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Introductions and Agenda

In this session, we will cover:
– Introduction

– Q1 Is Configuration Management essential for all organisations?
– Q2 Does a lack of Configuration Management prevent progress?
– Q3 How can benefits and costs of Configuration Management be measured?
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To get started, a few questions for you…and a quick show of hands…

� Who has a Configuration Management initiative ongoing now or 

is considering starting an initiative?

� Who is seeing value from Configuration Management today?

� Who is unsure of the value of implementing Configuration 

Management?
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Agenda

� Introduction

� Q1 Is Configuration Management essential for all organisations?

� Q2 Does a lack of Configuration Management prevent progress?

� Q3 How can benefits and costs of Configuration Management be 
measured?
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Service
Operation

Service
Transition

Configuration Management

Configuration Management Database

� Configuration Items (CIs)

� Relationships

� Attributes

� other information ….

Service
Design

Service
Improvement

A quick overview of Configuration Management to make sure we all
have a common view

Service
Strategy

Introduction
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Configuration 
Management

Provides a common 
view of the 
infrastructure, 
infrastructure 
relationships and 
how these support 
service.

Enables IT to meet 
business 
requirements.

Demands on IT

• Responsive

• Flexible

• Reliable

• Efficient

The changing business environment is placing higher demands on IT 
which are driving the need for Configuration Management

Configuration Management
• Manages the CMD B and the Configuration 

Management data held within it
• Provides interfaces to Configuration 

Management data
• Maintains the Configuration Management 

plan

Configuration Management Database

� Configuration Items (CIs)

� Relationships

� Attributes

� other information ….

Configuration Management
• Manages the CMD B and the Configuration 

Management data held within it
• Provides interfaces to Configuration 

Management data
• Maintains the Configuration Management 

plan

Configuration Management Database

� Configuration Items (CIs)

� Relationships

� Attributes

� other information ….

Competition

Complexity

Compliance

Increased competitive 
pressure while IT has 
an increasing role in 
every business 
process

Increased complexity 
makes change much 
harder

Changing regulatory 
environment requires 
security, privacy and 
ongoing audit 
capabilities
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Configuration Management sounds fundamental to IT meeting the 
demands of the business, but do the perceived benefits become 
reality?

� CMDB is in the Early Adopter 
Stage

� When implemented, 
Configuration Management is 
not always used to its full 
potential

� Real ‘financial’ benefits appear 
to be difficult to quantify

CMDB Adoption 
(Computer Economics Survey 2008)

15%

39%

46%

Have a CMDB solution in place
Are researching or in the process of implementing a CMDB
No activity underway on CMDB adoption

Introduction
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Agenda

� Introduction

� Q1 Is Configuration Management essential for all organisations?

� Q2 Does a lack of Configuration Management prevent progress?

� Q3 How can benefits and costs of Configuration Management be 
measured?
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Typical characteristics of large and small organisations may help to 
determine the need for Configuration Management

� Quick communication

� Close to the business

� Small number of configuration items

� Easy access to locally held infrastructure 
information

� Knowledge easily shared

� More formal, managed communication

� Careful management needed to maintain 
closeness to business

� Large number of configuration items 

� Infrastructure information carefully 
controlled and managed to ensure all have 
access

� Tools needed to share knowledge

Typical Characteristics of Small 
Organisations

Typical Characteristics of Large 
Organisations

Configuration 
Management 

essential

� Informal culture

� Reliance on individuals

� Per capita complexity

Configuration 
Management to 
be considered

Q1 Is Configuration Management essential for all organisations?
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Typical characteristics of dynamic and stable infrastructures can also 
help to determine the need for Configuration Management

� Few reported incidents

� Few Requests for Change

� High rate of reported incidents

� High rate of Requests for Change

Typical Characteristics of Stable 
Organisations

Typical Characteristics of Dynamic 
Organisations

Configuration 
Management to 
be considered

Configuration 
Management 

essential

� Still a need for effective Risk Management

� Still a need for efficient incident and problem 
resolution 

� Likely to be a focus on cost reduction

Q1 Is Configuration Management essential for all organisations?
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Large dynamic organisations may have a more obvious need for 
Configuration Management, but small stable organisations also have 
characteristics which Configuration Management would support

