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EXECUTIVE INTRODUCTION TO ITSM

GrandLinks ITSM

A command center for visibility, governance, security, service
continuity and data sovereignty.

PURPOSE

GrandLinks ITSM gives leadership centralized visibility and control over the organization's entire
digital infrastructure — assets, services, users, locations, support operations, security posture and
governance processes.

KEY EXECUTIVE THEMES
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Command & Control Visibility Governance Security Sovereignty
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GRANDLINKS ITSM IN ONE PAGE

Executive Overview

A CONTROLLED VIEW OF DIGITAL OPERATIONS ©

GrandLinks ITSM gives leadership a controlled view of digital operations
across headquarters, departments, provinces and remote offices. It
brings service requests, incidents, assets, users, locations, security
indicators and audit history into one operational platform.

THE EXECUTIVE VALUE

A single command center to see what is happening, know what equipment exists, assign
responsibility, reduce operational delays, detect risks early and maintain control over institutional

data.
LEADERSHIP QUESTION WHAT GRANDLINKS ITSM MAKES VISIBLE
| Control across provinces What is happening, where, and who is responsible?
| Asset confidence What equipment and software do we have, and where is it located?
| Remote support Can teams support offices without unnecessary travel?
Security oversight Are systems protected, updated, monitored and aligned with
policy?
Early detection Can recurring problems and weak points be seen before service
stops?
Data sovereignty Does the institution control operational data, access, audit trails and
backups?

This is not only a help desk. It is an institutional control layer for digital services.
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DIGITAL OPERATIONS ARE GROWING FASTER THAN

LEADERSHIP VISIBILITY

The Institutional Challenge

LEADERS NEED OPERATIONAL CONTROL, NOT JUST REPORTS

Large organizations depend on technology in every province, branch,
department and service point. As the environment grows, leaders need

more than technical reports — they need clear operational control.

< Distributed assets

Equipment, software, users and services are spread
across many locations, often with incomplete
ownership and lifecycle records.

O | Delayed risk visibility

Security gaps, outdated systems, recurring
incidents and weak assets are often found only
after they affect service.

THE LEADERSHIP RISK

<5 Fragmented support

Requests arrive through calls, messages, emails
and informal channels, making prioritization and
follow-up difficult.

%  Limited accountability

Without a governed workflow, it is hard to prove
who acted, when, what was delayed and why.

When operational information is scattered, decisions become reactive. Budgets, security,

procurement, service quality and continuity are managed with incomplete facts.

l GRANDLINKS ITSM - EXECUTIVE INTRODUCTION - PULSAR LDA — 03



GYANDLINKS BY PULS?%?

A COMMAND CENTER FOR DIGITAL OPERATIONS

[}
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What GrandLinks ITSM Is
( J
ONE PLATFORM CONNECTING SIX DISCIPLINES C
[}
GrandLinks ITSM is an integrated management platform that connects
service management, asset intelligence, security visibility, remote
support, governance workflows and executive reporting.
9% Service operations B Assetintelligence
Manage incidents, requests, catalogue items, Maintain a reliable CMDB with hardware, software,
priorities, assignments, escalations and closure ownership, location, status, lifecycle and
history. dependencies.
1. | Executive reporting © | Security & continuity
View service performance, backlog, SLA Connect endpoint health, security indicators,
compliance, risk trends, asset coverage and recurring failures and operational risk to affected
accountability indicators. assets and services.
EXECUTIVE OPERATING MODEL — FROM VISIBILITY TO CONTROL
Digital operations follow one clear executive chain, from command and control through to the
technology platform that enables it.
B —
Command & - . . Technology
Control - Visibility - Governance - Security - Sovereignty - Platform
The result is a system leaders use to govern technology as an institutional service — not a collection of
disconnected tools.
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A SINGLE OPERATIONAL VIEW OF DISTRIBUTED

ENVIRONMENTS
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Control Across Provinces & Offices .

GOVERN DEMAND, ASSETS AND SUPPORT BY LOCATION

GrandLinks ITSM supports institutions operating across several
provinces, branches, service points and remote offices. It gives
leadership a structured view of demand, incidents, assets, risks and

support activity by location.

© Location-based visibility

See tickets, assets, departments, users and
pending work by province, office, floor, department
or service area.

