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Forward-looking statements

This document contains forward looking statements regarding future operations, product
development, product capabilities and availability dates. This information is subject to substantial
uncertainties and is subject to change at any time without prior notification. Statements contained
In this document concerning these matters only reflect Hewlett Packard Enterprise’s (HPE)
predictions and / or expectations as of the date of this document and actual results and future
plans of Hewlett Packard Enterprise may differ significantly as a result of, among other things,
changes in product strategy resulting from technological, internal corporate, market and other
changes. This is not a commitment to deliver any material, code or functionality and should not be
relied upon in making purchasing decisions.
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HPE confidential information

This Roadmap contains Hewlett Packard Enterprise (HPE) Confidential Information.

If you have a valid Confidential Disclosure Agreement with Hewlett Packard Enterprise ,
disclosure of the Roadmap is subject to that CDA. If not, it is subject to the following terms: for a
period of 3 years after the date of disclosure, you may use the Roadmap solely for the purpose of
evaluating purchase decisions from Hewlett Packard Enterprise and use a reasonable standard of
care to prevent disclosures. You will not disclose the contents of the Roadmap to any third party
unless it becomes publically known, rightfully received by you from a third party without duty of
confidentiality, or disclosed with Hewlett Packard Enterprise’s prior written approval.
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Agenda

—ITSM and the Big Data Service Desk

— HPE Service Anywhere August 2016 Release
— Demo

— HPE Service Anywhere Customer Programs
—Where to go from here

— Key takeaways

- Q&A
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ITSM and the
Big Data SaaS Service Desk

Why care?



IT service management is changing...
Challenging budgets, emerging trends, new stakeholders, and growing complexity

Public ¢io,,

. <h
G (0 \

WV (5 [ ——
S Icl rllﬁQLu]Ilcrpll r\([ﬂ

@) " S
ol ? -y U /\\ %
A

Mobile

o .
N Social

Big data

| Self-service
Private cloud of \1

Compliance

Multiple suppliers
ﬁett Packard CO“s“

Enterprise



IT Service Management challenges
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Service desk
seen

as slow and

unresponsive

Inadequate
or limited
self-service

Too many
manual tasks

Unknown
asset usage

Long
deployments
and
expensive
upgrades
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The inevitable business impact

Dissatisfied users bypass the service desk

Inefficient service desk at a high cost

Low service quality at high cost

Proliferation of shadow IT and LOB initiatives

Overspending on assets

—
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The HPE Service Anywhere difference
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and agility

\

Automation and
ease of
administration and
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experience
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HPE Service Anywhere
Comprehensive SaaS Service Desk based on industry best practices

Engaging
Collaboration UCMDB
Embedded Actionable
. , Smart Phone
Big Data Analytics
OOB Best Social Self- Tablet Continuous
Practices service Delivery
. Codeless
Integrations Configuration
O Request & Fulfillment
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Project and Program Problem Software Asset
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Analytics
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Tangible benefits

for Internationa
Development

DFID reduces IT service desk phone calls by 50%

Challenge

— The UK Government’'s Department for International
Development (DFID) needed to deliver efficient and
effective IT support to 3,000 staff in disparate locations
across 50 countries

Solution

— HPE Service Anywhere simplifies and consolidates
service management by providing a single point of
contact for all core IT processes including incident,
problem, change, request and knowledge management

Result

— 20% fewer request tickets raised

— 50% reduction in service desk phone calls

—
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August 2016 New Features
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Agile continuous delivery in action
See the ITSM blog on HPE.com for more details of each update
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User experience
Simple, modern & beautiful to enhance productivity and user satisfaction.

Modern Design Social Collaboration — Self-service On-the-fly translation

INTERACTION HISTORY (1)

auEsToHs RO

U service e " e a 4 @
g wmem ] »
Why can'tiu .
How te Connect the Network from Your Lk
PROCLCTIVITY- AND NETH ¥ L G Smartphone At Home =
' How do) i

COLLABORATION

8 =l eodcoessshoddbeusedon Unixsydemsand NonPCODE b ;
E: © Couldit Find What Vou'e Looking For? I
« Intuitive and Integrated » Self-sufficiency with social experience ¢ Effective communication between
« Web, tablet, smart phone « Handle requests of all types employees and agents for a global,
- Create your own experience » Proactive suggestions of solutions multi-lingual customer base
- Free access, designed to make  * Grows knowledge organically * Requires Google Translate license
users self-sufficient
—
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Smart
Understand and predict users’ needs to reduce the learning curve, provide better answers

Automation Hot topic analytics Proactive Live Support

Ovte vl ermal

Details.

