
Manage IT Services with 
Confidence and Control 
Service Management enables IT to capture business demand,  
create IT services and manage them with quality and efficiency  
in response to changing business needs.

Business issues 
The pace of change taking place today is unprecedented. The 
impact on IT organizations aligning to meet those changing 
business needs is significant. Historical approaches to leverag-
ing technology have further compounded the problem. Many 
IT Service Management initiatives have failed to deliver true 
business value due to their focus on point products, poor imple-
mentation and slow end-user adoption. 

Service Management:  A Simplified Approach
CA is changing the way IT Service Management solutions are 
delivered by making yesterday’s products into today’s integrated 
features and providing clear, incremental integration paths to 
more complete service management. We have simplified every 
aspect of our IT Service Management portfolio with a singular 

focus on increasing time-to-value. We have unified our products 
to deliver greater value with more functionality; simplified our 
pricing structure; built role-based user training content and sup-
port; and leveraged published use cases and best practices such 
as ITIL® in both products and implementation services.

The Result 
Service Management simplifies the delivery and support of IT 
services and gives you the visibility and control to manage busi-
ness demands, respond to change, and communicate value  
in business terms. 

Service Management focuses on essential management  
capabilities needed to deliver IT services with confidence  
and control:

Capabilities Benefit

Service Desk Management Improve quality and responsiveness of IT support for incidents, problems, changes  
and configurations by automating service desk, self-service, knowledge management  
and root cause analysis.

Change, Configuration  
and Release Management

Unify the handling of infrastructure and application changes by automating compliance  
policies, improving service availability and reducing risk from uncontrolled changes.

IT Asset Management Get complete visibility and control of IT assets throughout their lifecycle to  
reduce costs, mitigate risks and support compliance initiatives.

Service Level  
and Catalog Management

Gain real-time insight into service performance and manage customer demand with greater  
transparency and efficiency.

IT Client (Device)  
Management

Increase the efficiency and security of desktops, laptops and devices by automating the  
end-to-end processes needed to manage them.

Service Management



CA Service Management: Accelerating Time-to-Value
 Unified Product Offerings 
•	�CA has made it easier for customers to achieve more complete and integrated  

IT Service Management capabilities and support for essential ITIL processes.  
By unifying essential IT Service Management capabilities into our products,  
CA is helping lower the total cost of ownership by making it easier to purchase, 
implement, maintain and support a complete IT Service Management approach.

 
Implementation Best Practices

•	�CA Green Books are online publications available to customers to accelerate the 
value of their IT investment by offering real-world solution scenarios focused on 
implementation and deployment best practices. These guides include integration 
across multiple CA products; sample environment setups and configurations; and 
instructions to help perform implementation tasks.

•	�CA Deployment Playbooks offer a consistent and proven step-by-step approach  
for CA Services to deploy CA IT Service Management products from design  
to final training. Backed by more than 30 years of implementation experience,  
CA Deployment Playbooks were created to help customers see initial business  
value from their IT investment within 90 days. 

 
Increased End-User Adoption

•	�The CA Productivity Accelerator greatly reduces the time it takes for end- 
user adoption of CA Service Desk Manager. CA offers an automated  
content development platform that helps organizations create and publish  
documentation, training and support aids in a single development session.  
From business process documents and user manuals to online simulations  
published to an HTML website, organizations can create and publish content  
in a wide variety of formats with just one development effort.

Why CA
• 	�Simplified products, pricing, packaging, delivery and training with a singular  

focus on increasing your time-to-value

• 	�A comprehensive portfolio to automate essential ITIL processes covering  
Incident, Problem, Change, Configuration, Service Level, Service Catalog  
and Asset Management

• 	�Recognized market leadership in Service Desk, IT Asset and Client Device 
Management based on seven noted analyst market reports

• 	�Factory-built implementation playbooks and end-user adoption support  
to ensure consistent, successful delivery

Customer Notes

“�CA’s Service Management solutions 
have accelerated our ITIL adoption rate 
and have been integral to the improved 
service levels that IT has been able to 
deliver to the business, even as we are 
tasked with managing increased  
demand on IT resources.”

Harry Butler
IT Project Manager
Elbit Systems of America

“�With CA Incident and Problem 
Management, we are reaping the payoff 
of automation by absorbing significant 
growth in call volumes, physical locations 
and numbers of users accessing  
the service desk call center without 
significant increases in staff.” 

Rhonda May
MultiCare Health System
Tacoma, Washington

Learn more about how CA can help you 
Service Management at ca.com/us/service-management.aspx.
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SERVICE MANAGEMENT

Manage IT Services with 
Confidence and Control 
Simplify the delivery and support of IT services and get the visibility and  
control you need to manage business demands, respond to change  
and communicate value in business terms. 

Service Management focuses on essential management capabilities needed by today’s IT organizations:

Learn more about how CA can help you 
Service Management at ca.com/us/service-management.aspx.

CAPABILITIES SOLUTIONS FEATURES

SERVICE DESK MANAGEMENT CA Service Desk Manager • Incident Management
• Problem Management
• Knowledge Management
• Decision-support
• Self-service
• Change Management
• Configuration Management (CMDB)

IT CLIENT (DEVICE) MANAGEMENT CA IT Client Manager • Asset Inventory & Discovery
• Decision Support
• Software Delivery
• Remote Desktop Control
• Patch Research & Management
• System & Personality Migration

IT ASSET MANAGEMENT CA IT Asset Manager • Contract/Vendor Management
• Software Compliance Management
• Lifecycle Management
• Request Management
• Financial Management

SERVICE LEVEL  
AND CATALOG MANAGEMENT

CA Service Catalog
CA Service Assure
CA Service Accounting
CA Service Metric Analysis

• Demand Management
• Service Contracts
• Service Cost/Chargeback
• Service-level Reporting

CHANGE, CONFIGURATION  
AND RELEASE MANAGEMENT

CA Software Change Manager
CA CMDB

• Change Management (Distributed)
• Configuration Management
• Application Change Management
• Release Management




