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Square Mile Overview
UK based – Cirencester, Glos

Focus on applying asset & configuration 
management techniques to large 
infrastructures & data centres

Develop CMDB toolsets for end to end 
systems and service mapping 

Integrate existing CMDB / knowledge sources 
with other toolsets

Design, data capture, process development 
services

All technologies!

Business Processes
Departmental, Company

Services
End user, infrastructure, supplier

Applications
PC, server, mainframe, SOA

Virtual Infrastructure
PCs, Network, Servers, Storage, DBMS

Hardware Infrastructure
PCs, Network, Servers, UPS, Storage, Other

Fixed Infrastructure
(Cabling, Power, Cabinets, Rooms, Buildings)
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Specific Projects

• Map all items in the service desk CMDB
• Document all hardware, connectivity in data centres 

and equipment rooms
• Create service maps with change, incident, recovery, 

ownership indicated
• Architecture review for SPOF on critical systems
• Show who and what can get through firewalls
• NOC knowledge base of all LAN/WAN devices and 

connectivity to port level
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Different Perspectives
“The hardest job I have had in IT in the 20 years I have worked 

for the bank”

“We are developing our own CMDB because nothing meets our 
requirements”

“If it doesn’t automatically map hardware / software / system 
dependencies, we’re not interested as we won’t trust the data”

“We developed and implemented a CMDB covering all critical 
applications and hardware platforms, but nobody uses it”

It needs a team approach, supported at all levels

How long until a populated, production CMDB?

Configuration management is mainly manual

CM requires culture change by CM users

© Square Mile Systems 4



Workshop Objectives

• What is configuration management?
• How do we determine what we want 

configuration management to do for us?
• What is real and what is hype
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ITIL Config Mgmt Activities 

• Planning
• Identification

– What is going to be controlled?
• Control

– Link to change management 
– Are you allowed to change it and how is a change to the configuration 

controlled?
• Status Accounting

– What has changed and why?
– Tracking status changes through the CI’s lifecycle

• Verification/Audit
– Is it what we said we would have?

High Speed
LAN / WAN
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Exercise 1

Moving 5 existing servers from one building to 
an existing data centre

What tasks might you have to do?
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A Simple Project Lifecycle

Assess
Only complete the first two!

Plan

Implement

Test

Finish with the last sectionCompletion
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Tasks and Information Needs 
• For the assessment

– Requirements management
– Capacity management
– Forward planning

• For detailed planning
– Device information
– System information
– Service information
– Resource allocation
– Timescales
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Different Information Sets

• Space 
• Environment (power, cooling)
• Connectivity (power, cabling, LAN/SAN)
• Asset controls 
• Device management
• Service management
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Asset Lifecycle

Acquire

Plan

Detailed design

Test

Develop

Post-Live

Decommissioned

Deployment

Disposal

Live
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Different Views

Service View Hierarchy

Service

Service

£1 per cup = £6
Licences for 10 cups
Maintenance contract

Cost View – Asset Management
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System View (Physical) 

LocationsLocations

CabinetsCabinets

Environment
•Air Conditioning

•Power

Environment
•Air Conditioning

•Power

FloorplanFloorplan N

Cabinet PlanCabinet Plan

Data Centre Management

System View (Logical) 

Specifications
•CPU

•Memory
•Disk

Specifications
•CPU

•Memory
•Disk

Settings
•IP Address

•Domain

Settings
•IP Address

•Domain

Systems Management

Cost View

Cost OwnersCost Owners

Contracts
•Maintenance

•Support
•Licence

Contracts
•Maintenance

•Support
•Licence

VendorsVendors

Cost
Summary

Cost
Summary

Asset Management

Service View

ServicesServices

IncidentsIncidents

ProblemsProblems

ChangesChangesService PerformanceService Performance

Configuration Management

Common
Data

Common
Data

Source: Harvey Davison / Paul Dixon
LloydsTSB Configuration Management
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Client Funds TransferISA Payment Request Handling