Optimized experience for live

e Industry leading automation * Unstructured data analytics h based ;
 Fully leverage HPE OO * Identify hidden trends . ?Za(l)lg(rad;zials iuiﬁgﬁjrdin their
e Automate Change and Request » Actionable — improve knowledge, g

recently opened requests
Proactive suggestions to resolve
ticket on first touch

enhance catalog offerings, and
perform proactive problem

— management
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Best practices
HPE expertise built-in to leverage directly or configure codelessly for improved time to value.

Shared Service and
Excellent experience out-of-the-box Codeless Configuration Managed Service Provider

« Guided tours and welcome screen « Simple graphical interface to modify * Service Providers can view
« Short implementations, fast TTV process flows, model, and forms consolidated dashboard across
» Customers have gone from POto ., pNo programming required customer tenants

ion i : : :  Manage single queue according to
Production in a month « Retains custom configurations for Serviéqe Levgls gnd Priotities J
— seamless upgrades
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The complete service lifecycle
Non-traditional service desk capabilities that contribute to overall service management

Application Portfolio Management Idea and Proposal Management

Collect feedback and ideas from

 Maintain accurate records of software,

devices, and infrastructure assets employees
« Control changes to assets * Manage proposal life cycle through
 Manage new releases of assets refinement, review, and approval
» Extend ideation proposal to project and
— program management.
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August 2016 release themes

2 Search

Good morning, Mike

& Pending your approval

Samsung Galaxy Sé M0b|||ty SerVice on the GO

1100 %

— Improve employee self-sufficiency and satisfaction
by making services accessible anywhere

Request PORO0Q0O42-PROO0OLE
Requested by Mike Johnson
pe Manager

PENDING APPROVAL March 3, 2016

X Deny + Approve

Fast and secure

— Deliver new features faster and protect critical
functions

Trending in your organization
OneDrive bundle

BROWSE CATEGORIES °

IT efficiency
= S — Increase efficiency and satisfaction of service desk
= ' : managers, agents, and administrators

—

Hewlett Packard

Enterprise



Mobility

Service on the go

i © "M 66% 16:50

Search

Q

Good morning, Mike

You might find useful

é%‘ Set portal access from
k SUPPORT

Instructions for setting you
deskrop to get access from)

@ Order portal mobile ag
{ SERVICE| 1,658 $

Securely get access in your
for your portal or other org

e Order virtual badge
& o

Secured home acces to you
or other organizational ap|

—
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BROWSE CATEGORIES

Good morning, Mike

(=W Panding youwr appiewal

Samsung Galaxy 54
17904

e PORIN0E2-ORO00LT
£ Mise dohrzon
re Manager

® Deny +  hpprave

= Dresalirims ingiallaticen °
EROWSE CATEGORIES

Self-service portal as a new mobile app,
called HPE Propel

Uses Big Data to understand user activity
and display the right information at the right
time

Employees can self-solve issues, order
services, submit tickets, and track requests

Today works with HPE Service Anywhere
and in the future will connect to additional
catalogs and services

Available for Android in the Google Play
Store and soon for i0OS in the Apple Store
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ChatOps %76 ¢

Link people and systems via chat

Lo #eore-trade-service '@ — Seamless integration with Slack and Hubot

September 14th «
AllFile Types = b4

e L _ - for collaboration on ticket handling for fast
T’f::jl‘:edesignpa:.kage.r!cftx tiCket reSOIUtion

# core-banking-service

@ijim.ops : Stock qucte request too slow

jim ops AM
(@AppPulse !triage “core-trade-service”

AppPulse
Service: core-trade-service is slow for “Get Stock Quote” request (appPulse-ref "FAA305") .