Large Organisation

Stable Infrastructure

Small Organisation

Stable Infrastructure

Small Organisation

Dynamic Infrastructure

Large Organisation

Dynamic Infrastructure
Size of 

Organisation

Stability of Infrastructure

Configuration Mgt 
more essential

Configuration Mgt to 
be considered

Q1 Is Configuration Management essential for all organisations?
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An organisation’s strategy and internal forces can influence the need 
for Configuration Management

Internal 
Forces

Plans for mergers and 
acquisitions

Changing demands for 
management information

Changes in business 
processes which require a 
different level or type of IT 

support

Changes in the 
organisational 

structure or culture 
which require new IT 

capabilities

Adherence to 
internal 

standards and 
frameworks

Q1 Is Configuration Management essential for all organisations?
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External forces such as legislation can influence the need for 
Configuration Management in any size or type of organisation

Changes in legislation

Increased competitive 
pressure

Being the target of an 
acquisition

Changing demands 
from customers

External
Forces

Adherence to 
external 

standards and 
frameworks

Q1 Is Configuration Management essential for all organisations?
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External Forces

Large Organisation

Stable Infrastructure

Small Organisation

Stable Infrastructure

Small Organisation

Dynamic Infrastructure

Small Organisation

Stable Infrastructure

Large Organisation

Stable Infrastructure

Small Organisation

Dynamic Infrastructure

Large Organisation

Dynamic Infrastructure

Large Organisation

Dynamic Infrastructure

Even small organisations with stable infrastructures are affected by 
internal and external forces which may influence the need for 
Configuration Management

Configuration Mgt 
more essentialSize of 

Organisation

Stability of Infrastructure

Internal Forces

Internal 
Forces

Internal 
Forces

Internal 
Forces

Internal 
Forces

Configuration Mgt to 
be considered

External Forces

Q1 Is Configuration Management essential for all organisations?
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Agenda

� Introduction

� Q1 Is Configuration Management essential for all organisations?

� Q2 Does a lack of Configuration Management prevent progress?

� Q3 How can benefits and costs of Configuration Management be 
measured?
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Service
Operation

Service
Transition

Configuration Management

Configuration Management Database

� Configuration Items (CIs)

� Relationships

� Attributes

� other information ….

Configuration Management

Configuration Management Database

� Configuration Items (CIs)

� Relationships

� Attributes

� other information ….

Service
Design

Service
Improvement

Service
Strategy

To consider if a lack of Configuration Management prevents progress, 
we need to re-visit the perceived value that it brings and what it exists 
to support

Responsive
� Incident, problem, service 

request management

Flexible
� Ability to adapt to changing 

requirements / strategy

Reliable
� Control and management of 

risk

Efficient
� Identify costs of service and 

therefore manage and control 
cost

Configuration Management IT Service

Q2 Does a lack of Configuration Management prevent progress?
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The concept of ‘progress’ within IT Service Management is commonly 
considered to be the level of effectiveness and efficiency of IT services 
provided to the business and can be measured against a Maturity Model

Ad Hoc: Processes are not documented or measured (ineffective); processes are not repeatable; support requirements 
are not defined; no support or improvement plan exists. Quality is dependant on who performs the activity1 Ad Hoc: Processes are not documented or measured (ineffective); processes are not repeatable; support requirements 
are not defined; no support or improvement plan exists. Quality is dependant on who performs the activity1

Aware: Processes are documented and improvements have begun, although some operational 
problems require action; customer requirements are understood.2 Aware: Processes are documented and improvements have begun, although some operational 
problems require action; customer requirements are understood.2

Capable: Significant progress has been made so that the processes meet customer 
needs in an effective manner; the process goals are aligned with business goals. 3 Capable: Significant progress has been made so that the processes meet customer 
needs in an effective manner; the process goals are aligned with business goals. 3

Mature: Processes are competitive and adaptable to new technology 
and business requirements. Highly automated and efficient. Process 
boundaries cross management domains.

4
Mature: Processes are competitive and adaptable to new technology 
and business requirements. Highly automated and efficient. Process 
boundaries cross management domains.

4

Optimal: Process management is focused on strategic 
direction of customers, optimization across all 
management domains, and continuous improvement.

