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Background — About Us

We are a global investment bank that has grown very aggressively since inception in 2000.
- Workforce of 10,900 in 03/2006;
- Workforce of 15,000 in 05/2008.

Service Management Tools have been in place since the formation of the company.
- Many of the tools had not been changed since first implementation. i.e. Remedy version 4.
- Tools had also been customised beyond recognition and were unsupportable by vendors.
- Tools could not handle volume of users that was predicted to continue to increase aggressively over time.
- Poor performance of tools led o some teams using their own in house service management tools,
- Over 2,500 services in the CMDB and 16,000 Service to Host relationships.

Launched an IT Transformation Programme over 3 years in March 2006

- One stream of which was a service management programme to look at the tools, functions and processes within IT and try and
ITIL align them where suitable.

- The service management programme also included the launch of an iniiative to.launched a cost transparency project; and
- Performance reporting (IT Scorecards)
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Background — State of Service Management

1.Asingle database held a list of all the services in the bank.

- Against each service there were 40 types of possible service owner and 30
regions, giving 1000 of type of owner. Multiple names were also possible per

owner ype. o’ Seniee foHost
2. A separate tool held a list of all the platforms in the firm including hosts. (5) (LRI
A 39 database took feeds of the services and hosts and allowed
relationships to be mapped between the two.

A database held alist of all auto-generated host alert
codes and how they mapped to an appropriate ondo! seces £al
service and assignment group. mm:mﬂs T diferenttype of
o data
However the database did not reflect changes in the onner
services (renames / deletions).

Workiow
Platform

“Too (including

Due to this a large volume of alerts were sent to a
catch-all stack where they were manually assigned to a
support team.

5. The reporting portal only showed statistics on Incidents per Service.

IS ncident hange
Changes were requested in a different tool than the Incident Coesrom > e S
Management Tool. Services 0

~

Edits were requested via plain text lists with no Configuration
Management function to check requests.
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Background — Where we are now

1.A CMDB v1 has been launched which holds CI types of e —
Services down to network switches. Reporing Console senvce waragement console @)
The CMDB also contains all types of relationships between + T~
Cls and data such as service mappings for host generated e —
Pl Incident Moduie
2.1In the same toolset an integrated incident / problem / Reportng  +— o0 Problem Module
change management system has been implemented. BHiIE
3.An 'OMDB' has been created, becoming the master n Cinsliziee
source and reconciliation tool for all infrastructure data. !
A service management console has been created (in the
same toolset) to edit and view the data in the CMDB using
a permission-based model. owos
5.A duplicate database of the CMDB has been created from
which a reporting console draws it data. T e
Inastucture Tools
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WP Phase 2
Service Management is divided between Service Support and Service Delivery. Existng Processes
The Service g (SMP) Phase 1 new processes for Incident, Problem,
Configuration and Financial Management and delivered a new toolset to support them.
Service Support Service Delivery
Moved onto HP Service BCM and Senice
Centre wih Phase 1 of ————— Continuiy teams
already exist

Moved onto HP Service ncident
Cente with Phas 1ot —————» [N, Front-to-Back feeds
smp en <« programme, SMP.
Phase 2

Moved onto HP Service
Centre with Phase 1 of

Function within Infra

Engineering (Capacity

Currently Using in & Enterprise Mgmi)

house tool, SMP Phase.
2

Function vithin Infra.

Federated function Engineering (Capacy
within Applcation & Enterprise Mgm)
Teams

Moved onto HP Service Central function within

G i prase 101 ———» [ g aeivy ased
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Service Management at Barclays Capital

SMP Phase 1

have dependencies with each other and all being on

The different functions within service management interact with each other closely, many

SMP Phase 2

Existing Processes

Incicert

A separate Project

Service swp
Reporing | Aoy

Servioe Level
Management

Management

A profect s

Managerent
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Implementation — Infrastructure provided data

The CMDB was architected using data that was available from existing
infrastructure tools.

A subset of this data was incorporated into the CMDB v, using the
following principles:
- Data provided had to be of value to the Incident / Problem / Change
Management functions;
“The quality of the data collected in the infrastructure tool had to be valdated to
the highest quality (subjective formula including factors such as
automated/manual, coverage of estate, etc).