B

- B — Chats between agents, managers and
G rme other stakeholders are automatically added
B

to tickets

. Get Stock Quote
.Gel Stock Info s7
Get Stock Trend n

DB query SELECT History. Price

jim.cps
3- (@NGA 'who-is-resporsible “Get Stock Quote”

NGA 10 AM
@anna.dev has committed change to Class “GetStockQuote” in build “852"

- anna.dev 1073 A Service operation manual
L. Oops... | probably didn't optimize the index. fixing it now lingyan 218 P
@SAW lupdate IM10059" lassign-to “anna.dev” lopen-defect

Service Anywhere 1
1 |m10089 updated; assigned to @anna.dev; opened defect DEF349 in NGA

NGA 10:13 AM
— DEF348 opened - “Stock quote request too slow™ assigned-to @anna.dev

jim.ops M
r Thanks @anna.dev . Let me know when you are ready to deploy afix to production

—
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ChatOps architecture
across the broader HPE Software portfolio

Slack
Flowdock
HipChat
Campfire
MatterMost

—
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Operators Collaboration Tools

& cCloud

% Hosted

(on-premises)

HPE Integrations

& (11}
-
«A~ AppPulse

=

Support
Customers

Hubot Enterprise ﬁ]IRA
Pgithub &

.mongo
3" Party Integrations ('1@
@ Jenkins :
PostgreSCL

APupRgt <

<

SM

SAW

OMi
AppPulse
SIS

CSA

ALM Octane
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On-Call Schedule Management

Agent calendars

— View your calendar including on-call shifts, working
hours, and vacations

— View and edit the calendars for your direct reports

On-call schedules

— Set on-call schedules for functional groups with primary
and secondary on call agents

— Use business rules to automatically assign tickets to the
current on call agent

— See which agents are On-Call when assigning to a
member of the group

Group assignment strategy

— Select the best assignment strategy for your group:
Automated based on shifts, smart cascading notification
for on call assignees, broadcast new tickets for team to
self-assign...

—
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= ON-CALL SCHEDULE

Data Center-Service Desk

On call right now il £00 Pr

© & User, admin »
= 1BASaT

0 g deviiserd, deviserd

Group members

£ deviserd, devtiser:

‘_ User, admin

GROUP CALENDAR (s} devlioerd, deve. |
< | > oAy MOHTH

~+ A on-call shi t
Tue 1 Jum 2006 | Wed 15 Jun 2014 | Thu 16 Jun 20% Fri 17 Jun 2000 Sat 1 Jun 2006 S lunZ0% | Mon 20 Jun 2014
On-call shift
08.00AH
1 devusez,
denvUsen?

Orcall sty
o

~ Assignment

Current

. Service Desk X v
assignment
Service desk * | Data Center-Service Desk v || B
group
Owner | n ite =
Expert group ‘ Q =
Expert assignee | N - (| =
_ nUser_.admin M
External
reference... 0) § devUser2, devUser2
. .. devlser2, devlUser2
> Major incider| B
1 User, admin
~ Resolution
Problem candidate




Project Management and Portfolio Optimization

PPO Official Release

— March 2016 release introduced Portfolio
Optimization in Controlled GA mode. In
August 2016, released in Full GA mode.

PPM to ITSM Integration
— PPO will allow import of HPE PPM data to run
optimization scenarios.

Integration framework

— As part of HPE PPM Integration, we are
enabling a general purpose integration
framework.

—
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Human Resources

New, dedicated, support for HR
processes

— Based on HR best practices for
approval/review, long standing status,
acknowledgement, etc.

HR Support Request

— Can be configured and managed
separately from IT service catalog
requesting processes

— Designed to streamline processes not
requiring approval or validation

Editable Meta phase “Display” name

— Configure end user facing display
name

— Also applies to IT Support and IT
Service processes

—

Hewlett Packard
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Log

Classification

Approval Fulfillment

Pracess

Validation Done (End)

Close

Abandon

Properties Rules (127

Mame « Clazsification

Display name - E Classification
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Demo
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HPE Service Anywhere
Customer Programs

| I—
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Design Partner Program

Enhancement
Requests

Special Interest
Groups & Forums

Strategy Day

—

Hewlett Packard
Enterprise

— Well defined series of programs for involving
customers, partners & internal experts in the
user-centered design process, to help ensure
market and customer goals are met

— Design Partnerships (DP):

— Typically start once a release is conceived,
very early in process

— Members will participate in various activities
including surveys, interviews, contextual
inquiry, prototype testing, usability testing, etc.

— Legal paperwork required.:

—TSFP Master (no expiration, sign once)
—Design review (per program, expires)



Practitioner’s Forum

— To share advanced technical information with
teams responsible for HPE Service Anywhere
implementations

— Audience: Customers and Partners

— Topics announced in advance via the
HPE Service Anywhere community

— 60 minute sessions comprised of technical
demos and “office hours” for Q&A

— Recordings will be available on HPE SaaS Tube.
— First session: September 14, 2016 at 8 am PST.

