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Incident Management

• Incident KPI reports
• Create custom reports• Knowledge reduces time 

to resolution
• Customer, Partner  and 

Analyst authored content
• Links to External content
• Content Ratings
• Full Text Search

• Problem management -
pro active approach to 
Incident management

• Create problem from 
multiple incidents

• Link problem to incidents, 
change requests

• Auto resolve incidents
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Integrated Self-Service Portal

• Provision Software

• Reset Passwords

• Create/view service requests

• View announcements

• Search/view knowledge base



Create 
Packages & 
Programs

Configure 
SM Portal

Advertisement 
Delivered

Software      
Deployed

User 
Requests 
Software

End User

Manager 
Approves 
Request

Manager



Change Management 
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Activities
• Process controls
• Configuration settings
• Monitoring

Reporting

Actions
• Change control
• GRC incident/issue
• GRC problem

Corrective
Actions

Audit Trail
• Compliance Reports
• Compliance History
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Integrated across System Center
Demonstrate performance

Identify opportunities for 
service improvements

Data Warehouse 
repository database

Database Performance

Model data and prune to the right 
subsets

Built on SQL Reporting services

Model-driven 

Data Warehouse: Business Intelligence for IT
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Integrated System Center CMDB
Service Manager Configuration 
Management  Database (CMDB) 
Schema

Common schema across System Center 
products

IT assets are represented as configuration 
items (CIs)

Incidents, change requests, and problems 
are represented as work items (WIs)

Service Manager CMDB Features
Create, update, and view CIs

Create relationships among CIs, WIs, 
IT professionals, and Active Directory® 
Domain Services (AD DS) users

Automatically track CI change history

Service definition and mapping
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