5 Optimal: Process management is focused on strategic 
direction of customers, optimization across all 
management domains, and continuous improvement.

5

Effectiveness Efficiency

Levels of IT
 Management M

aturity

Q2 Does a lack of Configuration Management prevent progress?

IBM Global Technology Services

© 2008 IBM Corporation18 Configuration Management: The Powerhouse of Service Management…or is it?

We explored the potential impact to achieving progress in maturity if 
Configuration Management was not implemented

Change Management

� Less efficient or effective impact 
assessment

� Risk of less accurate 
configuration information

� Potentially less efficient 
identification of CAB participants

� Less effective management of 
emergency changes

Ad Hoc: Processes are not documented or measured (ineffective); processes are not repeatable; support requirements 
are not defined; no support or improvement plan exists. Quality is dependant on who performs the activity1 Ad Hoc: Processes are not documented or measured (ineffective); processes are not repeatable; support requirements 
are not defined; no support or improvement plan exists. Quality is dependant on who performs the activity1

Aware: Processes are documented and improvements have begun, although some operational 
problems require action; customer requirements are understood.2 Aware: Processes are documented and improvements have begun, although some operational 
problems require action; customer requirements are understood.2

Capable: Significant progress has been made so that the processes meet customer 
needs in an effective manner; the process goals are aligned with business goals. 3 Capable: Significant progress has been made so that the processes meet customer 
needs in an effective manner; the process goals are aligned with business goals. 3

Mature: Processes are competitive and adaptable to new technology 
and business requirements. Highly automated and efficient. Process 
boundaries cross management domains.

4
Mature: Processes are competitive and adaptable to new technology 
and business requirements. Highly automated and efficient. Process 
boundaries cross management domains.

4

Optimal: Process management is focused on strategic 
direction of customers, optimization across all 
management domains, and continuous improvement.

5 Optimal: Process management is focused on strategic 
direction of customers, optimization across all 
management domains, and continuous improvement.

5

Effectiveness Efficiency

Levels of IT
 Management M

aturity

Q2 Does a lack of Configuration Management prevent progress?
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We explored the potential impact to achieving progress in maturity if 
Configuration Management was not implemented

Incident Management

� Less effective incident diagnosis 
due to no correlation of Known 
Errors with CIs

� Difficulty in identifying and 
tracking incidents related to the 
same CIs

� Less efficient investigation and 
resolution due to difficulty in 
interrogation of data

� Less effective reporting as 
incidents not linked to CIs

Ad Hoc: Processes are not documented or measured (ineffective); processes are not repeatable; support requirements 
are not defined; no support or improvement plan exists. Quality is dependant on who performs the activity1 Ad Hoc: Processes are not documented or measured (ineffective); processes are not repeatable; support requirements 
are not defined; no support or improvement plan exists. Quality is dependant on who performs the activity1

Aware: Processes are documented and improvements have begun, although some operational 
problems require action; customer requirements are understood.2 Aware: Processes are documented and improvements have begun, although some operational 
problems require action; customer requirements are understood.2

Capable: Significant progress has been made so that the processes meet customer 
needs in an effective manner; the process goals are aligned with business goals. 3 Capable: Significant progress has been made so that the processes meet customer 
needs in an effective manner; the process goals are aligned with business goals. 3

Mature: Processes are competitive and adaptable to new technology 
and business requirements. Highly automated and efficient. Process 
boundaries cross management domains.

4
Mature: Processes are competitive and adaptable to new technology 
and business requirements. Highly automated and efficient. Process 
boundaries cross management domains.

4

Optimal: Process management is focused on strategic 
direction of customers, optimization across all 
management domains, and continuous improvement.

5 Optimal: Process management is focused on strategic 
direction of customers, optimization across all 
management domains, and continuous improvement.

5

Effectiveness Efficiency

Levels of IT
 Management M

aturity

Q2 Does a lack of Configuration Management prevent progress?
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We explored the potential impact to achieving progress in maturity if 
Configuration Management was not implemented

Release Management

� Lack of a view of the 
infrastructure can impact ability 
to formulate release 
management policies.

