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Please note :    
• IBM’s statements regarding its plans, directions, and intent are  

subject to change or withdrawal without notice 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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Business Services: Visibility, Control and Automation 

SEE  
   your Business  

MANAGE  
   your Business 

IMPROVE  
   your Business 
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Intelligently controls 
complexity and rapid change 
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Use Case 1 - Cloud-ready Service Management     

• Problem:  The very things that make Cloud-like infrastructures so beneficial to 
organizations – they are dynamic, responsive, flexible – can quickly bring down a 
datacenter if it is not managed correctly.  Cloud encourages quicker changes – which also 
result in an increasing volume of changes.  Traditional change management products are 
not ideal for managing such an environment and customers can quickly find themselves 
unable to keep up with their own technology.   

• Solution:  A unified approach to service management with analysis and policy-based 
automation to reduce labor costs and improve responsiveness. 

• Customer Applicability : All customers pursuing virtualized and cloud-like environments 

• Smart Cloud Control Desk Service Center  combines ITIL-based process controls with 
solution-oriented runbook automation in a way that ensures flexibility and extensibility 
while maintaining adherence to governance principles.  
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•Automates control of service incidents and 
changes with standardized  governance 
procedures across siloes 

 

•Better control risk & cost leveraging automated 
impact analysts & reports 

 

•Collaborative, role-based usability, with access 
anywhere at anytime (mobile) 
 

•Supports broad set of delivery models including 
traditional on-premise, cloud, virtualized, SaaS or 
physical 
    

•A unified, lower cost solution for controlling the 
complexities of  multiple, concurrent ITIL 
processes 
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Holistically controls complex service management pr ocesses     
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IBM SmartCloud Control Desk 
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• Reduce Business Risk by using advanced impact analysis and defining 
automated change  procedures that ensure integrity of existing infrastructure 
while supporting business agility 

• Improve efficiency  and Quality of Service by unifying asset, change and 
problem management across both IT and the rest of the enterprise     

• Lower cost and mitigate license compliance  risk by performing end to end 
software asset management 

• Improve utilization rate  and reduce unnecessary purchases by managing 
the IT asset lifecycle 

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

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

• Adaptive, role-based  simplified UI , improves intuitiveness for novice 
users, and reduces training costs. 

• Access from anywhere at anytime via mobile device support – Blackberry, 
iOS, Android 
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IBM Smart Cloud Control Desk: the Start Center     
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Security: Users & Groups     
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• Easy Customizable Interface   
– By Role 

– Cosmetic changes (terminology colors position ..) 
– Enforce required fields 

– Display or remove attributes 

• Common Interface     

– Process Managers 

– Service Request Managers 

– Release Management 

• Application designer offers 
WYSIWYG tooling to configure 
screens and workflow     

– Configure with Visio-like ease –  
no developers or programmers required 

– Configurations upgrade from version to version -  
lower upgrade costs 

• Extensible attributes and object 
types   

– Management and visualization of customer 
specific data 

• Report administration within the 
platform   

Multi-site 

Multi-organization 

Multi-customer 

Multi-language 

Multi-timezone 

 

 

IBM Service Management – Control Desk Start Center 



12 

Originating Service Requests - Web 2.0 based Self S ervice UI     
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“Show All My Assets”     
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1

Customer input when a service is requested !    
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IBM Tivoli Unified Process (ITUP) 

ITIL / Cobit / PRM-IT ITUP 
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Workflow Designer     

 



17 

 

 Control Palette 
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Configurable App UI 
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IBM SCCD Achieves Gold Level certification ITIL V3 Compliance     

Awarded Gold Level ITIL V3 
Certification for Incident, Problem, 
and Request Fulfillment 
Management by the United Kingdom 
Office of Government Commerce 
(OGC).  This is the organization that 
originated and owns ITIL, and they 
gave our solution highest level of 
certification achievable.     
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IBM Smart Cloud Control Desk - Customer References     
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Use Case 1 - Cloud-ready Service Management     

• Problem:  The very things that make Cloud-like infrastructures so beneficial to 
organizations – they are dynamic, responsive, flexible – can quickly bring down a 
datacenter if it is not managed correctly.  Cloud encourages quicker changes – which also 
result in an increasing volume of changes.  Traditional change management products are 
not ideal for managing such an environment and customers can quickly find themselves 
unable to keep up with their own technology.   

• Solution:  A unified approach to service management with analysis and policy-based 
automation to reduce labor costs and improve responsiveness. 

• Customer Applicability : All customers pursuing virtualized and cloud-like environments 

• Smart Cloud Control Desk Service Center  combines ITIL-based process controls with 
solution-oriented runbook automation in a way that ensures flexibility and extensibility 
while maintaining adherence to governance principles.  
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Use Case 2 - Unified Asset and Change 
Management Processes     

    

• Problem:  Asset and Change management have traditionally been run out of parallel 
organizations.  Overlap of processes and responsibilities adds cost.  Customers spend 
time and money building homegrown connections between the two process streams for 
even the most simple processes (ex. “new server acquisition”) 

 

• Solution:  Redundant processes should be eliminated to save time and money, and 
automation should extend to capture the entire workflow surrounding the action. 
Customers should be able to manage the asset and change components of an activity  in 
one system. 

• Customer applicability:  All Customers  
• Smart Cloud Control Desk reduces the number of  steps in common processes by 

unifying asset and change management. SCCD provides a single solution that manages 
everything from request to fulfillment to managing change and entitlement on a device. 

  

Asset Management Change Management 
Redundant 
processes or  
“Roll your Own” 
integrations 
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