BACS-IP BACS-Sched

Cheque Printer

Claims Processing

HO_BACRT01

ISA Payment

ISA Payment Function

Transact

UK_VWBIRM004

Workflow Client

Audittrack BACPAY

BACS IP-VPN

Citrix Server

Claims ProcessingFunds Move

HO Secure LAN

LPAR1 LPAR2

Paylog

UK_BIRM_BLADE-02

UK_VWBIRM001

Workflow

Front Desk FW_FWS_01

Oracle FWS_03 Oracle LP1 Oracle LP2

Service Desk

SQL FWS_04

SW_FWS_05

UK_BHAM-010301 UK_BIRM_BLADE_01 Z800 2065

BT Global

Citrix Client

MFLAN

SW_FWS_01

UK_VWBIRM002

Customer Services

MF_RT01

MF_RT02

MF_SW01 MF_SW02

ISA Payment Request

Services, Processes

Software

Hardware

Virtual

Incident

Incident

Change

Change



Lessons Learned

• Lots of duplication!
• Differing levels of detail required
• Differing views of same components
• Status of devices / config items is important
• Manual updates between information sets
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Exercise 2

A major building has been burnt down so 
equivalent IT services have to be provided 
from a temporary site

What information would help manage the 
recovery?

to assess
to plan and implement
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Different Information Sets

• Space 
• Environment
• Connectivity
• Asset controls 
• Device management
• Service management
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Different Needs

“Bottom Up”- Device led

“Top Down” – End to End Task 

The 
CMDB

Dependency Mapping
Education in War Room

Problem Management
Problem/Incident/Change Hotspots
Other operational documentation

Path dependencies
Single Points of Failure

Views  by location, business units, services
Contingency views

Support matrix across CIs
Validation of billing/costs/charges

Impact Analysis
Incident Management

Prediction of service outage
Related problems/incidents/changes/errors

Live/DR status of key devices
Batch processes affected

Times – Service, DR Recovery
Current device status

Incident Recovery

Maintenance
Accurate updating

Correct classification
System reporting

Validating services
Consistency across teams 

Linkage to systems monitoring
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Reducing the Data Problem
AfterBefore
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Excel

Word

Visio

Excel
Excel

Visio

reporting

Visio

Word

Word

Word

Word
Visio

Visio

Visio

Excel

Requirements
Short & long term goals 
Lifecycles
Scope
Ownership
Process
Data repositories

Visio

Excel

Word



Setting Scope for CM
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Asset Management

CM

Business Processes
Departmental, Company

Services
End user, infrastructure, supplier

Applications
PC or server based

Virtual Infrastructure Components
PCs, Network, Servers, Storage, DBMS

Hardware Infrastructure Components
PCs, Network, Servers, UPS, Storage, Other

Fixed Infrastructure
(Cabling, Power, Cabinets, Rooms, Buildings)



First Steps
• Make sure you have the right team!
• Define the process needs through prototyping
• Reduce differences in naming & labelling 

conventions
– Services, Applications, Sites, Locations, Cabinets, Devices

• Identifying formal/informal knowledge base(s)
• Lifecycle ownership and gaps

• Objective(s) that are clear and unambiguous
• Visible sponsorship and support
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In Summary

• Without configuration management
– Change management is of limited effectiveness
– End to end view created with each task
– Service reporting will always suspect
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Further Information
ITSMF www.itsmf.co.uk
Discussion forums and CCRM SIG

BCS-CMSG web site www.bcs-cmsg.org.uk
11/10 ITIL3 & config mgmt slides downloadable
5/12 Designing & Implementing the CMDB

CMCrossroads www.cmcrossroads.com
Web site dedicated to CM (mainly software)

BCS-SMSG web site www.smsg.bcs.org
Various downloads following workshops/seminars 

Square Mile event www.squaremilesystems.com
22/11 Improving data centre operational management
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