
Service Management 
Automation Smart Analytics 
Quick Start Service
Set the right foundation for the Big Data Service Desk.

Executive Summary
Big Data enables automation of ITSM pro-
cesses by mining and extracting useful in-
formation from unstructured data. Service 
Management Automation (SMA) Suite Smart 
Analytics helps improve the Help Desk man-
agement, processes, reducing the time and 
effort spent on interaction between end us-
ers and IT, accelerating problem management, 
and improving the search experience across 
a variety of internal and external data sources 
and content.

The SMA Smart Analytics Quick Start Service 
is designed to establish a solid foundation for 
a smooth and successful implementation of 
SMA Smart Analytics. It takes into consider-
ation your current environment and recom-
mends the key actions that will enable your 
organization to modernize its ITSM processes 
and service desk.

Based upon our experience helping custom-
ers with similar projects, we can help you get 
started the right way and leverage quick wins 
from your existing environment.

Service Planning and Deployment

Approach
Micro Focus’s approach to deliver the SMA 
Smart Analytics Quick Start Service is based 
on recommended practices, tested reference 
architectures and methodologies, and our ex-
perience with many similar projects. This will 
provide clear guidance about dos and don’ts 
related to Smart Analytics.

Activities
The Micro Focus consultant will perform the 
following activities:

 ■ Run a session to introduce you to Smart 
Analytics to set a solid foundation 
for the Big Data Service Desk

 ■ Perform a short demo of Smart 
Analytics to stakeholders

 ■ Agree on a set of metrics to establish a 
baseline that can serve as a reference 
to measure future improvements 
stimulated by the use of Smart Analytics 
in the customer’s environment

 ■ Assess or validate parameters that impact 
the installation usage of Smart Analytics in 
the customer’s production environment
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Key Benefits
 ■  Familiarize your stakeholders with Smart 

Analytics and avoid common pitfalls

 ■  Create a solid foundation that will enable you to 
build your business case for Smart Analytics

 ■  Receive guidance for a successful 
implementation of Smart Analytics
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 ■ Define/validate high-level architectures 
and sizing for development, test, and  
production environments.

 ■ Install Smart Analytics on a sandbox  
environment

 ■ Load test data into the sandbox  
environment

 ■ Analyze test data, discuss results and 
findings of the analysis, and provide 
recommendations on how to tune 
Smart Analytics for improved results

 ■ Create a high-level implementation 
roadmap and plan as described under  
Outcome below.

Outcome
The findings and results will be summarized in a 
high-level implementation plan document that 
includes key milestones, quick wins, and rec-
ommendations on how to get the most out of 
the SMA Suite in the customer’s environment.

Customer Responsibility
To ensure a successful and secure service deliv-
ery, you must, prior to service commencement:

 ■ Provide a sandbox environment 
on which to install the demo system 
and give Micro Focus personnel 
access to this sandbox

 ■ Provide a representative amount 
of test data that can be extracted 
from your existing system

 ■ Provide Micro Focus personnel 
with access to your building facilities, 
sandbox system, passwords, 
administrators, etc. as needed 
during normal business hours.

 ■ Assign designated person(s) from  
your staff who will grant all approvals, 
provide information, attend meetings,  
and otherwise be available to assist  
Micro Focus in facilitating the delivery  
of this Service.

 ■ Attend Micro Focus conference calls and 
be able to access Micro Focus virtual 

meetings. If you cannot access Micro 
Focus virtual meetings, you must provide 
an alternative online meeting capability.

Note: Prior to service delivery, Micro Focus will 
provide a specification for the sandbox.

Scope Limits
 ■ Any Smart Analytics implementation 

activities outside the sandbox environment  
are out of scope.

 ■ Micro Focus uses a forty (40)-hour work  
week as its standard.

 ■ The service delivery times will be subject 
to local Micro Focus standard business 
hours, excluding Micro Focus holidays,  
unless otherwise agreed to in writing  
by Micro Focus. 

 ■ Depending on the customer environment, 
the installation will be done on a fresh 
sandbox environment based on the 
latest available version or a copy of 
the existing customer environment.

 ■ Depending on the customer environment, 
the installation will be done on a fresh 
sandbox environment based on the 
latest available version or a copy of 
the existing customer environment.