� Configuration data not available 
to assess impact of bundling 
changes and to identify 
complimentary changes

� Lack of link between releases 
and CIs impacts ability to report 
on release metrics and trends 
against the infrastructure

Ad Hoc: Processes are not documented or measured (ineffective); processes are not repeatable; support requirements 
are not defined; no support or improvement plan exists. Quality is dependant on who performs the activity1 Ad Hoc: Processes are not documented or measured (ineffective); processes are not repeatable; support requirements 
are not defined; no support or improvement plan exists. Quality is dependant on who performs the activity1

Aware: Processes are documented and improvements have begun, although some operational 
problems require action; customer requirements are understood.2 Aware: Processes are documented and improvements have begun, although some operational 
problems require action; customer requirements are understood.2

Capable: Significant progress has been made so that the processes meet customer 
needs in an effective manner; the process goals are aligned with business goals. 3 Capable: Significant progress has been made so that the processes meet customer 
needs in an effective manner; the process goals are aligned with business goals. 3

Mature: Processes are competitive and adaptable to new technology 
and business requirements. Highly automated and efficient. Process 
boundaries cross management domains.

4
Mature: Processes are competitive and adaptable to new technology 
and business requirements. Highly automated and efficient. Process 
boundaries cross management domains.

4

Optimal: Process management is focused on strategic 
direction of customers, optimization across all 
management domains, and continuous improvement.

5 Optimal: Process management is focused on strategic 
direction of customers, optimization across all 
management domains, and continuous improvement.

5

Effectiveness Efficiency

Levels of IT
 Management M

aturity

Q2 Does a lack of Configuration Management prevent progress?
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Service
Operation

Service
Transition

Configuration Management

Configuration Management Database

� Configuration Items (CIs)

� Relationships

� Attributes

� other information ….

Configuration Management

Configuration Management Database

� Configuration Items (CIs)

� Relationships

� Attributes

� other information ….

Service
Design

Service
Improvement

Service
Strategy

It appears that without Configuration Management, the level of effectiveness 
and efficiency to be attained by other service management disciplines is 
limited, and this impacts the ability of IT to meet business requirements

Responsive
� Incident, problem, service 

request management

Flexible
� Ability to adapt to changing 

requirements / strategy

Reliable
� Control and management of 

risk

Efficient
� Identify costs of service and 

therefore manage and control 
cost

Configuration Management IT Service

��������
��������

��������

��������

��������

�������� ��������

Q2 Does a lack of Configuration Management prevent progress?
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Agenda

� Introduction

� Q1 Is Configuration Management essential for all organisations?

� Q2 Does a lack of Configuration Management prevent progress?

� Q3 How can benefits and costs of Configuration Management be 
measured?
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In order to understand the benefits we expect to derive from 
Configuration Management we should look at the requirements and 
drivers behind the decision to implement Configuration Management

� Configuration Management mission, vision 
and goals

� Configuration Management Guiding Principles

� Audit, regulatory or compliance requirements

� Frameworks and Process Models

� Security requirements

� Other work streams that may affect the 
Configuration Management requirements

Guiding
Principles
Guiding

Principles

Handle Service Requests 
Over view

End

Called by:  -  Con trol Techn ology Str ategy and Refr esh 
                  - Coor dinate IMACs 
                  - Hand le  A Problem 
                  - Hand le  De liver y P lans and Standa rds 
                  - Hand le  Pro cu rement 
                  - Hand le  User  Requests 
                  - Suppo rt Databases   

hsrover

F or  Each 
Request

Ongoing 

A ny P rocess 
Improvements 
 or  Compliance 

Issues?

Yes

S upervise and 
Con trol 

P rocesses

N o

H and le  
R equ est

N ote:  E scalation 
may be r equested 
at any point in the 
process.

As Required

A nalyze 
C omp let ed 

Req uests

Ad dress 
D ay-to- Da y 

Pr ocess 
Issues

Monitor  
R equest 

Queue

D ocument 
Escalation Issue 

P erform  
E scalat ion

M1

Issue 
R esolved?

