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Please note

IBM’s statements regarding its plans, directions, and intent are subject to change
or withdrawal without notice and at IBM’s sole discretion.

Information regarding potential future products is intended to outline our general
product direction and it should not be relied on in making a purchasing decision.

The information mentioned regarding potential future products is not a commitment,
promise, or legal obligation to deliver any material, code or functionality. Information about
potential future products may not be incorporated into any contract.

The development, release, and timing of any future features or functionality described for
our products remains at our sole discretion.

Performance is based on measurements and projections using standard IBM benchmarks
in a controlled environment. The actual throughput or performance that any user will
experience will vary depending upon many factors, including considerations such as the
amount of multiprogramming in the user’s job stream, the I/O configuration, the storage
configuration, and the workload processed. Therefore, no assurance can be given that an
individual user will achieve results similar to those stated here.
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IBM Control Desk helps enable cloud transformation journeys*®

. Recognize and
Adapt“’e, respond to dynamic
Automation environments

Cloud Transformation is a journey. ) DevOps and Operations
Applications & services Span ) Asility DevOps delivered at Transformation must span these
traditional & cloud environments environments as well

Manageable, secure D[g[l'al

Select and manage
Flexibility thpea ;'f?gf;gﬂd

Develop, Deploy, Monitor, Manage
Automate, Analyze, Interact & Learn

Traditional Private Cloud Private Cloud Public Cloud Public Cloud
On-premises IT Client-based I1BM IBM
Client-based

* See session 3390: Cloud-Scale, Cognitive Management for IT Operations — Helping Drive the Business Outcomes You Need,
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Service Management Evolution
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Evolution
Service IT Service Cognitive Enterprise
Desk Management Service Management
User Interactions Agent / SME +Self-Service +Virtual Assistance
User Experience Phone Web Web 2.0 / Mobile
Environment On-Prem On-Prem / Cloud Hybrid Cloud
Dynamic

Environment Change

Relatively Low

Higher

Services

IT Services & IT Assets

+ Enterprise [Smart] Assets

IT/EAM/OT/IoT

Process

Incident, Request, etc.

+Change, Config, etc.

More collaborative

Posture

Reactive

More Proactive

More Cognitive




IBM Control Desk enables unified dependency management

Unified Digital and Physical Worlds

Digital Management Physical Management
IBM Control Desk IBM Maximo
Key Integrations: IT Asset Mgmt Unified Use Cases Enterprise Asset Mgmt Key Integrations:
management between teams
* IBM TADDM . » Maximo SAP Adapter
Request Mgmt * Change management applied to Planning & Scheduling
* |BM NOI/OMNIbus IT assets and enterprise assets » Watson loT Platform
. IBMAPM Service Catalog « Common view of configuration loT « IBM Weather
and relationships
* IBM Network Mgmt. ) B » SCADA Device
SLA Mgmt « Task automation across digital Health & Safety
» IBM Watson Explorer and physical worlds » Watson Analytics

Change & Config. Mgmt Supply Chain

Maximo/Control Desk Shared Platform

Data Model e Automation Engine e Business Logic e Integration Framework e Reporting e UI
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Schiphol Airport™ Case study

Schiphol Airport in
Amsterdam
achieved innovation,
speed, and agility by
reducing incidents
by 61 percent,
reducing RFC lead
time by 81 percent,
increasing # RFCs
done by 480
percent

Think 2018 / Session 8310 / March 2018 / © 2018 IBM Corporation

Business problem

Split Functional Asset Mgmt,
Technical Asset Mgmt, and IT
Project Teams led to poor
communication and hand-off
(driving incidents and
demotivation) and long lead
times / poor value for RFCs.

Solution

Gain the ability to innovate with
the speed and agility of
coordinated teams, across
asset and configuration
management and corrective
and preventative maintenance.

The solutions spans Asset
Mgmt, Asset Technology Mgmt,
Telematics, Parking,
Operations, Baggage, and other
customers.

