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Two Years After the Big Bang:
Our Service Management
Universe Is Still Expanding
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CERN in 3 Minutes

Exploring Ghe fronbiers of knowledge
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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
e Alignment with good practice (ITILv3 and ISO20k)
e 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
e General IT infrastructure services

 Material Management & Storage Services

* Medical services & fire protection services
* Registration, access & safety services | JEW_ A &
* Facility management services ' |

* Physics specific IT services ¢4
* Business application services "
e Alarm system services
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Service Mgmt. Beyond IT: Scope

 Mail, Removal & Distribution of Gods Services

e Library & Archlve Services

* Housing & Hotel Services

* Finance & Purchasing Services
* HR Services

* Lost and Found Services

/ Gy TR i
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Service Mgmt. @ CERN: Some Numbers

e 495 hotel rooms, 3 restaurants

e 2 Sites, 657 Buildings, 238 Barracks
e >15000 active access cards *"? s
* >1000 cars : s
* >7000 desktops ‘*
e 16000 processors with 80000 cores -
e 77000 disks 30 PB disk space I ihs==—4
* 48 PB tape storage

e 20000 network ports

J"‘i (L “\" 1 |
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Service Mgmt. Beyond IT

Our users:

But also:

Engineers

Physicists
Technicians
Administrators
Computer scientists
Craftspeople
Mechanics

Computer illiterate support staff
Candidates for job opportunities from around the world
Suppliers

An even wider variety of users
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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 A wider variety of supporters
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Phase 1 (First ‘Fluctuations’)

Establish General Services
Business Service Catalog

Convince Management
and Peers

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

© 2013 ServiceNow All Rights Reserved

2009

@ ® @
2010 2011 2012

k ledgel3 .

May 12-16, 2013 - Aria Resort - Las Vegas



usiness Service Catalogue

Service Area Site Infrastructure Services
. Lost and Found _ P _ P - . g A A =
Customer Services e Mail and Shipping Services Material Lifecycle Service Passenger Mobility Services Registration and Access Services
ervice
. Lost and Found Mail and Internal N _ Material Request Sales and _ Waste Management N . ~ Car Pool and Rental . Dosimeter _ Locks and Keys
Services Elements N o _ Shipping Service N - _ Storage Service ~ Bike Sharing Service N Shuttle Service o ~ Guards Service _
Service Distribution Service Service Recuperation Service Service Service Distribution Service Service

Goods Internal Distribution
Goods Reception
Mail Office

©
Relocation
Shipping Management ci

Storage Area Operation
Transvoirie

Car Pool Service Area

Car Pool Management R— o e A — S

Car Registration

lostandFound | Mail aed imemal

Car Rental Services Elamants foiie o || oot
Car Sharing

Tooms s el Avee
CERN Apartments B L L
Cleaning Management
Contractors' personnel and Biometrics Registration o Gawibusen 0 B 3
DGS-Dosimeters
Entrance Control & Guards = = -
Exhibitions at CERN _— - - =
[ErPoot A i
Green Space management [ea- Foot Maragement 0 0
Hotel Management
Hotel Operation
Housing Operation
Locks and Keys
ONET Cleaning
Shuttle Management
Shuttle Rental
Topnet Cleaning
Visitor access card

Masrial Request Sates and -
senice Recuperavian service, et

Waste Managament carpoatana Remad [
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Business Service Catalogue

Culture change

Service Area General IT Support
Customer Services General Network Services
Services Elements Moo et
Configuration Service | Infrastructure Service
T
cs
lGeneraI Purpose Network B
| | e gl oo
LHCopn
= 1 Network Infrastructure Management A+ A
\ - = ® Network Services C
| Networking for Experiments
Technical Network B
DB
— mES == 3 | - e DS1
General Purpose DB Instances A
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Process Definition: Incident & Request

=

Incident Management

= --: Event Management Users via web interface DRI I.EIEphonB‘ i
or physical presence
==
=] =1
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Detection and recording Request Fulfiliment H H H .
Prlorlty Matrix| 1bown [2Degraded| 3Affected |4 Disrupted

o/ | = v _ _
Y critical adverse | maijor adverseimpact [ minor adverse impact | small number of the
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CIC.) 2 Medium: the damage 2 3 4
; caused by the Incident increases f
(@)] considerably over time ngh Moderate Low
S
Investigation and diagnosis ) 3 Low: The damage caused 3 4
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increases over time '\mderate LOW
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L Resolution and recovery
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I
H

A Closure
__;?_______ Reporting Process qually ( Change
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=
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Phase 2 (Planning for a Bang)

Business Service Catalog
and Process support in
ServiceNow

Service Management Unit .
Created §erwcg Portal
in ServiceNow
Extend Business Service
Catalog to cover IT _
CERN <-> ServiceNow

Integration

Request and

Incident for IT
IT and

General
Services Tool Selection

join forces

@ o ©
2011 2012 2013
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ervice Portal

e User access to all services
e Search function

Frangais

 Browse the catalogue

Feedback

, CERN Service Portal
o Re p O rt I S S u e S easy access to services at CERN

Home News Navigate Catalogue Contacts My Profile Site Guide Service Status

) F O | | OW - u p i S S u e S The CERN Service Portal is your one-stop access point for

all services provided by the GS and IT departments.

