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Legal Notice

The information contained in this presentation is the confidential information of BMC Software, Inc.
and is being provided to you with the express understanding that without the prior written consent
of BMC, you may not discuss or otherwise disclose this information to any third party or otherwise
make use of this information for any purpose other than for which BMC intended.

All of the future product plans and releases described herein relate to BMC’s current product
development considerations, which are at the sole discretion of BMC and are subject to change and/
or cancellation at any time. BMC cannot and does not provide any assurance as to whether these
plans will result in any future releases of the nature described. These future product plans should
not be viewed as commitments on BMC’s part and thus should not be relied upon in customer
purchase decisions.
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Users Demand more

I need it faster

| need it mobile

Make it more intuitive
Make me more productive




The Business Demands
More

How can | understand the
impact of IT on critical business

services?

How can | get insights into the
health of the business?

How can we improve the
customer experience?

How can we save money?




You Demand More (and _ 1
you should!)

How can | meet the needs of users
and the business?

How can | get the most out of my IT
solutions? -

How can | get to new innovations
faster?

All while protecting your
investment




Remedy Customer Survey Results uuy 2014, n-s08)

750+ 570+ 70+

Custom Integrations Unique Third Party
Applications W';ggy;fu”tfom"d Applications
Built Integrated

24% Project Mgmt.

17% Human Resources o
16% Security (Access Req.) 8 9 /o 1 44

Percentage who
would like an

application on the
B ol for ITIL Adherence

Say Remedy Meets or Willing to Be a
Exceeds Expectations Reference




Our Vision

Re-invent ITSM to Deliver Breakthrough Business Productivity

PLATFORM USER

BUSINESS CONSUMER IT & SERVICE DESK STAFF

Service Desk Agent

Global Business User Service Delivery Manager

Process Owner

System Admin

Business Analyst

Developer

By delivering extreme automation via a powerful platform to empower

the digital service revolution

BMC Confidential/Subject to Change
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JIM, SERVICE DESK AGENT

Typical Organization Chart

Core Tasks

espands to drect Wiz phane or ather madum.
Respands o incident tickets refarred fram other SD sgemts.

Records infarmatian about the customer’s Issue | requast in the
ITSM system.

Ty wmdudumnc’smlwnﬂeuh

with the

-=

if unable ta resaive | complete, finishes the recarding of the MM
racord (or updates the record) and resssigns It to ather SDagent/

1~jina 5D Agent (Franting)
27 | 3+ling 5D Agent (Spacialist)

After resa of Iasus, 1th (via phana,
amail or ather madium) ta canfirm Issue can be clased.

Pravides customar with infarmation an ather lagged
tcketaraguasts, and logs naw tickats

=ges the day ta day operatian of the SenviceDask (rdle

Strang computer solls, often with
spacializatian in spacific IT domain.

asggnmaent, wark ratas, etc)

Oversess the quaue of asaignad wark (Incidants, wark arders,

)

ta suppart or

<.

Handies customer sanvice escalations.

Deltver good customer service | customar satisfection

Records outages

Mawt coll handling metrics 2 of colls erawerad, everage spaed of
orswer, et

Manitors SenviceDask parfarmance sgainst KPis and manages
Imervention processes whare necessary.

Quality of incident mancgement: correct dessification, first call
. ey .

Manzges devalopment of SenviceDask staff.

BMC Confidential — Subject to change

Farticipant in “war room™ for large mutichange iImplementations

Take prosctive steps to ensure SLAS are met

Shares kenowledgetodizitemp: ta imprave team perfarmance




User Centric Design Aproach

Contextual
Proactive
Insightful
Flexible
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SERVICE DESK

Tools are outdated, clunky and
difficult to use — too many formes,
too many clicks

EXISTING TOOLS:

3¢ Built around process not people

3¢ Takes too long to input data

3¢ Relevant data gets lost in the tool

3¢ Fixing issues takes too long

3¢ Mobile apps are limited




Introducing BMC Remedy with Smart IT

BMC Remedy with Smart IT ® ) Alen Albrook -
Dashboard  Console  SmartRecorder  CreateNews Historyw  Configuration CO ntext_awa re’ fo rm Iess user

experience for Remedy IT users that
drives quick, personalized service

Social platform for IT teamwork and
collaborative success and learning
built around service delivery and
support

Responsive, mobile toolset with
modern field support features at no
additional license fee




Formless &
Context
Aware

Dynamic
Suggestions &
Collaboration

More Insight, Less Effort

can't print

Joe Unser

Joe Unser Headquarters, Building 1.31
Human Rasources 1114 Eighth As st

Fl
12125555454 (88) (000 L 10006

INTERACTIONS

Find
Answers &
Solve
Problems
Quicker

More
Productive
with Better

Service




EXPERIENCE

More Functionality, Fewer Clicks

M Inbox (43) - jeffmolough X V| <& TSM Blog- BMCBlogs % 1 4 Twittes / Notifications % ) (@ Smart [T Unwersal Client %
= C [ dm-aus-000199.bmc.com .

T ]e L 2050X .
consumel'- % Apps (] Imported From IE files///C/lsers/pmok... s Sea ITSM tooks: For.. [ Seles Play Q3 Q4 call. Remedy confluence .. C i QUICk

Style BMC Remedy with Smart IT Learning &
Experience Dashboard Console Smart Recorder Create New v Search Sha red
Knowledge

Web pages loading slow
[3 Incident # INC2403 [ED

Fast User
Social Based Adoption &

Interactions . PelerB\shuf) cadway ‘ e Cancel More
Satisfaction

1604 681-1601

n/a

The web pages seem to be loading very slowly for users on the west coast




ACCESS

Same Service Desk, Any Device

BMC Remedy with Smart IT

Caereos crscie  SmartRecorder Creste New s Configuration

Comprehensive
& Native Device
Integration

Instant Data
Access

Better
Customer
Service,
Everywhere




& INSIGHT

Real time sharing & issue resolution thr sourced information

Oammon VPN connection issue Resources (14
R 12422

Instant Dat

Draft 2026 1 51pn Mark Doe commented.
Access R 9 TR————— SO Cial Discussion

. uninstalling the V curity Essentials pal
Here are several techniques you can use to troublashoot common VPN connections.
described in the referenced knowled;
Thare are four type of problems that tend to occur with VPN connactions:
N connection being refected
nce of au unauthorised connection.

inability to reach locat that lie beyond the VPN server.

ability to establish a tunnel 0 Nicole Eyrie commented.
The VPN connection is rejected

‘When | saw this window, | was literally shocked! It
If your VPN server is rejecting client connections, the first thing you need tc TS0 (T nencow, wams = e

. 1010 ack e ke i 0 g A . pocko Knowledge
COIIa boratlon ‘ A : ice ‘ -“":’:, "Iuri':k.‘n‘\ldv.‘u this by opening the server's Control Panel and clicking on the Administra e ;y”v;j,w:::\s“:ur ':N
, o by the S Search

[ <> ) showan

Nicole Eyrie commented
Location. | Automatic -
ArPort will chec out details and reply.”

o HUAWTI Mobile

oue




Service Desk

Knowledgeable workforce, satisfied customers & productivity on both sides of the service desk

Remedy with Smart IT

with Smart IT
Persona Based s

John
Sauntis

Simple to Use
P People Not

Process