Duration
Estimated effort of the service delivery is three 
(3) days (8h) that are delivered within one week. 
During this three-day timeframe, several work-
shops and meetings will be scheduled, and 
your stakeholders will be expected to par-
ticipate. A detailed agenda will be provided in 
advance to facilitate proper planning and to 
ensure attendance by your key stakeholders.

Beyond This Service
Following this advisory assessment, Micro 
Focus offers a complete set of end-to-end 
services for ITSM initiatives through imple-
mentation, integration, and managed services. 
These can be ordered pursuant to a sepa-
rately agreed statement of work. In addition, 

education services are available through all 
stages of an ITSM Transformation Journey.

Micro Focus Responsibilities
Micro Focus shall observe Micro Focus work 
rules and security and safety policies while 
performing the Service.

Terms 
Micro Focus Customer Terms—Professional 
Services. The services described in this data 
sheet (“Services”) are subject to the Micro 
Focus Customer Terms—Professional Ser
vi ces posted at www.microfocus.com/en- 
us/legal/end-user-agreement-terms (the 
“Terms”). All capitalized terms used in this data 
sheet, but not otherwise defined, will have the 
meaning set forth in the Terms.

Rescheduling. Customer may reschedule 
Services by providing written notice ten (10) or 
more business days in advance of the sched-
uled delivery but only if the revised schedule 
results in completion of delivery within one 
year from the purchase date. If Customer noti-
fies Micro Focus of rescheduling less than ten 
(10) business days prior to the offering start 
date, the obligations of Micro Focus to deliver 
the Services are considered fulfilled and the 
rights of Customer to receipt of the Services 
will expire.

Change in Scope. Changes in scope to the 
Services are not allowed. Customer may re-
quest additional or different services, if avail-
able and at additional cost, through a mutually 
executed statement of work.

Services; Acceptance. Services do not in-
clude hardware maintenance and repair, soft-
ware maintenance, or other standard support 
services provided by Micro Focus; software 
as a service; managed print services; or out-
sourcing services. Deliverables are deemed 
accepted upon delivery. Any acceptance cri-
teria or procedures set forth in this data sheet 
apply only to the Services specified herein and 

https://www.microfocus.com/en-us/legal/end-user-agreement-terms
https://www.microfocus.com/en-us/legal/end-user-agreement-terms


do not apply to any other products or services 
Micro Focus may supply or has supplied to 
Customer, regardless of whether such prod-
ucts or services be used in connection with 
the Services.

Authorization to Install Software. During the 
provision of Services, Micro Focus may be re-
quired to install copies of third-party or Micro 
Focus-branded software and may be required 
to accept license terms accompanying such 
software (“Shrink-wrap Terms”) on behalf of 
Customer. Shrink-wrap Terms may be in elec-
tronic format, embedded in the software, or 
contained within software documentation. 
Customer hereby acknowledges its respon-
sibility to review Shrink-wrap Terms at or prior 
to installation and hereby authorizes Micro 
Focus to accept all Shrink-wrap Terms on 
Customer’s behalf.

Existing License & Support Agreements. 
Services may be in support of a Customer 
license to software under a separate agree-
ment and, in such case, the separate agree-
ment shall govern all use by Customer of such 
software and these terms shall relate solely to 
the Services. These terms are not intended to 
modify, amend or in any way affect the licens-
ing, warranty, or other provisions applicable 
to software products separately licensed by 
Customer from Micro Focus or any other party 
unless expressly provided for in the applicable 
data sheet.

Payment; Validity. The Services will be pre-
billed. Pricing for the offering may vary by 
country. Customer must schedule delivery to 
be completed within a period of one (1) year 
from the date of purchase. Notwithstanding 
the previous sentence, Micro Focus’s obliga-
tions to deliver the Services are considered 
fulfilled and Customer’s rights of receipt of the 
Services will expire one (1) year from the date 
of purchase.

Pricing for the offering may vary by country.

Cancellation
To avoid a Cancellation Fee as defined herein, 
you shall notify Micro Focus in writing of can-
cellation or rescheduling at least ten (10) 
bus iness days prior to the offering start date. 
Cancellations or rescheduling with less than 
ten (10) business days notification will incur 
100% of the offering fee (“Cancellation Fee”). If 
you cancel with ten (10) or more business days 
in advance of scheduled delivery, you may re-
schedule only if delivery will be complete within 
one year from the purchase date.

Learn more at
www.microfocus.com/itsmservices
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