* See the Schiphol breakout session Tuesday, 4:30- 5:10pm, Mandalay Bay South, Level 2, Surf F
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What's New
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IBM Control Desk 7.6.0.3 Highlights

Value:
Save time, costs, and free up resources Empower end users to resolve issues and drive
automated responses to requests
Resolver
SME / Vendor Agent End User Automated . .
Highlights:
. Cost $55558$ $$8$ $$ $ 1 8 p 8 ful Service P | for Self
-é Time 8885555 2553 2% 2 . Sowgr ul, Zass,y-t(?-us(t:e eIrV|ce ortal tor Selt-
T i Vi PAE e " <.arV|.ce and Service Catalog
2. Distributed knowledge search, management
eyt with Watson Explorer Integration
High 3 3
@ ' 3. Updated platform for integration and
§ M |d In an Optimized Organization the a uto m at i O n
In a Typical Organization the majority ofincidents are solved . .
2 B ETE R ey E T o) Function, fixes & currency updates (Tpae 7.6.0.8) for
= Low Typical Org platform and hundreds of Maximo customers

Optimized — ————

+* Trial is available on IBM Marketplace
. https://www.ibm.com/us-en/marketplace/it-service-
management/purchasettproduct-header-top
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Service Portal Catalogue drives automated requests

o Offerings are easy found and
ordered by search or category

o Offerings can be dynamically
customized based on the
user’s information, domain,
and CIs

o Orders drives workflow,
approvals, governance, and
fulfilment
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Firefox Flle Eot View Mstory Bookmarks Tools Window Help POVAOOLTT oxm et Q O =
eve = bervice Porty ervce Porss z [rm— x 4+
- et c A0 4 =
Request Services

.........
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Service Portal Integration with Watson Explorer

Self Service Center

o Provides the user with a filtered set of
possible solutions to solve their

Home Reportissue Mytickets Requestservice

Report issue TN problem
. . . E= .
Hctetriommaton ¥ 5 o Seamlessly search across multiple,
 DASOHpHion: i s distributed, varied (structured,
dh2 installation problem : Sl
based on your description! unstructured) knowledge sources
Severity:
- Low - Medium ) High 0 I_ d . h
Replacedowner e o Sources can include: tech support
sites, local and distributed knowledge
— i bases, product documentation, news
m | wthsaemortoremote sources, and non-technical sources like
database - UnitedStates
el L . HR manuals
Additional ticket information A
%y |BM Endpoint . .
Attachments . Managerfor Remote o Configuration and knowledge sources
bl b controlled by the ICD administrator
siger UnitedStates
Reporting User:
hAANADBAIN & |BM Endpoint
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Service Portal UI can be rapidly configured and branded

Rapidly visualize, validate and publish updates

Drag and drop Repering e
page definition | ~ o
widgets, M | 1 o || s eve Easily set
containers, \ ~ / properties and
predefined \ = enable a dynamic
elements - Ul for users based
Er— ™ — on inputs and
— conditions (e.g.
e require description
for significant
issues)

WIS L e r=eve

The HTML 5 UI renders cleanly on a wide range of devices 13



IBM Control Desk delivers visibility, control, and automation

IBM Control Desk
Adaptive, Role Base User Interface . IBM ContrOI DeSk pI’OVIdeSZ

TR PO e Delivery S IT Assets o Best-practice focal point for managing

Service Catalog Request Change Software SerVICGS
Appstore — P Lesie o Single Point of Contact for IT and end users

Request Tracking Problem Service Asset Hardware . .
Knowledge Service Level CMIDB / CM5 _— o Hub for workflow and integration
e T o, g = Control Desk easily integrates with tools
e - — that provide actionable information,

automate change and request execution,
oo and apply fixes across managed domains
v Reduce help desk calls by up to 80% v’ Reduce service request response times by 60%
v Reduce service delivery times up to 90% v' Increase process speed/efficiency by 40%

v Improve first call resolution by 20% v Reduce outages caused by changes by up to 70%




Vision and Roadmap
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Vision: IBM Control Desk Watson Virtual Agent Evolution

A
Value

Cognitive assistance will be
available to end-users in
DIY implementations,
OOTB knowledge
cartridges, and as part of
IBM Managed Services.

Think 2018 / Session 3390 / March 20, 2018 / © 2018 IBM Corporation

Example Service Types and Use Cases

IBM Managed
Services

5) 24x7 high-tech virtual
assistance in managed

+ Workplace Support T

Services with Watson and
Technology Support Services

ICD Augmented 4. 24X7 high-tech virtual assistance

R — (e.g. MS Office Q&A cartridge, etc)

cartridges 3. “top 10", e.g. Password reset service,
open a ticket

ICD “Do it

Yourself”’ 2. 24X7 low-tech virtual assistance (e.g.

support options, hours, HR, etc.)