—
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Resources
Events
Key takeaways
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Supporting points of view

A Forrester Total Economie Progect Director:
Impact™ Study Bob Cormisr, Vies
Commissionsa By HPE Preaident And Principal
Conauttant
Aprii 2018

The Total Economic
Impact™ Of HPE Service
Anywhere

Cost Savings And Business Benefits
Aftributed To HPE Service Anywhere

FORRESTER

Forrester: The Total Economic
Impact of HPE Service Anywhere

—
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Gartner

Apply Machine Learning and Big Data at the IT Service Desk to
Support the Digital Workplace

29 February 2016 | 1D

0291926

Analyst(s): Colin Fletcher, Katherine Lord

Summary

180 leaders have been providing machine learning, big data and increasingly smart analytical solutions to business units for years. It's
time 10 take advantage of these technologies at the IT service desk to support the proactive, personal and dynamic needs of the digital
workplace._

Overview

Key Challenges

The traditional IT service desk will not support rapidly evolving digital workplace needs, which include increasing employee
engagement, exploration of new ways of working and exploitation of consumer-oriented technologies.

IT service desk 1eams primarily use 1ools largely designed around reactively handling large velumes of incidents and requests

IT service desk teams that averinvest in basic reporting capabilities will have few resources to invest in proactive, predictive
technologies.

Most service desk teams do not have the skills or experience needed to work effectively with modern machine learning, big data and
other IT operations analytics products and services.

Recommendations

Invest in machine learning, big data and other smart-machine technologies to make current and future IT service desk operations
proactive.

Shift spending on reactive-driven "analytics” capabilities that are essentially reporting into machine leamning, big data and other
smart-machine technologies.

Strategic Planning Assumption

By 2019, IT service desks utilizing machine-earning-enhanced technelogies will free up to 30% of SUPpOIT capacity.

Introduction

Demand for infrastructure and operations (1&0) leaders to support and enable the digital workplace continues to grow (fer a definition
of the digital workplace, see the Acronym Key and Glossary Terms below). ' Yet, the majority of technologies, roles and processes
utilized are fundamentally designed around a reactive paradigm (see "Advance to a Proactive I&0 Organization in Four Steps” ). This
trend continues as investments in further automating and optimizing the volume and quality of reactive operations continue unabated,
as reflected in continued IT service support management (ITSSM) tools market growth, and only serves to reinforce a reactive future
(see "Market Share Analysis: IT Operations Management Software, Worldwide, 2014").

By contrast, the digital workplace centers around proactively promoting employee effectiveness and engagement through a more
consumerlike computing environment, which in turn requires:

Gartner: Big Data for the Service Desk

IT Central Statior]

HPE Service Anywhere
[ 1 vk o k1 6 Reviews

Overview | Reviews | Deep Dive | Pricing | Alternatives | Consultants

What Is HPE Service Anywhere?

OVERVIEW

HPE Sefvice Anywnere IS a comprenensive, BIg Data S3as Service 0esk Dased on INAustry best
practices and bullt on a modern, scalable platform. HPE Service ANywnere Is easy-10-Use with no
Instaliation, Seamiess upgradas, and fich CUl-ol-Ne-box Capaniitias,

Using Blg Data analytics. HPE Service Anywhere proactively suggests knowledge during the natural
course of service desk aciivitles based on what Is trending and most relevant. Elg Data Is embedded,
analyzing all useful ITSM data across traditional structured records and previously unused,
unstructured data. Combined with soclal collaboration and an atiractive, madern Interface, employees
become more self sufiiclent and tickets are reduced. Agents also become more efficlent as tickets

are automatically categorized and assigned to the appropriate agent, and when an agent reviews a
service request. ine system offers Information ihat can resolve ihe Issue and helps fillIn required flelds.
Elg Dala also provides Insights Into rends to help process owners become more proaciive, Improving
service quallty.

QUICK t Gepioy — YOUT SENVICe JesK Can De Up and Funning In Just a few SNOM wWeeks. ONce depioyed,
It 15 then Simple o J0minister and M3INLain going ToTWard. Upgrades are efiectively efforiess. Its out-
Of-tNe-DOX CapaDiliies reauce the Need for CUSIDMIZAtIoN and TUrtner gecrease IMplementation umes
ang assoclated costs.