All the infrastructure tool provided data is collected and reconciled in the
‘OMDB’ before being fed into the CMDB.

By having all downstream data sources in a single tool, inconsistencies
in naming standards (e.g. name duplication between data sources) can
be corrected before being fed into the CMDB and highlighted in order to
correct at source.
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OMDEB.

!

Infrastructure Tools
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Implementation — Linking Service Data to Infrastructure provided data

There is no way to (currently) derive relationships between services and
logical host or services to databases.

These relationships are required to:
- Drive incident / change management functions;
Give ownership to infrastructure reports such as server and storage utilisation Manually
reports; an
- Give ownership to cost transparency reports which relate the costs of
infrastructure components up 1o service owners.

Hence there is a need for service ownership data be of the highest
quality and continually maintained.
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Implementation — Service Ownership

A central ‘ownership hierarchy' was designed.

A non-Cl level was created ‘above’ services called service groups.
Al senvices have to belong to a single service group without exception
Senvice groups can contain multiple services
‘The owners of a service groups are exact across all services within.

¥ao
prat uoddns.
pean nag
sabeuen raq
000

A non-Cl level was created ‘above’ service groups called management areas.
All senvice groups have to belong to a management area without exception
Management areas can contain multple service groups
‘The owners of a management area are exact across all service groups (and hence services)
within

The ownership of management areas is set monthly as part of the financial
management process.
Ownership includes 6 roles.
CDR - Direct report of CIO and a head of a management area(s)
Support Lead and Manager — head of support for a management area and the deputy
Dev Lead and Manager - head of development for a management area and the deputy
€OO - COO of the CDR

Only 1 name is allowed against each of the roles.
A name can be across multple roles and management areas
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Implementation — Permission-ing Model

B By default the six centrally defined roles are given editing rights
g Usedfor performance for the services within their management area.
E 8 . rcemummdopiewl

§ escalations They in turn can permission additional (and an unlimited
number of) configuration managers to have edit rights per

management area.

¥aos
preat uoddns.

Configuration Mars
Configuration Mgrs
Configuration Mgrs

Assignment Group.

custom
Assiengieht

Assignment
Groups

Usedfor incident |
problem / change
management
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A person can be the configuration manager for multiple
management areas and in tumn s given the right to add
additional configuration managers.
A default assignment group is defined for every service group
and is hence the default for all the services within.

Ensuring no incident tickets are ever without an assignment group.

Further custom assignment groups can be defined per service.

iSIFUK & BCS
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Building on the CMDB — Activity Based Cost Reporting

In order to introduce activity based cost reporting (as opposed

o fseg Givenpermission o to a standard, budget, actual and forecast view), service groups
O 25%5- F § . alowpeopewook were fed into the time booking system.
LR e aganstsorice

& g

Each service group allowed time to be booked against Support
or Dev each of which had standard service management based
tasks with which time has to be specifically booked.

Incident, problem or configuration management
CAPEX tools were modified to also include a feed of service
groups. As a result all CAPEX requests are assigned a service
group.

Appear in ime booking
system and CAPEX
purchasing tooks.

% BARCLAYS
CAPITAL

Building on the CMDB — Activity Based Cost Reporting 2

Activity based reporting was also extended to allocate the cost

o fseg Given permisson o of hardware to services and their corresponding ownership
% H c £ g . allow people 10 book (CDR, Area etc).
g5 ES ‘woups.

This was initially launched for Physical Servers and derived
from the CMDB.
As multiple services run on the same server the cost is pro-
rata'd across the multiple owners.
i.e. 2 services with different CDRs run on the same box. Each CDR
pays for half the box.

There are plans to extend this to storage and databases next.

Appear in ime booking
system and CAPEX
Logial Host purchasing ook,
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Building on the CMDB — Utilisation Reporting

Gartner reports an average utilisation figure for production

o £:08 ¢ Uttsation repors servers across Financial Services firms.
8 £35: 58 . romdwocoRke
D FRiEE CIO decided to set a ‘server utilisation’ target for all of IT

Not just production servers — which causes a 5% hit currently.

