
Making the  
Support Analyst  

a Hero



ITSM Today: Where Are We?  
Advancements in process and technology have certainly benefited the overall 
IT department, but IT service management (ITSM) itself has shown signs of 
stagnation, maturing relatively little over the last several years.
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with little to no change in the 
average cost of a ticket

of business users don’t know 
who’s working on their issue

are searching for answers 
outside of IT

can’t understand 
knowledge documents 

42% 

60% 37% 

These numbers are significant, but tell only part of the story. 

7 years

Source: 2015 TechValidate survey of more than 270 ITSM individuals commissioned by CA Technologies”
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Getting to the Root of the Problem  
To learn more, CA launched a research initiative digging deep into the daily life of 100 ITSM professionals. 
After observing them on the job, we found out more about how they felt, why they made certain decisions, why they 
reached out to various colleagues and why they used so many tools. 

Analysts often use 5 or more  
tools to resolve an issue

50% say issues are not assigned  
to the most effective resources

Mean time to resolve and 
ticket closure rates are 
more important SLAs than 
customer satisfaction

86% view teamwork as critical to 
resolving issues—but 75% say their 
ITSM solution is only somewhat 
effective enabling teamwork 

Key Findings  

Most Support Analysts see themselves as customer service representatives, rather than IT employees.   
But ITSM tools aren’t helping them deliver the quality of service they want or work the way they want. 

The result?  Analysts aren’t happy and business consumers aren’t getting the level of service they expect.
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No context 
Analysts work from independent, poorly 
assigned and mis-prioritized queues, 
resulting in frustration and excessive  
time spent on each ticket.

What’s This All Mean to the Support Analyst? 

Wrong metrics
Tools and processes typically focus  
on speed and quantity, not quality.  
With these misaligned objectives, 
quality of service is degraded.

Poor team 
enablement
Frustrated analysts abandon tools  
and established processes in favor of  
face-to-face collaboration with informal  
hand-offs of tickets with colleagues.  
The result is lost tickets and  
lost information.

Scattered  
disorganized data
Information can be anywhere—sticky 
notes, Excel® files—or worse, lost  
in chats, emails and phone calls.  
This makes it impossible for analysts  
to get a complete and accurate  
picture of the ticket.
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The New World of ITSM: 
The xFlow User Experience   
With both sides of the service desk feeling frustrated, it’s time that ITSM  
tools were made accountable. And it’s time for the Support Analyst to  
become the hero.

Meet the xFlow user experience, designed to meet the expectations 
of the modern Support Analyst and the way they work. 

Our xFlow experience is the direct result of our extensive ITSM user research. 
It’s an innovative, workplace paradigm that makes the Support Analyst’s  
job fun.

In fact, it won the Silver Medal for Pink Elephant’s  
2016 ITSM Innovation of the Year Award. 

So, what makes the xFlow user experience for CA Service Management  
so special? 

Let’s explore some of the features that can help Analysts make every  
moment count and deliver the quality service everyone expects.
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• A Card View for an at-a-glance look at service 
desk health, priorities and customized lists 
of tickets (like music playlists) to help them 
prioritize their work 

• Weather for an at–a–glance view of the 
upcoming work-shift, the IT environment, the 
state of ticket queues, major issues and potential 
complications

• Heat to help them prioritize their work across 
multiple areas

• A Story Timeline that provides Analysts and 
teams with a sequential, at-a-glance view of  
all activities performed on tickets 

Analysts Have More Context and Better  
Understanding of Priorities 

xFlow provides context with:
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• Service Genius integrated troubleshooting to 
guide analysts in their investigations

• Suggested Solutions and Experts for faster 
resolution through context-based suggestive 
knowledge and skills-based routing that learns 
over time

• An Assistive Command Box that recognizes key 
words to drive faster resolution

• Multi-object Search for more comprehensive 
identification of solutions

Analysts Benefit from Active Assistance

xFlow uses big data and analytics to lead analysts to answers with:
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Make Support a Team Sport 

xFlow brings people together to quickly resolve issues with:

• Team Queues that facilitate a group approach to 
resolving issues

• Team Presence that helps ensure Analysts know 
they are not alone and can get advice from 
others with a single click

• Team Collaboration that enables Analysts to 
work together to resolve issues and capture 
relevant collaborations as knowledge in  
the ticket
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CA Service Management:  
Designed for humans, built for service   

The xFlow user experience for CA Service Management delivers a collaborative team- and skills-based paradigm 
to empower your Support Analysts. With xFlow, they can deliver the kind of service your employees deserve by 

harnessing system-driven intelligence and combined expertise to make every moment count.

Download the datasheet here Watch xFlow in action

Visit ca.com/itsm for more details.

http://ca.com
https://www.ca.com/content/dam/ca/us/files/data-sheet/ca-service-management-the-xflow-user-experience.pdf
https://www.ca.com/us/collateral/videos/xflow-for-support-analyst-video.html
http://www.ca.com/itsm

