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Symantec™ ServiceDesk 7.0

Advanced Integration, ITIL Support and Process Automation

Overview

According to the U.S. Help Desk Institute the typical cost
of an automated self-help incident is around $12
compared to desktop support at around $33." This
highlights the potential cost savings to an organization of
leveraging process automation and self- service
capabilities. In addition the effects of slow service delivery
to end-users and customers often extends beyond IT to
impact the entire business. Having detailed information
about devices and the environment at help desk
technician’s fingertips allows for rapid issue resolution

and allows IT to focus on more complex issues

Symantec™ ServiceDesk helps organizations to improve
their availability and service levels while reducing their

overall service desk costs.

The Modern Service Desk: Advanced integration,
process automation, and ITIL support deliver business
confidence

Symantec ServiceDesk ushers in a new generation of
service desk allowing customers to move from a traditional
and reactive ticketing system to a broader process-based
model. It is a powerful ITIL-based incident, problem,
change, release, and knowledge management tool. The
solution provides a single point of contact and facilitates
rapid restoration of normal operational service with
minimal business impact and also within agreed service

level agreements (SLAs).

ServiceDesk helps you align with organizational objectives

1. Source: Help Desk Institute Practices & Salary Survey 2008
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by providing self-service capabilities for end users, easy
creation and editing of automated processes, ITIL
recommended processes ‘out of the box’, advanced
integration with Symantec and third party products and
fast task-relevant screens for help desk technicians and
system administrators as well as customizable dashboards

and analytic reporting for decision makers.

ServiceDesk empowers you to take control of your
environment with actionable information and reporting.
Scheduling capabilities and forward schedule of change
help you to effectively schedule resources, proactively
minimize down time and respond faster to change
requests. ServiceDesk will not only help you to identify
problems in your organization but also to take immediate

action to resolve them.

Now you can give IT back valuable time and money
allowing you to focus on more complex or strategic
projects and enabling your business to grow. The result is
a more agile IT department that's better able to provide
improved business services and increased customer

satisfaction levels.

A comprehensive and flexible service desk

ServiceDesk includes everything you need for
comprehensive management and efficient operation of
your organization’s service desk. Based on best practice
processes ServiceDesk is designed for fast
implementation, easy integration with other products,
drag-and-drop customization and optimization of IT
processes to deliver immediate benefits. Unlike several

other products on the market today with ServiceDesk you
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receive all expected functionality for a single upfront
purchase price. A knowledge base, the Configuration
Management Database (CMDB), change management and
process automation (workflow) capabilities are all
included by default. In addition ITIL recommended best
practice processes are provided straight ‘out of the box’
such as Incident Management, Problem Management,

Change Management and Release Management.

Because it's built on a unified management platform, it's
easy to add solutions that go beyond service desk without
adding unnecessary infrastructure or complexity. The
platform delivers advanced integration benefits and will
enable your solution to flexibly scale in line with your
needs as your organization grows. Ease of integration is
provided for other Symantec products as well as third
party products. Expanding upon ServiceDesk with
additional Symantec products allows your organization to
increase security, track assets, and manage client and
server devices over time. Because ServiceDesk is natively
integrated it is easy to simply snap additional Symantec
solutions into the underlying Symantec Management

Platform framework.

e Symantec™ Endpoint Protection 11.0—Combines
Symantec AntiVirus™ with advanced threat prevention to
deliver unmatched defense against malware for

notebooks, desktops, and servers.

e Altiris™ Client Management Suite—Provides
comprehensive management for client systems,
including deployment and remote assistance functions

from a centralized console.
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e Altiris™ Server Management Suite—Provides
comprehensive management for business-critical
servers and operations, including deployment,
management, and monitoring functions from a

centralized console.

* Altiris™ Service & Asset Management Suite—Combines
enterprise asset and service management into a single

web-based architecture, repository, and console.

* Altiris™ Total Management Suite—The industry’s most
comprehensive suite of IT lifecycle automation solutions
is designed to help IT organizations manage, secure, and

support all IT assets.
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New features in ServiceDesk 7.0
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