N o

Y es

M 2, M3, M4, 
M 5, M6, M7, 
M 8, M11, M1 2

Application  
Su ppor t

Techno logy
Arch itecture

Application  
Rep lacem ent

Pr ogr ammes
Phase 1

2000Year
DE CAPR MAY JUN JUL AUG SE P OCT NOVMonth

Sup plier 
Managemen t

Cust omer 
Services

Customer  Customer  
Needs/WantsNeeds/Wants

Q2 How can benefits and costs be measured?
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The requirements and drivers can be categorised to help with analysis 
of the related benefits

Compliance with legal, regulatory or audit 
requirements

Such as improved response times to queries or 
resolution times for incidents

Allows an organisation to response to change 
more efficiently

Mandatory

Service quality

Internal management benefits

Productivity

More motivated workforce

Risk reduction

Flexibility 

Economic (cost reduction)

Revenue enhancement 
and acceleration

Strategic fit

Such as improved quality of decision making

Ability to perform the same job with less 
resources

May enable other benefits such as flexibility or 
increased productivity

Enables an organisation to be better prepared for 
the future

Reduce costs whilst maintaining quality 

Enable increased revenue, or same revenue in 
shorter timescale

Enables the desired benefits of other initiatives to 
be realised (dependencies)

[ Source: Office of Government Commerce]

Guiding
Principles
Guiding

Principles

H andle S ervice R equests 
Over view

E nd

C alled by:  -  Con trol Techn ology Str ategy and R efr esh 
                  - C oor dinate IMA C s 
                  - H and le  A P roblem 
                  - H and le  De liver y P lans and Standa rds 
                  - H and le  Pro cu rement 
                  - H and le  User  R equests 
                  - S uppo rt D atabases   

hsrover

F or  Each 
Request

Ongoing 

A ny P rocess 
Improvements 
 or  Compliance 

Issues?

Yes

S upervise and 
Con trol 

P rocesses

N o

H and le  
R equ est

N ote:  E scalation 
may be r equested 
at any point in the 
process.

As Required

A nalyze 
C omp let ed 

Req uests

Ad dress 
D ay-to- Da y 

Pr ocess 
Issues

Monitor  
R equest 

Queue

D ocument 
Escalation Issue 

P erform  
E scalat ion

M1

Issue 
R esolved?

N o

Y es

M 2, M3, M4, 
M 5, M6, M7, 
M 8, M11, M1 2

Application  
Su ppor t

Techno logy
Arch itecture

Application  
Rep lacem ent

Pr ogr ammes
Phase 1

2000Year
DE CAPR MAY JUN JUL AUG SE P OCT NOVMonth

Sup plier 
Managemen t

Cust omer 
Services

Customer  Customer  
Needs/WantsNeeds/Wants

How can benefits and costs be measured?
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Increased change success rate

Reduced change conflict

Effective Capacity Management

Minimised business disruption

Published process documentation

Defined and agreed roles and 
responsibilities

More first time fixes

Improved quality of information � Why is it important to realise 
the benefit ?

– Supporting evidence

� How will the benefit be 
achieved ?

� What are the measurements 
that will demonstrate the 
benefit ?

� How will the measurement be 
reported ?

� What are the risks if this 
benefit is not realised ?

� What is the financial benefit ?

By asking key questions against each category and sub category we can 
do an iterative analysis until we establish the specific benefit to be 
achieved

Productivity

Risk reduction

Q2 How can benefits and costs be measured?
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For each benefit, it will be possible to identify which of these provide an 
identifiable financial benefit, and which provide non financial benefits

Reduced outages

First time fix rates

User satisfaction index

List of managed processes

Quality of ticket information

Number of rejected changes

Spend on unplanned items

Number of failed changes

Benefit Operational Metric

Non financial

benefits

Financial

benefits

Efficiency Scenarios

10% 15%

10% 15%

10% 15%

5% 10% 15%

5%

5%

5%

£8m £6m£12m

Mean HighLow

Increased change success rate

Reduced change conflict

Effective Capacity Management

Minimised business disruption

Published process documentation

Defined and agreed roles and 
responsibilities

More first time fixes

Improved quality of information

Numbers are illustrative only

Q2 How can benefits and costs be measured?
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An analysis of the costs related to solution implementation, tool and 
ongoing operational costs should be performed and this compared to 
the expected benefits

� Solution Implementation Costs
– Solution Development
– Infrastructure design and integration
– Testing and implementation
– Project management
– Training

