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Introduction:
The purpose of this project was the purchase and implementation of an “On Demand IT Service Management“ service called  Service-Now to replace Fermilab’s current Remedy Service Desk tool.   Service Now is a “Software as a Service” or SaaS solution.  The Service Now service will be maintained offsite with daily uploads of Fermilab information and with users interfacing with Service-Now via a web interface.   When Service Now is put into production – Remedy, currently run and maintained onsite will no longer be the Service desk tool for Fermilab	and will be shut down.

History:
Service Now was put into production on October 19, 2011.  After an initial period in which both services were run in parallel, the Remedy service as “Read Only”, the Remedy Server was shut down on December 13, 2011.  Before the shutdown of the Remedy service; the Incident, Problem, Change data, along with the Knowledge base were imported into Fermilab’s new Service Now system.  Only designated Incident attachments and Problem attachments were imported.

Architecture:
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Java application runs on
Windows virtual server.
Paired with fermi

Mid Server PROD

Active Directory
(Services)

Java application runs on
Windows virtual server.
Paired with fermidev

Mid Server DEV

Fermi LAN Network

Https://fermi.service-now.com

P y
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Production Operation
Environment, may be updated via
update set from fermitst — OR -
configuration update by ADMIN

Mock-ups and research. Testing and
validation of longer term releases, and
training of end users for new releases.

Fermitrn may be updated via Refresh from
fermiprd — or — update set — OR — fermitst,
depending upon the release cycle

Https://fermitrn.service-now.com

Test Environment, all changes must be promoted
from fermitst to fermiprd via update sets except
minor configurations. A change does NOT need to
originate in Fermidev, but changes from Fermidev
must be promoted (or recreated) in fermitst

Longer term development, mock-ups and research.
Changes made here may NOT be promoted to
production. They must be promoted from fermidev to
fermitst via update sets -or- recreated in fermitst.

Cloud-based Software as a Service (SaaS)
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