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Configuration Management

Business Drivers &

Organisational Change

Andrew Pieri, Associated Newspapers Ltd

Associated Newspapers Ltd

– Part of Daily Mail & General Trust 
(DMGT)

– Over 35M Print Items/week

– 45% of UK Population Interact

Group Technology Services

• “IT Just Works!”
• Not on the critical path
• Support & Delivery Services to 

ANL
• Business Areas:

– Editorial
– Advertising
– Commercial
– Publishing
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Information Technology[2]

• Central Operations
– 24x 7 Shift Operation
– 3rd Line Support
– Operations 

Acceptance/Change/Problem

• Shared Services
– Solutions Management
– Infrastructure Management
– Project Office

What’s IT all about?

• Technology
• People

• Process
– Best Practice

– The word “appropriate”

ITIL

• Service Management Thinking
• Identifying your key processes

– Incident
– Change

– Problem

• A mixed bag…
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The Vision…

• Bring order to a fast moving 
dynamic, and chaotic environment

• Reactive -> Proactive -> Predictive
• Develop key processes

– How do you do that?

Business Benefits

• Maximise service uptime
• Minimise risk of change
• Take more control

• Measure performance/set targets
• Service view

CMDB & CMS 

Implementation Approach

Mark Smith, Associated Newspapers Ltd
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Ground Work

• Implementation Approach Phase 1
– Highlighted by external maturity 

analysis of the ITIL diciplines

– Focus on Change + Incident + Problem

– Control, Availability & Improved 
Change

– Improvements required CMDB/CMS
– What next?

Single Solution 

• Supporting solution had to do the job
– Service Support Capability Priority
– Future requirements; import, update 

and police CIs
– Monitor operationally and to feed 

availability

• ANL chose a single source solution
– Integrated SD, Change & Knowledge
– Future Operational Monitoring link to 

CMDB/CMS

Configuration Management
CMDB/CMS

Configuration Management
CMDB/CMS

Availability + Change ImpactAvailability + Change Impact

Implementation Transition

IncidentIncident ChangeChange ProblemProblem+ +
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How Do We Do This?

• Implementation Approach - Phase 2
– Achievable

• Adopted for one new critical editorial 
service

– Inclusive
• Touched all practiced ITIL disciplines

– Service Architecture

• All CIs touching the service

CMDB/CMS Architecture

Discovery Tool CMDB/CMS

Availability 
Reporting

Data Mapping 

Operational
Monitoring

ANL
Infrastructure

Relationship 
Mapping

Auto ticketing

“Real” CIs linked to 
Change Orders

Implementation Story

• Requirements
– Senior Management commitment

– Data model
– Interfaces

– Resources

• Challenges
– Interfaces

– Integration

• Success
– Configuration process for new and updated CIs developed
– Availability end-to-end measure

– Change impact analysis

– Greater ITIL awareness, processes matured & enhanced
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Lessons Learned

• The right resources, internal & 
external

• Use the framework, don’t reinvent 
the wheel

• Integration is not easy!
• Don’t underestimate overheads
• Set realistic expectations and agree
• Single Service enabled ANL to “Just 

Start”

What’s Next?

• Reporting & Impact Analysis
– Drill down availability reporting

– Hierarchical Impact Analysis

• Our Next Critical Service
– Priority & choice

– Refine configuration process

• Further Process Integration
– Exploit the power of the CMDB/CMS

Thank you…

Andrew Pieri
Central Operations Director
Email: andrew.pieri@assocnews.co.uk
Tel: 020 7938 7702

Mark Smith
Head of Process Management
Email: mark.smith@assocnews.co.uk

Tel: 020 7938 6000


