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Background
The Core Servers and Infrastructure group has been responsible for providing the lab with core services and system support for over 5 years. The recent addition of the Computing Division Desktop Support and Helpdesk groups has expanded the support CSI provides the lab. 

This document addresses the mission of the newly formed Core Services and Infrastructure Department, objectives, and structure of the department and how it plans to meet the defined objectives.   
Mission Statement
The CSI Department is responsible for providing core services and infrastructure support to the Laboratory’s scientific, technical and business missions.
Objectives

There are many requirements to providing the lab with core services and infrastructure.  The objectioves to providing this support are:describe the requirements of the project or guidelines require to solve a particular problem.

· Infrastructure support for the supported operating systems (Macintosh, Unix,Windows) as described by negotiated Service Level Agreements with client organizations within FNAL; 
· Lab-wide core services (e.g. email gateways and IMAP servers, printer service, file services(NAS/SAN,AFS), patching, hardware/software inventory.); 

· Centrally-managed web servers, including the main site web server; 

· Base support and vendor liaison for all the supported operating systems;
· Vendor liaison for high availability hardware vendors(Sun, Dell, BlueArc); 

· Shared access computing facilities (batch and interactive) for scientific and technical analysis and development (e.g. FNALU, etc.); 

· Recommended configurations for secure and reliable system operation; 

· Computing support for conferences sponsored by and/or at FNAL; 

· Consulting services on system configuration, hardware procurement, computer security, and system administration training/hiring; 

· Operation of the Computing Division's HelpDesk, including support and administration of HelpDesk applications and tools to assist in the automation of lab operations and monitoring. 

· Tracking of the Microsoft Enterprise Agreement software licenses through the lab SMS system.
Design

The Core Services and Infrastructure Support department is divided into three groups: Core Services, Infrastructure Support and Helpdesk. The groups are structured to provide specific support but the design also allows for cross group participation in projects. 

Core Services Group
Mission Statement: Provide core support services to the lab’s scientific, technical and business missions. 
The CS group provides services to the lab. In addition to designing and implementation of services, the group is responsible for determining where consolidation of services or outsourcing of services is appropriate. 

The CS group is responsible for assisting the Infrastructure Support group with server design and implementation.

The Core Services  group consists of three teams:
Enterprise Services Team

Responsible for design, implementation and maintenance of enterprise (non-OS specific) central services (Storage, Backups, Email, etc.). 

Windows/OSX Services Team

Responsible for design, implementation and maintenance of Windows and Macintosh based central services (Patch management, Software/Hardware Inventory, Domain Administration, etc).
Web Services Team

Responsible for design, implementation, and maintenance of central web services. 

Infrastructure Services Group
Mission Statement: Provide Operating System infrastructure support services to the lab’s scientific, technical and business missions. 
The IS group provides desktop and server support to the lab as described by Service Level Agreements. The SLAs address everything from desktop configurations to server support as well as recommendations on purchasing software that meets the lab use and security needs. 
The IS group is responsible for operating system builds such as Scientific Linux Fermi and Fermi Windows. 

The IS group is responsible for providing support for base software products used on systems. (make this windows specific? Mac specific? )
The Infrastructure Support group consists of three teams:
OSX Support Team

Responsible for design, implementation and maintenance of OSX based infrastructure support. 

Unix Support Team

Responsible for design, implementation and maintenance of Unix based infrastructure support. 

Windows Support Team

Responsible for design, implementation and maintenance of Windows based infrastructure support. 

Helpdesk Services Group

Mission Statement: Provide Helpdesk services to the lab’s scientific, technical and business missions. 
The HS group provides helpdesk services to the lab during the work day, such as password resets, account creation, postmaster duties and 1st level troubleshooting of system problems.  

The group is responsible for responding to off hour help requests. 
Appendix
This section addresses supported services, Service Level Agreements, and person assignment.
Core Services Responsibilities
Enterprise Services:
· Enterprise Storage: AFS, NAS, SAN
· Backups

· Content management: docdb, Plone

· Directory Services: LDAP

· Email Services: Anti-Spam, Anti-virus, Gateways, IMAP, POP, Listserv

· Instant Messaging

· KDC Administration

· License Services: central unix servers

· NGOP Configurations

· Software Distribution & Management: UPS/UPD, TWW, CDCVS, KITS
Windows/OSX Services:
· Anti-Virus
· CAD Services with Technical Division

· CD Facilities Servers
· Central Logging Server and tools
· Conference/Workshop Support: Indico
· Domain Administration (server support, GPOs, reports, management)

· Enterprise Storage: NAS 

· Meeting Maker Support

· Printservers  

· Remedy servers 

· SDSS Servers

· SMS (Hardware/Software inventory, patching, software distribution)

· Software Distribution: PSEEKITS

· SQL Server

· Terminal Services
· Web Services: IIS
· WSUS (patching)

· Windows Backups

Web Services:
· Apache Support
· Central Web servers
· PHP Support
· Virtual Hosts and User Home Areas
Infrastructure Support Responsibilities

Service Level Agreements:

Service level Agreements need to be renegotiated on a yearly basis. At the time of this writing our SLAs are outdated because of the laboratory reorganization.

Business Services: 


Fire Department: Desktop, Servers


Library: kiosks

Security: Desktop, Servers


VMS: Desktop, Servers

Computing Division:

Desktop, Servers

Email Center

Directorate: 
Directorate:Servers, 2nd Level Desktop assistance


ESH: Servers, desktops
FESS:

Servers, assist with desktops

Lab Services:


Servers, Desktops


Training Center Systems

PPD:
Servers, Astro/Theory desktop assistance

Base Software Support:

· Browsers

· Kerberos for Windows

· OpenAFS (SLF/Windows/OSX)

· Office (Windows/OSX)

· VPN client (SLF/Windows/OSX)
· Outlook

· Thunderbird

· WRQ (Windows)

OS Support

OSX Support:
· Fermi OSX
Windows Support
· Fermi Windows

Unix Support

· SL(F)

Helpdesk Responsibilities
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