects 

(From white paper (click on link): 10 Steps to Modifying User Behavior to Reduce IT Costs) 
1) Document the services you provide.

2) Document the service levels that are expected.

3) Align services with business goals.

4) Price these services

5) Measure resource usage.

6) Design a service catalog.

7) Provision services by automating workflow. 

8) Provide business units with visibility into service costs.

9) Provide self-service and self-help alternatives. 

10) Provide the tools to support the services and measure customer satisfaction. 

Technical Activities 
The following technical activities can take place during IT Service Management Implementation Projects: 
Technical Startup

· Perform engagement management setup activities

· Prepare for engagement

· Review change management requirements with customer (project sponsor)
· Review implementation information with customer

· Review project assumptions with customer
· Review project schedule with customer

Architecture and Design

· Conduct briefing with customer  
· Conduct kick-off session

· Gather project related information and requirements

· Create document from reference architecture and customer requirements

· Modify test plan as required

· Review implementation plan with customer

Implementation

· Install and configure software

· Execute test plan 

· Complete any necessary documentation 

Technical Closure

· Conduct training

· Review implementation with customer for acceptance

· Conduct final review session with customer

8. Describe your Service Management product roadmaps – including market segmentation and underlying assumptions like required customer process maturity – for the next 2 years.

· Benefits of your Service Management solutions to IT and to the business. 

As IT itself transitions from siloed functions to business services that are aligned to the business needs, CA's portfolio of Service Management products will be key to leading the industry.  CA Service Management solutions enable organizations to provide exceptional IT value to the business by delivering IT services that support business demands. This solution captures demands for services through our Service Catalog, efficiently manages them throughout the service lifecycle and ultimately measures the consumption of the service for true IT service costing.

CA Service Management Benefits

· Manages and contains costs

· Enhances the quality of service

· Maximizes business performance

· Implements repeatable consistent processes and controls changes 

· Unifies information technology with the business

Product Roadmap

The intent in the subsequent releases is to continue to improve the product usability.  This means more consistent, simplified navigation, more easily configured (wizards and best practices based templates), and enhanced feature functions where it helps improve our customers’ ability to define services, measure and monitor service quality, prioritize support, correlate configurations and automate IT processes.  CA's strength is in its breadth and depth of products.  Our focus is to bring enhanced value through integration to support future roles in IT that are not bound by today's siloed structures.  For example, we have planned integration between our service desk, project portfolio and software change management solutions.  This allows changes to be prioritized along with strategic IT projects and then automatically tracked in application development if approved.

· Organizational profiles of businesses that will best be able to take advantage of your Service Management offering(s). Include factors such as size of business by gross revenue, market, industry, technology deployed, and processes implemented.

CA’s Service Management solutions apply to all industries and scale from the sizes listed below, through the largest enterprises.  
· Revenues of $100 million through the largest enterprises
· Employees of 1,000 through the largest enterprises
Other characteristics of organizations best able to take advantage of CA’s Service Management solutions:

· Complex IT infrastructure and IT silos

· In competitive markets where agility is an advantage

· Active with mergers, acquisitions and strategic partnerships

· Experiencing expansion or significant growth, including new market initiatives

· Utilizing evolving or mature IT processes

· Working with multiple IT vendors/outsourcers and fragmented systems/processes

· Committed to building best practices based on ITIL

· Need to optimize resources and consolidate
In addition, the IT departments of organizations that are best able to take advantage of CA’s Service Management solutions have goals to: 
· Meet or exceed service level agreements and service cost structure

· Improve customer satisfaction by effectively managing demand on IT

· Manage and control change based on their impact to the business

· Detect and resolve problems early 

· Maximize the use of existing IT assets

· Proactively address regulatory compliance issues

· Improve fact-based decision support for IT investments

· Create greater respect and credibility by demonstrating the value of IT in business terms

· Utilize all resources in an optimal manner to deliver greater ROI

· Run IT as a business—hold operations accountable for performance
9. Describe your company’s market presence, including the following:

· Number of customers

5,000+

· Service management revenue for fiscal year 2005

CA does not disclose revenue on a per business unit/product level.

· Recent acquisitions, partnerships and technology developments related to service management

Acquisitions: 
Click on links to view press releases.

· Control-F1 (January 2006)
· Niku (August 2005)
Partnerships 
· BearingPoint Inc.