ICD integrated with
Watson Virtual Agent
Services

1. DIY implementations

v

Scale -



Vision: IBM Control Desk Cognitive IT Service Management

y
Value

Cognitive capabilities
accelerate agent
productivity through
knowledge enhancement,
adaptive automation, and
as part of IBM Managed
Services.

Example Service Types and Use Cases

IBM Managed
Services

5) Adaptive automation with

+ Workplace Support managed services

Services with Watson and
Technology Support Services

ICD Adaptive
Automation
Cognitive Operations —

Incident, Change, Config,
Problem, SLA, etc

4. Leverage knowledge from ChatOps
Collaborations

3. Accelerate ticket classification and
routing with relevant data collection
through machine learning

ICD Agent
Knowledge
Enhancement

2. Watson Virtual Agent Knowledge
Cartridges

1. Watson Explorer integration

Cognitive Request Mgmt,
Knowledge Mgmt

Think 2018 / Session 8310 / March 20, 2018 / © 2018 IBM Corporation
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*Some function shown may be available as add-ons Any statements regarding IBM's future direction, intent or product plans are subject to change or withdrawal without notice.



Vision: IBM Control Desk Mobile

y
Value

Mobile access to ICD
capabilities will be
available to service
desk agents, end-

users, and as part of

IBM managed services

Example Service Types and Use Cases

IBM Managed
Services

5) Omnichannel access to IBM

+ Workplace Support managed services
Services with Watson

& Strategic Outsourcing

ICD End-Users

Mobile Access Cognitive
End-User Assistance

4. Watson Virtual Agent assistance

3. Extend self-service catalog to mobile

ICD “on the go”

2. “End-to-end” use cases
Agents

1. “Manage and Approve” use cases

Mobile Access to Cognitive
Assistance

Think 2018 / Session 8310 / March 20, 2018 / © 2018 IBM Corporation

»
L

Scale 18

*Some function shown may be available as add-ons Any statements regarding IBM's future direction, intent or product plans are subject to change or withdrawal without notice.



IBM Control Desk Roadmap

Theme ICD 7.6.0.3 1-6 Months Beyond 6 Months
GA September 2017 Change Probability Low Change Probability - Higher
Service Portal Ul Service Portal Ul Service Portal Ul
. Configuration, content via widgets, dialog . Catalog support for custom dialogs, additional » Advanced L1/ Agent Use cases; use cases for Service Delivery
and expanded use cases attributes management and managing approvals
Simplified . Self-service and Service Catalog extensive | ¢ Incident Management use cases Native Mobile App
User use cases Classic Ul : L ; -
Experience . SSO support for Service Portal . Complete remove/replace of browser java applets ) %Jse case expansylyom, exploit native mobile capabiities
Classic Ul Native Moblle App * ‘“Enhanced Agent” use cases
*  High impact Java applet removal +  “Managing and Approve’ use cases Top RFEs
* As voted by our users
Cognitive knowledge management Cognitive virtual assistant Cognitive [T Service Management
+  Integration with Watson Explorer for +  Natural language interaction-- assistance for finding *  Accelerate ticket classification, routing, relevant data collection
- distributed knowledge management and solutions and getting help through machine learning
Cognitive search ChatOps Collaboration

Service Mgmt.

. “Low tech” help / DIY

» Team collaboration enablement through Ul with ticket data capture
Analytics and Reporting
»  Cognos Analytics 11 update and exploitation

Holistic Service
& Asset Mgmt.

Process Automation Platform

. Tivoli Process Automation Environment
(Tpae) 7.6.0.8 — enhancements, platform
and Maximo currency

Asset Management

. SW Catalog import from BigFix

Process Automation Platform

. Tpae Next — enhancements, platform, currency

Maximo Currency and alignment: [T + OT

*  Tpae Next — enhancements, platform, currency
[T Service Mgmt Platform Enhancements

* Improved support for time zones in calendar

* Remote control updates, Mac support

»  Security Directory Integrator update

+  Simplified Data Model Support (TADDM/ICD/ITIC)
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For more information, visit IBM and Aricent

v

Mandalay Bay South Level 1

Cloud and Data Campus the IBM Control Desk Booth 194

Manage and Secure Multi-cloud Environment roao-lmap and ls.‘;.erage
Ped 626: “Innovate with APM and NetCool” Aricent capabilities

