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Service Asset & Configuration 
Management 

Vision

Mike Tomkinson with acknowledgement 
to Jason Sutherland-Rowe v 0.5 May 2008
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Some initial comments

• This is a slide pack which was not produced entirely by 
me!

• That is not an apology
• Jason Sutherland-Rowe is a Process Consultant who 

works for BT Operate
• This work was done to provide a vision for how 

Configuration Management could be improved 
• It was not a pan-BT or customer facing vision
• When asked to present on the ‘vision’ I sought the views 

of others in the business.
• If you have 2 ‘visions’ you are either delusional or have 

double vision!
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Goal
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Behaviours …
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� Scope of technical data recorded is too narrow – infrastructure 
(Hardware, Networks, Storage) is recorded, but little or no information about 
software or applications.
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Current Issues
Result in  …

Unreliable data 
which doesn’t reflect 

reality. No RFT

Service availability & CE 
quality are unacceptable

– RFT & CT

CfM doesn’t support 
other ITIL processes 

– IM, PM, ChM …
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Making configuration changes into an unknown environment has the
potential to be catastrophic!
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Configuration Management Process
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e.g. What makes up the 

service?
e.g. What are the assets?

e.g. Virtual instance, 
Servers, SAN, routers
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CI Identification-why is it always a problem?

$��
���� e.g. What is the Service?

,����	�� e.g. OS, middleware, 
database.

����������,.)(
e.g. Management of 
development code 
streams.
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 e.g. racks, data centre
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Configuration Management Transformation
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Future State – Process Automation
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Key Roles

� "���9����,�4��������������	 �����������
������������



� #����%��"����������
���������������
�����
��������
��������	����������
���������������
�	���,� �
������


� #�������������������������������

� ��
�����	�������

��
�
����������������
����������

�
��������
��	�����
������	�
�����
�����������
�������� �������
�
����������� �

� ���������;�+������

��	��	�����	��
��
�����

�
���������������
�����

)�
�����	���
�(	
	����
����	� )�
�����	���
�(	
	�����"

� #��
������	���������������������	�������
�%��
������

� #�����
���
������ �	�������������� ��	�
��������

� '��������������������������������
����
�

��
��B�
��/ ����������
����������


)�	
����������
���

� ��
���������������������	��������
����������������
����������,��
���������������
�
����������


� ��
�����	��������
����������
�
�����
���

�����
�	���������������������
���
������������

� <�������
���
�����������

��������������
����
�����
�����	���������������
�������������������
����������	������������������������	����������
����������������1�
������������2



4

© British Telecommunications plc

10

Key Upfront Enablers 
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Key Benefits & Primary KPI’s

� Pockets of knowledge brought together into a single truth.  
� Support for other ITIL processes through readily available, up-to-data, 

information about services – e.g IM, PM, AM, SLM.
� Adherence to regulatory compliance through the recording and tracking of 

assets.
� Increased service availability by giving Change Management the information 

to make proper risk assessments.
� Accurate information to support budgeting and cost management.
� Improved security of assets through better tracking and control
� Reduced costs through efficient use of assets – removal of unused assets, 

reallocation, pre-empt end-of-life etc.
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Supporting Material



5

© British Telecommunications plc

13

CMDB

Context - ITILv3 Systems

CMDBCMDB

CMDBCMDB

CMS

SKMS

Service Knowledge Management System
Broad set of knowledge that is needed to efficiently and 
effectively run IT services – e.g. test scripts, business & IT 
glossaries, business processes, supporting agreements and 
contracts.  This was the missing link from ITIL v2.

Service Knowledge Management System
Broad set of knowledge that is needed to efficiently and 
effectively run IT services – e.g. test scripts, business & IT 
glossaries, business processes, supporting agreements and 
contracts.  This was the missing link from ITIL v2.

Configuration Management System
Contains information about incidents, problems, known 
errors, changes and release. Includes tools for collecting, 
storing, managing, updating and presenting data about all CIs.

Configuration Management System
Contains information about incidents, problems, known 
errors, changes and release. Includes tools for collecting, 
storing, managing, updating and presenting data about all CIs.

Configuration Management Database
Used to store configuration records throughout their lifecycle 
– CIs, attributes and relationships with other CIs.
“A database used to store Configuration Records throughout 
their Lifecycle. The Configuration Management System 
maintains one or more CMDBs, and each CMDB stores 

Attributes of CIs, and Relationships with other CIs.”

Configuration Management Database
Used to store configuration records throughout their lifecycle 
– CIs, attributes and relationships with other CIs.
“A database used to store Configuration Records throughout 
their Lifecycle. The Configuration Management System 
maintains one or more CMDBs, and each CMDB stores 

Attributes of CIs, and Relationships with other CIs.”
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