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Fujitsu Addresses Changing
Customer Needs and Emerging
IT Trends with CA Service
Management Solutions
CLIENT PROFILE
Industry: ICT Services
Company: Fujitsu
Employees: 170,000
Revenue: $47 billion

BUSINESS
Fujitsu is the fourth largest
ICT service provider in the
world, and has a strong
focus on innovation and
the development of
cutting-edge technology.

CHALLENGE
With a broad range of
customers with evolving
ICT requirements, Fujitsu
must ensure it can offer
service management
solutions that meet
their changing needs.

SOLUTION
Fujitsu uses CA Service
Management solutions to
offer flexible services that
address emerging trends
such as increased mobility
and the need for greater
security and integration.

BENEFIT
The ICT services provider
can deliver cost-effective
and efficient services
that reduce downtime
while meeting evolving
customer requirements
to safeguard Fujitsu’s
competitive advantage.
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Business
Shaping the future with ICT
Fujitsu is the fourth largest ICT service provider in the world. Spanning over 100 countries, it employs
170,000 people and has an annual revenue of around $47 billion.
The company offers comprehensive ICT services, from developing hardware and software to
consultancy and managed services. It works with a huge variety of businesses across a multitude
of industries.
The company has a significant focus on innovation and is continuously investing in research and the
development of cutting-edge technology. This approach influences the services it offers its customers
across the globe.

Challenge
Delivering comprehensive services across the globe
Fujitsu TRIOLE for Services is the company’s framework for delivering standardised ICT services.
It is a global operation incorporating five service desk delivery centres, 145 data centres and
5,500 employees speaking 41 languages. From these facilities, Fujitsu handles over 18 million
calls annually from 1,900 service desk clients and supports a total of 3.2 million end users.
Fujitsu’s approach to its services is to combine innovation with agility, which means listening to what
its employees and customers are saying, and predicting trends in IT. As Carey Blunt, Chief Architect,
Service Management Tooling at Fujitsu explains, “The ICCT department has to be innovative and it
has to drive the direction of the business, but it also has to be agile to respond to new trends and
changing customer needs.”
The company identified three key trends that were impacting its customers and their IT service
management needs. These included:
• Mobility: with an increase in mobile devices, customers not only need to be able to support mobile
devices, but also want to be able to log service desk tickets from smartphones, tablets and laptops,
regardless of their location
• Security: customers were increasingly concerned about the security of service desk data, particularly
when using service desk solutions for non-ICT functions such as HR
• Integration: with customers often working with multiple partners, they wanted service management
solutions that could integrate with other IT management tools to ensure data is accurate and
consistent and prevent duplication of effort.
Fujitsu therefore needs service management solutions that address these emerging requirements in
order to provide customers with suitable services.
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Solution
Integrated service management solutions
For the past 10 years, Fujitsu’s TRIOLE of Services solution has been based on CA Service Management
solutions, including CA Service Desk Manager and more recently, CA Cloud Service Management.
“We’ve had a strategic relationship with CA Technologies for around 20 years,” explains Blunt.
With two service management solutions at its disposal, Fujitsu has complete flexibility that it can
pass on to its customers. As Blunt outlines, “We can choose the best-fit service desk solution for our
customers based on the size and complexity of their organisation.”
For customers with complex IT estates to support, CA Service Desk Manager provides rich
functionality, scalability and the ability to integrate with other ICT management tools, including
those used by partners or provided by third party organisations.
For customers with less complex requirements, however, Fujitsu uses CA Cloud Service Management.
Blunt explains, “CA Cloud Service Management is ideal for an increasing number of organisations as it
can be deployed very quickly but still has the breadth to cope with growth.”

“We can maintain our competitive
advantage with services that tackle
emerging trends.”
Carey Blunt
Chief Architect, Service Management Tooling, Fujitsu

Both solutions support Fujitsu’s ITIL®-aligned best practice service management processes. In some
cases a combination of both solutions provides the perfect system for the customer, allowing the end
user to register their ticket with CA Cloud Service Management, which is then passed to CA Service
Desk Manager via seamless integration for resolution by a specialist.
Addressing customer’s concerns and emerging trends
For customers with data security concerns Fujitsu can provide multiple separate systems. “With
cloud-based service desk tools, which are very quick to deploy, it’s very easy to put a new service
desk in place for a customer who wants to keep departments totally separate,” says Blunt.
The CA Technologies solutions also tackle mobility in two ways: customers can log and track tickets
from their mobile devices, and engineers out in the field can also check their queue of tickets and
progress them while they’re on the move.
To further empower users, the solutions provide self-service capabilities. CA Cloud Service
Management in particular has proved popular with both Fujitsu employees and customer end users
for its ease of use. “The solution encourages a collaborative approach to problem solving where
users are networked with their peers as well as support staff,” explains Blunt. “We’re building an ICT
community around service delivery through the solution.”
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Fujitsu’s service management capabilities are enhanced by the integration of CA Unified Infrastructure
Management with the service desk solutions.
“CA Unified Infrastructure Management enables proactive management of servers, networking devices,
applications, websites, databases and cloud services by providing advance alerts to potential issues,”
adds Blunt.
Fujitsu also uses a number of additional CA Technologies solutions outside the realm of ICT service
management to support its customer services, including CA Single Sign-On and CA Secure Cloud for
advanced authentication, identity management and single sign-on capabilities.

Benefit
Services for today’s customers and tomorrow’s needs
The integrated CA Technologies Service Management solutions provide Fujitsu with a standardised
platform that can be deployed very quickly for new customers.
“We have been able to accelerate ticket resolution due to efficiency savings,” says Blunt.
Both Fujitsu and its customers have seen a number of other benefits, including:
• Increased staff productivity
• Better ICT availability and service level agreements
• Savings in service delivery costs, which can be passed on to customers.
Blunt concludes, “With CA Technologies service management we can meet customer demand for
global, virtualised service desk solutions and maintain our competitive advantage with services that
address customer’s concerns and tackle emerging trends.”

Connect with CA Technologies at ca.com

CA Technologies helps customers succeed in a future where every business – from apparel to
energy – is being rewritten by software. With CA software at the center of their IT strategy,
organizations can leverage the technology that changes the way we live – from the data
center to the mobile device. Our software and solutions help our customers thrive in the
new application economy by delivering the means to deploy monitor and secure their
applications and infrastructure. To learn more about our customer success programs, visit
ca.com/customer-success. For more information about CA Technologies go to ca.com.
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