� Solution Delivery Costs
– Application Licenses
– Application Support & Maintenance
– Infrastructure
– Configuration Analysts
– Configuration Manager

To be correlated 
with analysis of 

benefits Current FTE labour rate, per day (both fully loaded and 
with overhead percentage margin) 

Details of the average revenue per employee 

Details of nett book value of existing assets 

Details of current spend on Infrastructure assets per 
annum, including percentage split on refresh 

Details of the annual IT Operating Budget, including 
breakdown by category 

Number of incidents by category  

Number of major incidents reported   

Details of current knowledge base hit rate 

Average helpdesk call duration 

Number of staff involved in low-level incident handling 
versus the number of staff involved in resolution of 
incidents 

Current First Time Fix rate (incidents) 

Number of incidents raised per annum 

Details of IT staff turnover ratio (number of joiners and 
leavers in a 12-month period) as a percentage of total 
employees 

Q2 How can benefits and costs be measured?
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So, do the benefits realised by implementing configuration 
management always outweigh the cost?

� Ensure stakeholders are clearly 
identified

� Ensure that the stakeholders 
understand Configuration Management 
– what it can and can’t do

� Perform a robust requirements 
gathering analysis to ensure 
requirements and expectations are 
appropriate

� Follow an approach that continually 
focuses on the requirements

� Select and implement a solution that 
addresses requirements

This is a subjective question.  Factors that can affect the answer are:

1 Lifecycle Approach 7/2/2008

Realise 
Business
Benefits

Strategy &
Assessment 

Design 
Solution

Implement 
Solution 

Deliver
Service

Q2 How can benefits and costs be measured?
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In summary, Configuration Management can bring benefit to a range of 
organisations; help to deliver a responsive, flexible, reliable, efficient IT 
service; and financial and non financial benefits can be measured

Q1 
Is Configuration Mgt 

essential for all 
organisations?

Configuration Management
The Powerhouse of 

Service Management
… or is it?

Q2
Does a lack of 

Configuration Mgt 
prevent progress?

Q3
How can benefits and 

costs of 
Configuration Mgt 

be measured?

Lack of Configuration Management 
can limit effectiveness and efficiency 
of other IT Service Management 
disciplines, which can impact the 
ability of IT to meet the demands of 
the business.

Q2 Does a lack of Configuration 
Management prevent progress?

��������

Techniques exist to identify and 
analyse benefits and costs of 
Configuration Management.  
Following an approach which 
continually focuses on 
requirements can help to ensure 
that benefits outweigh the costs.

Q3 How can benefits and costs be 
measured?

��������

Nearly all organisations can benefit from 
Configuration Management

Factors to consider are:
• Organisation size
• Infrastructure stability
• Internal influences
• External influences

Q1 Is Configuration Management 
essential for all organisations?

��������
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In summary, Configuration Management can bring benefit to a range of 
organisations; help to deliver a responsive, flexible, reliable, efficient IT 
service; and financial and non financial benefits can be measured

Q1 
Is Configuration Mgt 

essential for all 
organisations?

Q2
Does a lack of 

Configuration Mgt 
prevent progress?

Q3
How can benefits and 

costs of 
Configuration Mgt 

be measured?

It depends upon a number of factors:
• Organisation size
• Infrastructure stability
• Internal influences
• External influences

Q1 Is Configuration Management 
essential for all organisations?

��������Lack of Configuration Management 
can limit effectiveness and efficiency 
of other IT Service Management 
disciplines, which can impact the 
ability of IT to meet the demands of 
the business.

Q2 Does a lack of Configuration 
Management prevent progress?

��������

Techniques exist to identify and 
analyse benefits and costs of 
Configuration Management.  
Following an approach which 
continually focuses on 
requirements can help to ensure 
that benefits outweigh the costs.

Q3 How can benefits and costs be 
measured?

��������

Configuration Management
The Powerhouse of 

Service Management
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Finally let’s revisit who was unsure of the value of implementing 
Configuration Management…show of hands…

� Who has a Configuration Management initiative ongoing now or is considering 

starting an initiative?

� Who is seeing value from Configuration Management today?

� Who is unsure of the value of implementing Configuration Management?

IBM Global Technology Services
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Configuration Management: The Powerhouse of 
Service Management…or is it?
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