For additional Information read the Forrester Total Economic Impact Study on HPE Service Anywhere.
To try 3 30-0ay e trial of HPE SeMvice Anywnera, visi: NDe.com/sonware/servicenesk
SAMPLE CUSTOMERS

unitea Airnines

America First Credit nion
AerLingus

POINICICK Care

Faro Europe GmoH

The Huttan Institute
Tunise Electronique

HPE Service Anywhere Reviews
W W W1 4.3 0ut of 55tars (5]

Jared Fianders 'S 228 Jun 24 2016

The Simplicity Of Live Support Is A Top Feature Since It
Has Big Data Behind It.

Systems Monitoring Engineer

e e St iy, Valuabie Fealures: From the user perspective - we don't use

empioyee self-service, o | would consider a user the help desk

‘You + 702 Followers

=

intelligence 8t the Edge

HEWLETT PACKARD ENTERPRISE
VIDEOS

Sea Why You Need a Big D...

FARO Aims for Zero Incide...

LuxairGroup: A Customer S...

SCREEN SHOTS

* |T Central Station

e G2 Crowd

 Gartner Peer Review



https://www.gartner.com/doc/reprints?id=1-311OQ23&ct=160314&st=sb
http://www8.hp.com/il/en/leadgen/leadgen_preview.html?objid=4AA6-5329ENW&siebelid=560026401&sectionid=pdf&returnurl=/il/en/secure/pdf/4aa6-5329enw.pdf&simpletitle=servicedesk&subbu=tsg.software&parentPageName=3.0&analytics_page_name=3.0&parentUrl=http://www8.hp.com/il/en/software-solutions/service-desk/&compURI=tcm:148-1883450&fv=FLEX2%20SW3&metrics_asset_value=eb&bu=tsg&st=/il/en/software-solutions/service-desk&as=software&wsi=r11374&cu=false
https://www.itcentralstation.com/products/hpe-service-anywhere
https://www.g2crowd.com/products/hpe-service-anywhere/reviews
https://www.gartner.com/reviews/market/itssm-tools

For more information

— Sign-up for the 30-day free trial.

— See the August Release What's New
document.

— Visit the HPE Service Anywhere
Community Forum and Help Center.

— Read blogs on HPE Service Anywhere
and contemporary ITSM topics at
www.hpe.com/blog/itsm .

— Follow Service Anywhere on Twitter
@HPE_ITSM for news and updates.

— Follow Service Anywhere on Linkedin:
HPE ITSM Knowledge Corner

—

Hewlett Packard
Enterprise
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https://saas.hpe.com/signup/try/service-anywhere?server_redirect=1&utm_campaign=hp.com_redirects&utm_content=try_flow&utm_medium=referral&utm_source=hp.com&utm_term=saw#/new-user%20
http://community.hpe.com/t5/Service-Anywhere-Learn/August-2016-Release-Preview-What-s-New/td-p/6875108
https://community.hpe.com/t5/Service-Anywhere/ct-p/service-anywhere
https://saw.saas.hp.com/help/en/full/Content/Home/ServiceAnywhereHomePage.htm
http://www.hpe.com/blog/itsm
https://www.linkedin.com/groups/4828727

Upcoming events

— 18t Practitioner’s Forum (webinar), September 14, 2016
at 8 am PST

— HPE Americas ITOM Summit, September 19-22, 2016
iIn Denver, Colorado

— Big Data Service Desk EMEA Customer Forums 2016
— London, United Kingdom — October 3

— Istanbul, Turkey — October 5

— Paris, France — October 6

— Vught, Netherlands — October 11
— Warsaw, Poland — October 19

— HPE Discover, London, 29 November — 1 December
2016

—

Hewlett Packard
Enterprise


http://www.cvent.com/events/hpe-americas-itom-summit/event-summary-d00d3cc9542045909e08da0fb8476382.aspx
http://stg.www8.hp.com/uk/en/events/big-data-service-desk-cf/overview.html
https://www.hpe.com/events/discover/

Key takeaways
0 D

—

Hewlett Packard
Enterprise

— Big Data increases employee self-sufficiency, reduces
tickets to the service desk, enables proactive problem
solving, and reduces operational costs.

— HPE Service Anywhere seamlessly provides new
Innovation and customer requested enhancements via
continuous delivery.

— Look for the new self-service portal mobile app —
HPE Propel — in the Google Play Store.

— ChatOps enables collaboration on ticket handling for
fast ticket resolution

— HPE Service Anywhere includes built-in dedicated
support for Human Resources processes.



Thank you

e Complete the short survey and opt-in for more information from
Hewlett Packard Enterprise.

wWww.hpe.com
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