
Incident änd Problem Management milestones provide measuräble benetits änd value äs
you move from simple incident handling to multi-level problem and root cäuse analysis änd on

to pre-incident p.oblem resolution. Blvlc Software is the right choice for helping you ächieve

best-practice incident and problem management because we:
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> Enable you to establkh än äutomäied

workflow-based approach to managing
incidents änd problems

> Help you implement an intelligent,
enterprise-wide tro!ble-ticketif g system
with ä searchable knowledge base and an
escalation system that prioritizes incidents
according to service levels

> Leverage your existing investmefts thror.rgh
tight integfatiof with third-pady inveftory

discovery iools, netvvofk and systems
ma.agement prodlcts, ERP and CR[4
applications, Web Servlces and industry-
standard interfaces

> Increase ROI through improved seruice desk
productivity: solve problems faster, reduce
on-site help visits and lower se.vice desk

Link service deak and event managem€nt to priori t ize and al ign service support

with business operätions to minimize the adverse impact of disruptions.

Al too often, the service desk acks the inforr.ation it needs to restore normal

service operation to the business quick y. With the increasing dependency of cr i t lcal

buslness servlces on lT, i t  is more important than ever to proäctively identi{,

prioritize and reso ve threats to service-

ncldent and Problem Management enab es you to quick y restore lu lT

> Tying lncidents, problems and setulce leve ägreements to cit lcal

ous ness serv ces

> Accurately identl{ying assets and l inking them with the buslness services

they support

> Conso idating dlsparate help desks lnto one service desk function

> Searnless y lntegrating your service desk with network ancl system

rnanagement functions

Incident and Problem Management provldes a dlrect path to Business Seryice

Management by l inking seruice desk and event rnanagement, a igning service

support with business operatlons to reduce disruptlons. When dlsruptions occur,

you can restore noTmal service operation qulckiy and reduce the adverse

impact on the business-

ROUTE TO VALUE ARCHITECTURE
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Highlighted elements indi.ate keytechnologies and
relätionships Ior Incident and Problem Management.