2 Remote support enablement

Give support teams the asset data, history, user
context and incident information to resolve more
issues remotely.

BEFORE GRANDLINKS ITSM

Information depends on calls, messages and
manual follow-up.

Technicians are sent without full diagnosis or
history.

Reports are prepared after the fact.

€ Service prioritization

Focus management attention on critical locations,
repeated failures, overdue requests and high-
impact interruptions.

o = Operational accountability
Track who received the request, who owns the

task, what changed and when service was
restored.

AFTER GRANDLINKS ITSM

Leadership sees status, location, owner, priority and
service impact in one platform.

Remote diagnosis starts from asset records,
previous incidents and location context.

Dashboards and audit trails are available for
ongoing governance.
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THE SOURCE OF TRUTH FOR EQUIPMENT, SOFTWARE &
SERVICE CONTEXT ®

[}
(]
Asset Intelligence & CMDB o
[ J
RELIABLE FACTS BEHIND EVERY DECISION .
The CMDB is the asset intelligence layer of GrandLinks ITSM. It keeps
structured records of configuration items — computers, devices,
software, applications, services, locations, users, ownership and
lifecycle history.
& Know what exists ©  Know where it is
Maintain a controlled inventory of hardware, Link assets to provinces, locations, departments,
software, applications, related assets and users, rooms and operational responsibility.
ownership records.
<1 K the lif | K the i t
=/ now e litecycie now e Impac
Track status, configuration, warranty, inventory Understand how assets, services, incidents and
information, history and changes over time. dependencies connect before making decisions.

v EXECUTIVE OUTCOME

Procurement, budgeting, audits, refresh planning, risk assessment and support decisions are based
on reliable operational facts.
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MEASURED, AUDITED AND PROTECTED

Governance, Security & Continuity
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A GOVERNED SERVICE PROCESS WITH PROACTIVE RISK ©

MANAGEMENT

GrandLinks ITSM standardizes how requests are created, assigned,
prioritized, escalated, resolved and reviewed — and connects security
and health indicators to the assets, locations, users and incidents

leadership must govern.

[} Governed service process

Service catalogue, SLA control, assignment
discipline and audit-ready history give clear
ownership and the expected response.

O  Security posture & health
Track antivirus, firewall, updates, encryption,

secure boot and endpoint health; identify weak
assets and recurring failures.

v EXECUTIVE OUTCOME

%  Accountability & audit

Each request has an owner, status, priority and
recorded history; managers review backlog, SLA
compliance and workload.

) | Risk & continuity

Connect risk signals to affected services and
owners, and use incident history and asset links to
respond faster during disruption.

Support becomes a governed process and the institution moves from reactive support to proactive
risk management — fewer surprises, faster intervention and audit-ready evidence.
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OPERATIONAL INTELLIGENCE STAYS UNDER GOVERNANCE

Data Sovereignty & Executive Benefits :

INSTITUTIONAL CONTROL TODAY, SCALABLE VALUE TOMORROW H

Institutions responsible for critical operations must keep authority over operational data,
service history, security records and audit evidence. GrandLinks ITSM keeps full
ownership and governance of operational intelligence while supporting deployment
models aligned with institutional security and sovereignty requirements.

Controlled deployment o> | BRole-based access
~
Internal infrastructure or private environments Executive, manager, technician and user access
aligned with institutional policy. separated by responsibility.
0 Audit & traceability 8 Backup & recovery readiness
Records of service activity, asset changes, Service records, asset intelligence and
assignments, approvals and closure. governance evidence protected as institutional
information.
EXECUTIVE BENEFITS
® Unified visibility ® Better decisions ® Operational efficiency
One place for assets, services, Planning, procurement, budgeting and Less duplicated effort, informal follow-
incidents, security signals and risk based on verified information. up, travel and backlog.
responsibilities.
® Risk reduction ® Governance & compliance ® Future readiness
Weak assets, outdated systems and Records, approvals, access control A scalable model for expansion,
recurring incidents surface earlier. and audit trails support accountability. integration and modernization.

GrandLinks ITSM turns dispersed IT activity into governed digital operations — the L
-
control layer to see, govern and protect institutional services. PULS AR
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