° AC C e S S k n OW I e d ge b a S e Describe ynur;ss.:sonr‘:lae?:cn for a service:

Report an issue #

My Incidents il My Requests | Key contacts |

% Clone does not behave as ex... % DATA CENTER DATA question o... Service desk: 77777
islogi Lacated in building 55.
# error message after aislogi... # how to return results from ... e e
% problem opening sharepoint ... ¢ % Support for business card p...
# clone of odm copies service... # request for JMT data access E R 24/7
# edms documentation problem @ request to use out of the b... mergencies (24/7)

- % Fire / Feu / Accident: 74444
See all your incidents See all your requests Located in building 65.
Fire, aczidants, hazardous materials

intarventions...

L

Computer Security: 70500
Computer security emergency contact:

Computer.Security@carn.ch [
December 08, 2011 12:08 ET

CERN Wins ServiceNow 2011 Innovation of the Year Award for Development of the CERN Service Manager on Duty
Service Portal That Provides More Than 650 Services to 10,000 Users ok sstisfiad? You can contact the SHoD.

Finalists at ServiceNow's Knowledge11 Europe Event Included Fermilab, Inchcape, Queensland Department of Transport & Main Roads,
Swiss Re and VeriSign
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Phase 3 (Bang)

Train 400
Supporters

Recruit and train
Service Desk

First three weeks of operation

500 1
450+
400 {

350 4

Tasks

300
250 ¢

200 4

1504

1007
501

ol ' -
N o - W
1‘ 1‘.-\.,1‘ 2 '1.‘ 1.\ 1.'1‘ gt 17‘ 1"' 'L-.L '1.7‘ 2% e, g e
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Sudden death transition

o—©
2009 2010

_‘
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Phase 4 (Expansion)

</

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

|
—4 I Extend Scope (Human Resources, and Finance)
|

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

" A S
Improve Maturity

Coaching, coaching, coaching, ................

T~/ '

\ /

PN 2014'

2005_9‘ 2010'2011' 2012. 2013
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Request for a car rental Attach file

In case of unavailability of other means of transport or in case of leng official journeys, the Car pool service can arrange rental of cars or utility vehicles
e c O r r O u c e r S This form must be completed and submitted at least 48 hours in advance.

Procedure: You will find detailed explanation at Rental car pages

Invoicing:Rental requests may be cancelled up to 24 hours before the scheduled start of the rental period. Any cancellation beyond this limit will incur

charges

Restrictions (see Operational Circular No 4, further details at Admin e-guide: Official vehicles (belonging to or rented by CERN)):

+ These vehicles are restricted to official use only;

- An authorization to drive a CERN vehicle is required (in EDH Access request selecting the option "CERN vehicle driving license (V)" from the list

N u m ber of Act ive Record P rod uce rs of the different types of access available.);

+ A mission order is required for trips outside the CERN perimeter (in EDH Mission Order).

450 (pdf format) to be used when you collect and return your vehicle.
400 —
350 —

300 E—— [ ect the type(s) of vehicle that suits the best your needs
lore information

CDAR Boite automatique: Volvo C30, Ford Focus, Peugeot 307, Toyota Corolla.

250 CDMR: Velvo C30, Ford Focus, Peugeot 307, Toyota Corolla, Renault Megane, ...

200 CWMR: Ford Focus STW, Toyota Corolla STW, Renault Mégane Grandtour;
ECMR: Ford Fiesta, Peugeot 207, Renault Clio, Fiat Grande Punto, Toyota Yaris

150 FDAR boite automatique: Mercedes-Benz - Classe C (GPS) & C-Klass STW, Audi A4
FVMR (9 seats): Mercedes Vito

100 IDAR boite atomatique: Toyota Corolla Verso, Renault Scénic, Alfa Romeo 155...
IDMR: Toyota Corolla Verso, Renault Scénic, Alfa Romeo 159, Ford Focus C-Max

50 IWMR:Toyota Avensis STW, New Fiat Croma, Renault Grand Scénic, Ford S-Max. ..
SDAR boite automatique: Mercedes-Benz - Classe B (GPS), Volvo V50 (GPS)
0 SVMR (7 seats):Ford NewGalaxy, Fiat Ulysse Kia Camival, Renault Traffic passenge

utility & m3 : Ford Transit 2.2 D, Fiat Ducato 2.3 D

2010 2011 2012 2013 utility & m3 - Ford Transit 350 M TD, Fiat Ducato15Q 2.3 D, Fiat Ducato15 2.3LON
utility 10 m3 : Ford Transit 350L D, Fiat Ducato 2.3D long, Fiat Ducato15 2.8JTD