Bayside B, Think Campus Investing to accelerate Mandalay Bay

Innercircle Workshop (7989): MGM Grand Conference Center, Level 1 Room 110, Monday, all day
Schiphol Airport breakout session (Maximo + ICD): Mandalay Bay South, Level 2, Surf F, Tuesday, 4:30- 5:10pm

Cloud-Scale, Cognitive Management for IT Operations — Helping Drive the Business Outcomes You Need (3390)
Cloud and Data Campus Large Theater A, Tuesday 5:30pm - 6:10pm

Meet the Experts (8558): Cloud and Data Campus Think Tank, Tuesday, 6:30-6:50 PM and 7:00-7:20pm

Get a free 30-day trial: https://www.ibm.com/us-en/marketplace/it-service-management

Think 2018 / Session 8310 / March 20, 2018 / © 2018 IBM Corporation
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Notices and disclaimers

© 2018 International Business Machines Corporation. No part of this
document may be reproduced or transmitted in any form without
written permission from IBM.

U.S. Government Users Restricted Rights — use, duplication or
disclosure restricted by GSA ADP Schedule Contract with IBM.
Information in these presentations (including information relating to
products that have not yet been announced by IBM) has been reviewed
for accuracy as of the date of initial publication and could include
unintentional technical or typographical errors. IBM shall have no
responsibility to update this information. This document is distributed
“as is” without any warranty, either express or implied. In no event,
shall IBM be liable for any damage arising from the use of this
information, including but not limited to, loss of data, business
interruption, loss of profit or loss of opportunity. IBM products and
services are warranted per the terms and conditions of the agreements
under which they are provided.

IBM products are manufactured from new parts or new and used parts.
In some cases, a product may not be new and may have been previously
installed. Regardless, our warranty terms apply.”

Any statements regarding IBM's future direction, intent or product
plans are subject to change or withdrawal without notice.

Think 2018 / Session 8310 / March, 2018 / © 2018 IBM Corporation

Performance data contained herein was generally obtained in a
controlled, isolated environments. Customer examples are presented as
illustrations of how those

customers have used IBM products and the results they may have
achieved. Actual performance, cost, savings or other results in other
operating environments may vary.

References in this document to IBM products, programs, or services
does not imply that IBM intends to make such products, programs or
services available in all countries in which IBM operates or does
business.

Workshops, sessions and associated materials may have been prepared
by independent session speakers, and do not necessarily reflect the
views of IBM. All materials and discussions are provided for
informational purposes only, and are neither intended to, nor shall
constitute legal or other guidance or advice to any individual participant
or their specific situation.

It is the customer’s responsibility to insure its own compliance

with legal requirements and to obtain advice of competent legal counsel
as to the identification and interpretation of any relevant laws and
regulatory requirements that may affect the customer’s business and
any actions the customer may need to take to comply with such

laws. IBM does not provide legal advice or represent or warrant that its
services or products will ensure that the customer follows any law.
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Notices and disclaimers
continued

Information concerning non-IBM products was obtained from the
suppliers of those products, their published announcements or other
publicly available sources. IBM has not tested those products about this
publication and cannot confirm the accuracy of performance,
compatibility or any other claims related to non-IBM

products. Questions on the capabilities of non-IBM products should be
addressed to the suppliers of those products. IBM does not warrant the
quality of any third-party products, or the ability of any such third-party
products to interoperate with IBM’s products. IBM expressly disclaims
all warranties, expressed or implied, including but not limited to, the
implied warranties of merchantability and fitness for a purpose.

The provision of the information contained herein is not intended to, and
does not, grant any right or license under any IBM patents, copyrights,
trademarks or other intellectual property right.

Think 2018 / Session 8310 / March, 2018 / © 2018 IBM Corporation

IBM, the IBM logo, ibm.com and [names of other referenced IBM
products and services used in the presentation] are trademarks of
International Business Machines Corporation, registered in many
jurisdictions worldwide. Other product and service names might
be trademarks of IBM or other companies. A current list of IBM
trademarks is available on the Web at "Copyright and trademark
information" at; www.ibm.com/legal/copytrade.shtml.
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Thank you

Paul Watkins
WW Technical Lead, IBM Control Desk, TADDM, & TSA Sales

Paul.watkins@uk.ibm.com
+44-7554 415450

ibm.com
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23



Think 2018 / Session 8310/ March, 2018 / © 2018 IBM Corporation

I . —

—
- EE S A
-_— I [ A
-_— I -
-_— -— L} LI
I Y . W —_—_—
I S . 7

24



