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Configuration Management in BT
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What is Configuration Management?

• All things to all people!

• Gartner Definitions
– Server/Client/Network

– Business Intelligence

– IT Service

– Software Development

• IT Service Configuration Management

Configuration and Asset Management

The goals of CM are to:
• Account for all IT assets and configurations within the organisation and 

its services
• Provide accurate information on configurations to support and give a 

sound basis for all other ITSM processes
• Verify configuration records against the infrastructure and correct 

exceptions

Asset Management differs from Configuration Management in that CM 
establishes and records relationships between component parts of the 
infrastructure as well as details about the components themselves. 
Asset management often is simple inventory management. Many 
organisations start with AM and progress to full CM at a later s tage.
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CI Lifecycle Management

Design

Retire

Support

Build

Procure

Deploy

The BT Environment

Mainframe = 20,000 mips
actively managed & controlled

Open System = Thousands! Chaos!

14 main data centres & 200+ other sites
in the UK

Desktop, software and IT Hardware considered 
separately
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Config & Asset in BT now

• 3 separate teams (IT Hardware, Desktop, 
Software) working in close alignment

• Numerous systems now integrated 

• Worldwide coverage

• Iterative process of the plan and identify stages

Big Numbers
• 34291  hardware items under control
• 140000+ desktop items identified
• 6000+ software items catalogued

• 4000+ users (500 logins a day)

• 20 full site audits a year

• £7+ million pounds saved in reuse of kit and contract 
policing in last 3 years
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Why we needed to change

Assets & Infrastructure

Service
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Service & Change Management

Assets & Infrastructure Repositories

• SUPPORTAL 

• BRIDGE Clarify

Process disconnect (both sides)
Lack of infrastructure & risk control
Inability to link service to change

Inability to measure  service

Procurement Build/Deploy Support/
Maintain

Reuse

Retire

Change
ManagementRelease 

Management

Change
Management

iProcurement
Argis Supportal/Salsa

Bridge/eORG
Argis

Bridge Bridge

CM Process Framework

IT Service Management function

IT System

CM Process Framework

Fixed Asset
Register Discovery

Design/
Develop
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What did we do?

Reduce Costs

Business Info Track CapacityTrusted Billing Compliance

Customer Satisfaction

Supportal – Evolution Y2K

Procedures

Contacts

Configurations

Servers

Applications

Support

Hardware

Software

Location

Vendor

Make/ModelDomain

Asset
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Cradle to Grave Philosophy

• Track every stage of the lifecycle

• Maintain the data integrity

• Data ownership

“What items does BT use to deliver what services to 
whom at what cost and under what supply contracts, 
and how do those items interact with each other?”
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Certificates

• Visibly separate data to correspond with different job roles & 
owners

• Provide the necessary structure to improve understanding 
across a large group of people from all operational 
disciplines

• Timestamp the data

• Lifecycle View
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Death Certificate

• Issued on decommissioning

IT System View
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Software View

Reporting
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Single Truth

The “CMDB Myth”
FA C T S [A P P0 3462 ]     

N o B IR  =  m inor

S upporta l  [A P P 02044 ]     
B IR  628 =  serious
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Identify/Control

Initially – servers only, and only in the data centres (controlled 
environments)

Re-scoped over the years in 4 phases to cover servers, 
network kit (routers, switches & hubs), disk arrays, silos, 
software, PDUs

Changing business requirements – software to patch level

Personal Assets (Desktop) – held in a linked system

Audit & Verification

• Ownership of data - people with a vested interest

• Spot Audits/email audits

• Discovery tools vs manual entry
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Challenges

• Scale and complexity of BT estate

• Cultural barriers

• Fundamental misunderstanding of CM

• The “CMDB myth”

Recent Challenges

• Europe and the rest of the world
– Culture
– Language
– Access
– Technology

• Suppliers/Partners
– HP Support
– SUN Support

• Sarbanes Oxley
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CM Business Case

Taking our CM capabilities beyond the current level will:

• Facilitate adherence to legal obligations - Software licensing 
for instance is a current hot topic with related Internal Audit 
recommendations

• Contribute to Contingency Planning – facilitate the 
restoration of IT Service in the event of a disaster

• Improve security by controlling the versions of 
Configuration Items in use – make it harder to maliciously or 
erroneously change a CI

• Enable the organisation to reduce the use of unauthorised 
software – this has both legal and financial implications

• Facilitate the implementation of ITIL/BS15000 standards of 
IT Service Management

What have we learned?
• Have an end point in view but start small and 

controlled

• Think process and people, NOT tools

• Don’t get anal about ITIL – work out what works 
in your culture and environment

• Education and awareness



Cathy Wright - Configuration Management in 
BTBTexact Technologies

2nd BCS CMSG Conference 2005 -
www.bcs-cmsg.org.uk 15

Where are we going now?
• Service Mapping

– What does it mean?
– Business Process Mapping
– Business Service Management

• Further integration
– Web services, SOA
– Emergent market

• Discovery policy
– Agentless data collectors

• More education and awareness
– Functional silos
– Culture Change

Questions?
cathy.a.wright@bt.com