Agents were installed on all servers to measure utilisation and
this is rolled up via the CMDB to a CDR level.

A There are current plans in place to not just measure average
utlisation but look at a Specint based weighted figure.

Utilisation figures are also being produced in draft format on
storage.

Agentinstaled on
< servers 0 measure
uisation
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Beneficiaries

“Phil”
Support Lead.
Responsible for
support of all
services within
area.

Bobby"
Help desk staff
1#tLine Support

Fields all client
calls 10 555555

Owns relationship
with client and has
responsibilties

such as financials

and scorecard
reports.
A 1 “_ =
Al pp— ‘Summer’
Central Incident, Central Project Manager.
Problem and
Change Configuration Co-ordinates
Management Management release of new
o Team services into
eam
estate.

Provides CMDB
support to IT and
CRES support
teams

Provides central
IPC support to
IT and CRES
support teams.
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Configuration Management

Twork vith the central
team to map all my
Centrally Sot Service
Owners

Services 1o service groups
‘and management areas

I work with my COO to
Manually Assigned
Configuration Mars

Managemen
Aren or new
Angie -COO management area
Assignment Group

1work with the central
team 10 map the

services run on and
other related services

AL

I H A

Phil— Support Lead

Logial Host

Tensure that all the
management areas,
service groups, senvices
and related components
are mapped o cenvally
Set standards

Twork with the cenral

iSMF UK 5 BCS
]

and easy to find
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Management Management

Service Desk is the principal operational interface between
Ty IT and CRES and their users.

Service Desk, Incident and Problem Management

- Incident Management aims to restore business operation as.
quickly as possible, while
AT Problem Management tries to proactively prevent and/or
Gonfiguration Mgrs minimise the effects of an incident/problem.

Management
‘wea

SMP Phase 1 has introduced the concept of having both an
Assignment Group. interaction and an incident.

An interaction is the initial communication logged by the Service
Desk. If the user query can be resolved by the service desk, the
interaction is closed

Ifit can not be closed by the service desk an incident ticket is
created, logged against a service from the CMDB and routed to
Logica Host Database the appropriate assignment group (were called support groups in
Remedy), depending on the symptom selected.

oy ognae A problem is an underlying cause of one or more incidents

- Becomes a known error’ when the root cause is known and may
then have a workaround

Newark
Suieh

Auto alerts generated from hosts into Netcool are also
automatically cut into incident tickets and sent to the
appropriate assignment group.
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Service Desk, Incident and Problem Management

"Aclient calis in to complain about the
performance of an application they
using,
I create atickets ook up the service
and selects the symptom.

Centally Set Service
‘Ouners

Manually Assigned
Configuration Mars

e
\

Management
‘ea

“The incident icket s
automatically routed to one of

my support teams
(assignmen group).

Logical Hast Daabase
Gre of the support teams calls me
request a Major Incident Handiing
scenario (MIH),

Isetup MIH Bridge 8773 9000 114 (or
224) and invite al affected service
owiners by looking up the related
services and their owners in the

D!

Prysical Daabase.

Newark
Suiteh

Iswiftly allocate resources o help.

predefined roles and management
‘accountabily.
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Change and Release Management

Centrally Sot Service
Owners

Manually Assigned
Configuration Mars

Logica Host Dabase

Physical

Network
ich
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IT Production wish to make a change to
the OS of a server and raise a change
L

ook up the services effected and inform
allthe service owners of the upcoming
change so they can approve / refect i

“The central IPC team inform me of the.
oming change.
I check to see if t effects any criical
senvices, at a critcal time and i t il
effecthe delivery of my service. | then
approve o refect .

1 wish o release an update 0 one of

K
services and their owners
for the release

t0seta time

HSMEUK 5 BCS
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Service Continuity

Centally Set Service.
‘Ouners

‘wea

Grow

Daabase
Prysical Database

Newark
Suieh
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I've made certainall of my
applcations have adequate
R provision and get tested
in DR within the 12-month
tolling test windovs

I veriy that changes made to

Actions from DR tests.

I feld calls from business

ItSVIF UK EZZBCS

Service Level Management

|

Centally Set Service
‘Ouners

‘ea

Grow

Daabase

Prysical Daabase.

