Computing Division

Associate Head for Laboratory and Scientific Core Services
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What have we completed?
What is still to be done?
Conclusions




Motivations
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operational st i at
“different ways of doing things” - yet this
needs to be done!




"Here is Edward Bear, coming downstairs now, bump, bump, bump, on
the back of his head, behind Christopher Robin. It is, as far as he
knows, the only way of coming downstairs, but sometimes he feels that
there really is another way, if only he could stop bumping for a moment
and think of it."

— A.A. Milne (Winnie the Pooh and the House At Pooh Corner)




Motivations

cutbacks w/ certainty of furloughs &
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e |nvited a consultant to do an assessment of
our Help Desk.




Motivation

assessment recommended moving.from a
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e Seemed like something to pay attention to!




Motivations

« Top ten concerns of IT Directors/ClO’s
— (cited by “1SO20000 Toolkit™)
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: Keeplng up W|tn tecnnmogy

. Recruiting and retaining staff.

. Time and resource management.

. Infrastructure management.
10.Maintaining skills and knowledge.




What is ITIL (v2)?

e |Information Technology Infrastructure Library

(ITIL) is a framework for delivering (and
Improving and managing) IT services.

) S
=4

 Focus on managing services to customers, net
technology to users.

e Services must be defined, controlled, measured
and managed in order to be improved.




What is ITIL (v2)?

e |TIL v2 consists of eleven processes in two IT service
management areas, plus a function:
IT Serwce Support Inmdent Problem Configuration,

 These processes relate to and support one another.
— Resource: and
 For more details, become ITIL Foundation certified!




IT Service Management

RFC
Updated DR Plans

(_RFC_)
Service Support Process ( { Approved Change

Service Delivery Process DR Plans
il Change Management
Approved Change

Function
A

a Operational > /Service Continuity Mgt
C ) (CRFC ) Organizations N
> / IT Finance Mgt )—“
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L) Availability Mgt
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Documentation
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- Y Service Level Mgt
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Issue i < Release Management)
Incident Management C Supplier Management

.
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\ ; Reports
Incident Info A A
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) (Business Relationship
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| \_( Configuration Mgt Mgt \ Y

Asset Management

Users Production Environment Customers

48 PLEXENT

The Organization Behind Your Infrastructure




What is ISO200007?

service. management.
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— While individuals are ITIL certified, organizations
are 1SO20000 certified.



Information Security

Capacity Management

Budgeting & .

Accounting for

Management

for IT services \
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Service Level
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Management ! %
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Service
Continuity & Availability
Management

Management
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Incident
Management

Problem Management

Release
Management

Management




What is ISO200007?

020000 00K

— Requirements for a management system;
— Planning and implementing service management;
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11D processes
— Resolution processes;
— Control processes;
— Release processes.




ISO 20000 All the Processes
SUPPLIERS

B - : : SERVICE
¥2® BusINESS SUPPLIER . PROVIDER

Users use
services.

They gain initial
support for any
service related issues
via the INCIDENT
MANAGEMENT
process (generally by
contacting a Service
Desk, Help Desk or
Call Centre).

INFORMATION
SECURITY

Resolution processes
ensure quick resumption
of the service during
PROBLEM failure times
(INCIDENT) and actual
removal of errors to

e | prevent failures
processes ensure w

that_ any_actual Control processes ensure that any

modifications to| requested modifications to services are

services are managed in a systematic manner fo :
delivered in a (CHANGE) anq that all relevant information qe A ?ﬁ.‘f :nzr: E:’,E;’f" =
controlled manner about the services is managed correctly q® as a representative example.
(RELEASE). (CONFIGURATION). g Errors and Omissions Excepted




Business
requirements

Customer
requirements

Request for new /
changed service

Other processes
e.g. business, supplier,
customer

Service Desk

Other Teams e .g.
Security
IT operations

| A A

Manage Services

Management Responsibility

Plan
Service Management
Do
Implement Service Management
Check
Monitor ,measure and review

Act

ContinuousIimprovement

Business
results

Customer
satisfaction

New or changed
service

Other processes
e.g. business, supplier,
customer

Team and people
satisfaction




ISO20000 Readiness
Assessment

1ISO20000 reac
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well as ITdna web portal.

e For ISO20000 certification, need at least
CMM level “Defined” for all processes.




