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Enable IT to mine social knowledge and create insight 
for the business

The trends encompassed by cloud, Big Data, social, and mobile have given rise to a new style of 
IT. This new approach creates the opportunity to drive agility and time to value by connecting 
the IT service management (ITSM) landscape with today’s user interactions—driving collective 
insight, identifying trends, solving problems faster, and making better decisions. 
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Figure 1. The new style of IT is emerging
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Where can businesses find knowledge and insight?

The proliferation of structured and unstructured data and information within an organization 
creates the need for IT to make sense of it. IT must identify trends and surface insights 
before they escalate into issues or problems for users. Just because a help desk historically 
has been “aligned around managing tickets” doesn’t change the reality that the employees 
and lines of business increasingly are carrying out their work based on expectations from 
consumerized experiences: emails, blogs, wikis, knowledge bases, documents, texts, 
tweets, and videos. But today, these two worlds are often unconnected, and the information 
known and generated by end-users is unutilized by the service desk, leaving a huge gap in 
expectations between IT and the business.

What if IT could intelligently connect the IT landscape with today’s user interactions, enabling 
collective insight, solving problems faster, and making better decisions? What if organizations 
could have IT and their users intelligently connected into one conversation?

According to Gartner’s “How to Get Started with Social IT Management,” “Infrastructure and 
Operations (I&O) organizations are demonstrating a strong interest in social IT Management 
(ITM). Polling suggests that 54 percent of I&O organizations are either well into their initiatives 
or plan to begin social ITM initiatives during the next six months.”1

Gartner’s “Use the Nexus of Forces as a Framework to Demand More from ITSSM Vendors,” 
urges ITSM tool vendors to combine mobile, social, information, and cloud computing 
capabilities that modernize IT support and accelerate IT operations maturity. In the report, 
Gartner states that IT “must demand these capabilities in their toolsets to accomplish two 
distinct, yet overlapping goals:

1. To improve increase levels of personalized, productivity-focused, business user 
engagement that will demonstrate clear value to the business.

2. To improve I&O maturity levels through the discovery of unstructured service delivery 
processes that add value and enhance cross-silo communication and collaboration.”2

1   How to Get Started With Social IT Management, 
Gartner, 20 March 2013, Analyst(s): Jarod Greene

2  Use the Nexus of Forces as a Framework to 
Demand More From ITSSM Vendors,  
20 March 2013, Analyst(s): Jarod Greene

Figure 2. Expectation gap between IT and business
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HP Service Anywhere: providing a new system of engagement

The proliferation of information created by IT end-users themselves creates the opportunity 
to mine user-generated information and create actionable insights for business. HP Service 
Anywhere delivers in three key areas to better connect business and IT into one conversation and 
make valuable user-generated information available to IT that, in turn, can become knowledge 
available to both IT and users to solve problems faster and avoid new related tickets.

The first area is social collaboration
Using social media best practices, IT can capture conversations and harvest knowledge out of 
social interactions to drive collective insight. Social collaboration engages users in a solution, 
helping them find answers on their own, and helping IT solve—and prevent—user problems, 
with solutions that are as easy to use as the most popular social media applications.

Figure 3. Engaging social collaboration
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•  As easy as engaging on Facebook or Twitter  
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•   Quick path to the right answer in context of the problem 

•   State-of-the-art, context-aware search: as easy as finding 
information on Wikipedia

 

•   Help yourself and your peers

•  Insight from history, trends, and all types of data  
(unstructured, structured, and machine-generated)    

•  Sentiment analysis real time so that you can implement 
appropriate strategies quickly enough to make a difference 

 

•  Present simple and relevant answers to users 

Success
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The second is intelligent employee self-service
IT can put the best answers at the fingertips of agents and users alike with strong natural 
language search and knowledge management from technologies such as HP Autonomy. 
Here users are able to take the quick and direct path to the right answer, within the context 
of the problem they’re trying to solve. Solutions that utilize state-of-the-art, context-aware 
search make it as easy to find—or add—information as Wikipedia, helping users and their 
peers help themselves. HP Service Anywhere provides the right information to the right person 
at the right time.

The third is turbo-charged analytics
Finally, HP Service Anywhere Knowledge Management is powered by turbo-charged analytics, 
which finds connections in structured and unstructured information, analyzes trends and 
sentiments to anticipate user issues, recognizes business trends, and helps IT identify and 
proactively adjust to future business needs.

Figure 4. Intelligent employee self-service

Figure 5. Turbo-charged analytics



7

Business white paper | Turn data into knowledge

Leverage social insight to mature ITSM

As IT moves from project management, to portfolio management, to business partnership, 
social IT is where the industry—and the competition—is headed.

In designing a social IT Management (ITM) strategy, Gartner recommends first and foremost that 
IT “talk to the business, to align the goals of the I&O organization in support of the business.” 4

Next, IT can pinpoint social ITM use cases in one of more categories in order to:

• “Foster peer-to-peer support among business users...

• Promote IT services to the business, and communicate service updates and alerts...

• Capture out-of-band conversations and interactions outside the realm of current IT operation 
management tools...to retain uncatalogued activity in support of unstructured IT operations 
work patterns.” 5

Then IT can communicate a social ITM strategy to the business, develop a social ITM pilot project 
and make the go/no-go decisions needed to optimize investments and the return on them.

Figure 6. HP illustration based on the Gartner ITSIO (ITScore for Infrastructure and Operations) maturity model3

3  ITScore Overview for Infrastructure and 
Operations, Gartner, 10 May 2013, Jay E. Pultz, 
doc/2481415 

4, 5  How to Get Started With Social IT Management, 
Gartner, 20 March 2013, Analyst(s): Jarod Greene
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Connecting business and IT into one conversation

HP is a leader in social IT management technologies, services, and solutions. HP Service 
Anywhere for example, is a next generation SaaS service desk built for the new style of IT. 
HP Service Anywhere helps address the needs of lines of business or remote offices looking 
for easy to use, rapid service deployment, and faster time to resolve user or agent requests. 
Service Anywhere can also seamlessly connect to HP’s central on-premise IT service desk, 
HP Service Manager.

Service Anywhere delivers connected intelligence to identify trends and address issues and 
problems quickly through relevant and current knowledge management and social self-service. 
Big Data analytics based on the HP HAVEn platform enable business to turn social interactions 
into meaningful knowledge, predict emerging pain points, and analyze trends to adapt to future 
business needs. The rich collaborative self-service portal in Service Anywhere, supported by 
powerful natural language search and consumer-centric social media features, drives faster 
problem resolution, connecting business and IT into a single conversation.

Learn more at 
hp.com/go/serviceanywhere

About HP

HP creates new possibilities for technology to 
have a meaningful impact on people, businesses, 
governments, and society. With the broadest 
technology portfolio spanning printing, personal 
systems, software, services, and IT infrastructure, 
HP delivers solutions for customers’ most 
complex challenges in every region of the world. 
More information about HP (NYSE: HPQ) is 
available at hp.com.
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