
Two Years After the Big Bang: 
Our Service Management 
Universe Is Still Expanding 

REINOUD MARTENS 
SERVICE MANAGER – GENERAL SERVICES 
CERN 



Agenda 

• Introduction to CERN 

• Vision: Service management beyond IT 

• How to support an entire organization 

• Two years after go-live 

• Next steps 

• Conclusion 
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CERN in 3 Minutes 
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http://cds.cern.ch/record/1495143


Our GOALS 

1. Make life simple for users and supporters by providing: 

1. ONE point of contact (ONE #, ONE url, ONE place) 

2. ONE behavior; Unified processes for all services 

3. ONE tool shared by all service providers (sharing information and knowledge) 

4. ONE service description in a business service catalog  
(clearly defining what services are provided to whom by whom at what quality levels). 

2. Optimize efficiency and effectiveness 

• Alignment with good practice (ITILv3 and ISO20k) 

• High level of automation  

• Framework for continuous improvement 

AND DO THIS FOR ALL SERVICES  
(NOT ONLY IT) 
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Service Mgmt. Beyond IT: Scope 

• Civil engineering services 

• General IT infrastructure services 

• Material Management & Storage Services 

• Medical services & fire protection services 

• Registration, access & safety services 

• Facility management services 

• Physics specific IT services  

• Business application services 

• Alarm system services 
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Service Mgmt. Beyond IT: Scope 

• Mail, Removal & Distribution of Goods Services 

• Person mobility services 

• Waste Management Services 

• Transport, Shipping & Goods Reception Services 

• Library & Archive Services 

• Housing & Hotel Services 

• Finance & Purchasing Services 

• HR Services 

• Lost and Found Services 
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Service Mgmt. @ CERN: Some Numbers 
 
• 495 hotel rooms, 3 restaurants 

• 2 Sites, 657 Buildings, 238 Barracks 

• > 15000 active access cards 

• > 1000 cars 

• > 7000 desktops 

• 16000 processors with 80000 cores 

• 77000 disks 30 PB disk space 

• 48 PB tape storage   

• 20000 network ports   



Our users: 
– Engineers  

– Physicists 

– Technicians  

– Administrators 

– Computer scientists 

– Craftspeople 

– Mechanics 

But also: 
– Computer illiterate support staff 

– Candidates for job opportunities from around the world 

– Suppliers 

Service Mgmt. Beyond IT 
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Service Mgmt. Beyond IT 
Supporters can be: 

– Engineers  

– Technicians  

– Administrators 

– Physicists 

But also: 
– Cleaners 

– Gardeners 

– Bus drivers 

– Builders 

– Librarians 

– Firemen 

– Store keepers 
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Phase 1 (First ‘Fluctuations’) 
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2009  2010  2011  2012  

Convince Management 
and Peers 

Establish General Services 
Business Service Catalog 

Define user Facing Processes for Non IT 
(Request and Incident; based on ITSM best practice) 
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Business Service Catalogue 
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Business Service Catalogue 

Culture change 
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Process Definition: Incident & Request 

1 Down 2 Degraded 3 Affected 4 Disrupted
crit ical adverse 

impact on the service

major adverse impact 

on the service

minor adverse impact 

on the service

small number of the 

populat ion affected

1 High: The damage caused 

by the Incident increases rapidly.

1

Major

2

High

3

Moderate

4

Low

2 Medium: The damage 

caused by the Incident increases 

considerably over t ime

2

High

3

Moderate

4

Low

5

Planning

3 Low: The damage caused 

by the Incident only marginally 

increases over t ime

3

Moderate

4

Low

5

Planning

6

Very Low

(Business) Impact
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Phase 2 (Planning for a Bang) 
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2009  2010  2011  2012  2013  

Service Management Unit 
Created 

IT and 
General 
Services 
join forces 

Extend Business Service 
Catalog to cover IT 

Request and 
Incident for IT 

Tool Selection 

Business Service Catalog 
and Process support in 
ServiceNow 

CERN <-> ServiceNow 
Integration  

Service Portal 
in ServiceNow 
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Service Portal 

• User access to all services 

• Search function 

• Browse the catalogue 

• Report issues 

• Follow-up issues 

• Access knowledge base 

 



Phase 3 (Bang) 
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2009  2010  2011  2012  2013  

Recruit and train 
Service Desk 

Train 400 
Supporters 

Go Live 

No 
Return 
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2009  2010  2011  2012  2013  2014 

ServiceNow Improvements 
Integration with other systems (e.g. CMMS, BPM) 
Record Producers (>400) 

Extend Scope (Human Resources, and Finance) 

Extend number of processes 
Knowledge, SLM, Change, Event, CMDB, ….  

Improve Maturity 
Coaching, coaching, coaching, ……………. 

© 2013 ServiceNow All Rights Reserved 

Phase 4 (Expansion) 
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Record Producers 



Where do we stand 

• 95000 incidents 

• 125000 requests 

• 1500 KB articles 

• 400 record producers 

• 300 services 

• 450 operational functions  

• >950 supporters hooked up 

• >900 concurrent sessions 

• Portal popularity grows  
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260,525 
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Where do we go (Expand in multiple dimensions) 
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2009  2010  2011  2012  2013  2014 2015 



Expand in multiple dimensions 
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2009  2010  2011  2012  2013  2014 2015 
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Our             universe will continue to expand 
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Top Three Takeaways 

1. ITSM is RELEVANT beyond IT and it WORKS 

2. Essential for success are: 

– A comprehensive Business Service Catalog 
• To know what you are supposed to be doing 

• To understand how these services are provided (by whom) 

• To drive automation and smooth assignment & escalation 

– A Service Portal to hide the complexity of all of this 

– A good tool  (that lets you be ‘agile’) 

– Extra coaching for non IT supporters 

3. You can do this in your own organization  
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So…What Did You Think? 

Please complete your survey form  
and hand it in as you leave the room 

This is how we will transform this  

amazing Knowledge13 event into  

a spectacular Knowledge14 event 
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Thank You 
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Reinoud Martens 

Service Manager – General Services 

CERN 
Reinoud.martens@cern.ch 

 