ItDNA Maturity Scale
Quantitatively managed processes
Optimizing are continuously improved

Quantitatively Process performance is predictable
Managed

4 :
Standard, consistent
processes are established and
maintained

Processes are repeatable

S
3

Processes are unpredictable &/‘\‘Q PLEXENT
and poorly Controlled The Organization Behind Your Infrastructure




ISO20000 Readiness
Assessment

following spider chart.




IT Service Management
Assessment Findings

[ Management System|

| Information Securit‘,]._ -, L

A S
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~"|Service Reporting

Competence, Awareness and
Training

| Plan Service Management|

|Implement Service Management|

4 [Maonitor, Measure, Review]

__-""_-‘|ContinunusServicelmprwement|

| New or Changed Service]

5L
.ﬁ Current

=[50 20000 Target

| Supplier Manageme.ﬁ.ﬂ

|Eu5ine55 Relationzhip Management|

Proposed

GOPLEXENT

The Organization Behind Your Infrastructure




ISO20000 Readiness
Assessment

 Well, now that’s rather sobering, and a bit
depressing, but not entirely unexpected.

In Most oases we had processes we followed but

e g g ol e oy g g
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control. Problem | management requires incident

management first. Etc.

* Anyway, let’s move forward and improve all
this...




1ISO20000 Roadmap
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manageable progression.
— You can’t eat an elephant all at once!



1ISO20000 Program Plan 'Assessment Home

November 2008 > April 2009 > September 2009 March 2010 > August 2010

Service
Reporting
Capacity Managment ITSC & Availability >

Service Level Business

Management Relationship >
Supplier >
Problem Mgt > Financial Managemer>

Management
Change

Management

Service Catalog

Incident Management [\
Service Desk

Release
Management

Configuration
Management

Asset
Management

%

( Phasel Ji( Phasell ) Phaselll { Phase IV ){ PhaseV )




1ISO20000 Roadmap
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Infrastructure & Support Lab and Scientific Core Services
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Scientific Computing
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(Implementation)
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Running Experiments
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The Organization Behind Your Infrastructure




What have we completed?

e Phase | was begun in Oct 2008 and completed April
2009 -

— Workshops were held for Incident management, asset

Ioaed and followed.
— The Service Desk was launched.

— A large number of individuals have been ITIL Foundation
trained and certified.
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quickly than expected -
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FRA Internal Audit

FERMI RESEARCH ALLIANCE, LLC

Directorate

Director
Piermaria J. Oddone

Deputy Director
Young-Kee Kim

Chief Operating Officer
Bruce L. Chrisman

Head
Robert Grant

Head
Mancy L. Grossman

Directorate Support

General Counsel
Office of Communication

Office of Praject
Management Overgight

|—I ES&H Section

Accelerators

Associate Director
Stephen D. Holmes

Research

Associate Director
Gregory Bock

Acting Associate Director & CIO

Victoria White

ILC Program

Robert D. Kephart

ILC Program Director

Operations Support

Associate Director
Bruce L. Chrisman

Chief Financial Officer
Cynthia 5. Conger

Accelerator Division

Technical Divisian

Accelerator Physics
Centar

Farticle Physics
Divizion

Center far Particle
Astrophysics
CMS Center

LI Zomputing Division

Detector RED

Accelerator RED

Facilities Engineering
Services Section

Business Semices
Section

Warkforce Development
and Resources Section

|—. Finance Section




What is still to be done?

 Phase Il has just begun -

— Workshops for problem management, service level
management, and service reporting were held in
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— Solidifying incident management processes.

— Further configuration work of Remedy 7 service
desk tool.

— Tracking metrics and KPI’s for service desk.



Conclusions

ITIL actually works as an IT service management framework.

— One unanticipated benefit is the use of common vocabulary with
precise meanings - “Incident”, “Problem”, etc.

ISOQOOOO IS a useful means to measure success of IT service

— Organizational structures
BMC/Plexent has been a strong partner for us.

— But don’t underestimate the amount of work involved!
Strong upper management support is vital to success!