@ utility 16 m3 : Mercedes Spinter 311C

Justification: explain why you need it
to ED Elf 4“5 . .) » More information

» About vehicle collection/return

| Departure date and time | Departure place
| @ CERN car pool

|Return date and time © Geneva aeroport

Record Producers + [T Oote [Nome LT B |Return place
o o] £, 80 [ @ CERN car pool
Actve 50 =] e R ) Geneva aeroport
Run " " " " .
n_mém_mm N s lhetshe il be copsiderod 2= the Soquestcs amd mosponsitie of (e weficie)
T eps—— Reduest o exema isabeladmn  isaeld | Requested by
pumen :
5 Asseassiecuest OFP sofware (anon P Requestfor accessto  Requesl (o access I0FP (olated sowar . issbeladmin  isabel Reinoud Martens Qe
o FP related softwar. . o . >
o AddaSiSwokewsouicuens.  AGaSLS seicelo taqueats SIS patricia.admin  pabicia How many kilometers per day (average) will you drive?
S @ Less than 100 km
(7 A filter inspaction raguest ‘Al filer inspection 'HVAC ODM A Filler Inspaction reinoud martens  david 3|
° request
~ Apartment Reservation Request Apariment ‘Apariment Reauests reinoud martens  reinoud)
o Reservation Request.
(5 Aeament Temination Request Apartment ‘Apariment Reauests teinoud martens  reinout)
° Termination Request
_ Aoplication for CERN Business Cardsprn..  Appication for CERN  business. card lemplale patricia admin  reinoud|
® Business Cards
=
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Activity Trend

uuuuuuu

Where do we stand
260,525

* 95000 incidents

* 125000 requests

e 1500 KB articles

* 400 record producers

Activity Trend By Department

* 300 services

e 450 operational functions

e >950 supporters hooked up —

* >900 concurrent sessions 0
) .

Portal popularity grows
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Where do we go (Expand in multiple dimensions)

Service Management System

= (4.2) Governance of processes
(4.1) Management Responsibility ~— operated by other parties

Customers

4 3 Documentaton
4 4 Resource

ontrol Processes

onfiguration Management

~

Customer
{and other o A~ (and other
interested A~ (43 )Documentation Management interested parties)
parties) (45) Establish the SMS N—r ¢
(4.4 Resource Management
@ Design and Transition of New or Changed Services
service  |—> \J . s Service Delivery Processes R SRy o
Requirements | Service Level Management Management ! |
|
| Continuity & B "
R —— ~ udgeting & Accounting
'Availability Management Serviu- Reporting - @ for S s
_ e

4 5 Extabish & kmorove / Change Management \
5.0 Design & Transtion : (L JRelease and Deplownenl@ J—
vice Leve “ ey Management
Service Reportng B - _ ‘
6.3 Continuty & Avalabity B _
6 4 France — e e
6 5 Capacty
86 Securty Resolution Processes Relationship Processes
! (:Arcu Relatonsho 81 Incident & Service Request Business Relationship
2 Management Management
(: W3 Problem Management Suppiier Management
9 1 Configurate
9.2 Change
9 3 Release ‘
Efficency 8 Effectivensss

2005_9' 2010'2011'2012‘

© 2013 ServiceNow All Rights Reserved

ledgel3

May 12-16, 2013 - Aria Resort - Las Vegas




Expand in multiple dimensions

[~ Ta rget 6.1 Service Quality (SLM)
[~ curre I’lt 9.2 Change Management 45 6.2 Reporting
9.1 Configuration Management ., 6.3 Continuity & Availability

8.2 Problem Management 6.4 Financial Management

8.1 Incident & Request Capacity and Planning

7.2 Supplier Relationship Management 6.6 Security

nal Relationship Management

7.1|nti
2009 201020114 2012¢ 2013 o 2014 2015
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Our N’SIVI universe will continue to expand

CMS

2008 (27 km)

LHCb

'S

=

ATLAS

TI'N

CNGS
2006 Gran Sasso

[ |
|
TTO 1988 (182 m)
East Area
K LINAC 2
[ ‘4;1
ot 2005 (78 m]
» ion » » p (antiproton) —H— /antipraton conversion » neutrinos » electron

LHC Large Hadron Collider  SPS Super Proton Synchrotron ~ PS Proton Synchrotron

AD Antiproton Decelerator CNGS Cern Neutrinos to Gran Sasso
LEIR Low Energy lon Ring LINAC LINear ACcelerator )
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Top Three Takeaways

1. XSM 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 Knowledgel4 event
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Thank You

Reinoud Martens N-SM

Service Manager — General Services
CERN

Reinoud.martens@cern.ch
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