Newark
Suiteh
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Ihave defined how OLAS
fitinto the CMDE,

Jim — Central Config

Ve defined all my OLAS and SLA
and can now keep rack of all my.
services and when an error can
potentially impact my customer.

{
I
Phil— Support Lead

1 am able 0 use the

informaion to assess impact
when an OLA fails ar

potentialissue arises.

ItSVIF UK EZ‘BCS




Availabity

Availability Management Management

Centrally Sot Service
Owners

Ican use "MyMO” to

responsibe for delivering.
Allalarms that meet poiicy
are automatically passed
o incident management

Logial Hosy - T can get a visualsation of

the enire IT Estate and see

when an underlying incident

is causing issues for multple
areas.

Physical

“This allows me 10 co-
ordinate effort.

Network

ich

Capac
Capacity Management Management

Centally Set Service.
‘Ouners

‘wea

Grow

Daabase

N I can use the reports on http://capman
\ 10 answer questions such as:
Phsion N Do Whatis the uiization of all my
How much sorage capacty do | have
avallbe?
Network
s
2
) . Financal
Financial Management Management

I worked vith my COO to get my new
service and service group set-up and
velopment team all book
their time against the dev codes
Setupfor the project.

Centally Set Service
‘Ouners

‘All my support staff book their time
Senice ‘against the appropriate senvice
Grow

understand the fullcost of my service
(T&M and infrastructure costs).

Database. Support Lead

Tcan see the breakdown of all ime and
5Ps booked against the services | own.

Prysical Daabase.

1 can see which services need more support than

others. This helps me vith my budget and headcount

planning, understanding my Production usage and can

ok be correlated (o the number of MIH in my area (oo,

Suiteh I can also see how much development time is being
‘spent per project, and from which area.

Activty based cost reports give me a
good insightinto my world.




IT Scorecard

The scorecards bring together service management information in the areas of “Cost’, “Risk” and *Performance”.

bt an busiess
npacing cldens [—
e repora per L0 i opin

oo [ Sias e manaty
ment added A
!
Charge requess
e (S e
repone er acroredrer (A

management area

Compiance per Costand

; scl poiciess () {3 Headkountdan s
epored per reported per

management area management area

Treceive a monthly automated IT
Scorecard, which has metrics from all of
the service management discipiines.

I use this to assess and manage my area,
“running tas a business'

Angie - COO

Beneficiaries

-
“Phir “Bobby” “Angie”

Canvisualise every IT Whena client calls Am able t0 receive an

component his the 558558 Icansee LTI automated monthly
Senvices run on, What other ncients — Scorecard ilustrating
an auicky ideniy veynavecateain, ¥ * 1} the performance of
the root cause of an and = my area.

incident and who it What other incidets
ihere are against ey AN
same senvice
Ican also visualise [ Bobby — Service Desk Ange - COO
the enire IT estate
and
Al P ‘Summer
Jim

Can geta Time and
Material breakdown of
senvices spit between

Can'see who owns a
senice and ekted
Services and tereiore 1)
Who 0 conact. = Provide the ceniral
Conmnmse e isk b quidance for support
ofncidents dueto

poorly undersiood

Set standards befind
CMDB.

support.
Can ook up all the

y
popuiate the CMDS.

change. IS
Al - Central IPC s cause as
litle impact as
possible

Conclusion — Lessons Learnt

Need an end-to-end service management overview
Without tying in all the other streams of service management with configuration management, it is not possible to visualise any
of the benefits.

Needs medium-term executive buy-in.
- Configuration Management is always one of the first streams of work in a service management programme and it is arguably
the most critical
However there are no direct (or quantitive) benefits because of it
- Benefits are realised by all other service management streams. i.e. improved Incident Management capability.
- Hence it takes times (1-2 years) to actually benefit from the launch on configuration management project.
[Note: Itis said that the average banking CIO last 1 % years!]

Need service owners to take responsibility for own data.
Lots of information in the CMDB can be derived but the critical service and service relationship data has to be manually
maintain
Without support teams taking responsibility for the maintenance of this data, the potential success of your architecture and
implementation is compromised.
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