CA has partnered with BearingPoint, Inc. to help customers implement Information Technology Infrastructure Library (ITIL) best practices for IT service management and maximize the business value from their growing IT investments. The alliance combines CA's industry-leading Unicenter Service Management solutions and BearingPoint's methodologies and expertise in ITIL-based IT service management implementation — enabling customers to quickly and effectively adopt and maintain best practices, enhancing their existing internal skill sets and/or resource levels.

· Nexio Technologies

By easing the implementation of proven service management best practices, CANEXION enables CA customers to optimize the productivity of their IT organizations and improve the alignment of IT investments with business priorities. CANEXION’s recommended best practices are based on industry standards and frameworks such as ITIL, CobiT, and BS15000, and are augmented by processes and implementation procedures mapped to CA Service Management solutions.

Technology Developments (click on links to press releases) 

· CA Extends Leadership in Service Management with Acquisition of Control-F1 

· CA Service Management Enables Intelligent Alignment of IT Operations With Business Requirements 
· CA and Nexio Technologies Partner to Provide IT Service Management Best Practices
· Third-party indicators of market leadership (for instance, analyst rankings or awards)

· CA is in the leader quadrant of “The Forrester Wave: Service Management Tools” (Forrester)
· CA is ranked as a market leader in the MetaSpectrum IT Service Desk Market Summary (Meta)

· Service Desk and Harvest Change Manager voted “Best Linux Tools” (Linux World)
· CA is in the leadership quadrant of the IT Service Desk Magic Quadrant (Gartner)

10. Additional Information:  Product List 
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•

Unicenter Service Catalog   

•

Unicenter Service Desk

•

Clarity                       C

•

Unicenter Service Assure

•

Unicenter Service Metric Analysis

•

Unicenter Service Accounting

•

Unicenter NeuMICS Resource 

Accounting

•

Unicenter CA-JARS Resource 

Accounting

Service Lifecycle Management

•

Unicenter Service Desk

•

Endevor Change Mgr

•

Harvest Change Mgr

•

Unicenter Service Desk

•

Unicenter Service Desk Dashboard

•

Unicenter Service Desk Knowledge Tools

•

CA SupportBridge Live Automation

•

CA SupportBridge Self-Service and Self-Healing 
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· Unicenter Service Desk – Provides incident, problem, service request and change management

· Unicenter Service Desk Knowledge Tools – Provides dynamic, self-service access to problem-solving information for powerful knowledge life cycle management

· Unicenter Service Desk Dashboard – Delivers real-time service desk decision support analysis

· Unicenter Service Catalog – Ensures publishing, administration and subscription to a catalog of IT services

· Unicenter Service Assure – Defines and manages service commitment contracts in real time

· Unicenter Service Metric Analysis – Provides flexible operational and service-level reporting

· Unicenter Service Accounting – Facilitates service costing, billing and budgeting

· CA Supportbridge Live Automation, Self-Healing Automation, Self-Service Automation – Automates the diagnosis and repair of problems before they occur, empowers end-users to detect, diagnose and resolve problems without technician intervention and provides automatic escalation when necessary for accelerated problem resolution.  Leverages an automated support workflow. 
· Endevor Change Manager – Automates mainframe software configuration management.

· Harvest Change Manager – Provides distributed software change and configuration management.

· Unicenter NeuMICS Resource Accounting – Provides mainframe resource utilization management.

· Unicenter CA-JARS Resource Accounting – Provides mainframe accounting and performance management.

11. Additional Information (click on links): 

· CA Service Management Brochure 

· Forrester Wave Report: CA’s Service Desk Management Tool Leads For Large Enterprises and is Strong for Midsize Ones
· White Paper: Sarbanes-Oxley and Service Desk: An Approach to Control Objectives 

· White Paper: Implementation of the Configuration Management Database
· Press Release from last six months: 
· CA's Service Management Solutions Lead in Large Enterprises According to Independent Analysis
· CA Extends Leadership in Service Management with Acquisition of Control-F1 
· CA Service Management Enables Intelligent Alignment of IT Operations With Business Requirements 
· CA and Nexio Technologies Partner to Provide IT Service Management Best Practices
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CA’s solution for Service Management is a comprehensive portfolio of products, for both distributed platforms and the mainframe, that address key customer needs throughout the service lifecycle.

		Unicenter Service Desk is listed in multiple areas within the lifecycle since it’s a comprehensive solution with capabilities that addresses key needs:

		Demand Mgmt – self-service incident and service requests

		Change Mgmt – operational change mgmt (change order request delivered through workflow)

		Incident/Problem Mgmt – Incident, Problem, Change and Knowledge Mgmt

		Unicenter Service Metric Analysis (formerly known as Unicenter Service Level Mgmt)
































