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Why Map IT Services etc.

Service Management frameworks such as ITIL,
1ISO20000 say It is best practice

Modern systems are complex and change is
becoming the biggest cause of disruption

Can’t assess and manage risk without a detailed
understanding of the live service

Fundamental to common processes that

— Reduce cost of delivery

— Improve response

— Improve control
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Setting Expectations

Why Is mapping services and systems difficult?
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What do we do today?

LAN/WAN/SAN diagrams
User locations

Service catalogue

Power feeds to cabinets

Build documents _ IP addressing spreadsheet
Chassis/card layouts

Rack diagrams Process diagrams

Maintenance contracts Floor plans

Server asset list Patching spreadsheets

Building wiring diagrams PAT testing results

Departmental billing/charging Service desk inventory

~ Disk Storage Mapping Project plans
Desktop asset list Naming conventions
Computer room layout

: Power phase summation
Equipment room maps

PABX port mapping Labelling standards

- Application archi r
Batch processing pplication architectures
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The A-Z of London

Reference & conventions
ndex(s)

Key public services
— Underground, Rail Network
— Hospitals, Cinemas, Theatres, Car parks

Overview map

Congestion charging zone map
General map

Detailed map of central London
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IT System Lifecycle

Acquire L

Disposal Plan
/ \
Transfer/consolidate Develop
I |
Modify Test
\ /
Manage Detailed design

\ Deployment
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Defining the Need

“Top Down” Dependency Mapping
Security & Risk Planning
Consolidation Risk
Systems Architecture
Availability Planning
Business Continuity
Single Points of Failure

Maintenance
Accurate updating
Correct classification The
System reporting CMDB
Validating services
Consistency across teams
Linkage to systems monitoring

Impact Analysis
Incident Management
Crisis Management
Change Control

“Bottom Up” Project Planning
Incident Recovery
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Starting our Journey

Technology Simple Complex Complex

focussed . structure . structure .+ Workflow
Proce§s Multi-user
maturity / Databases

Databases
Spreadsheets
- Relationship diagrams
Build System architectures, floorplans, rack layouts, networks,
Documents server domains, data flow charts, service maps
~~

Time
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Developing
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Structuring CIl Classes

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)
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Breadth & Depth

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)

Logical
Mapping

Asset Controls
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Mapping Technigques

List

Tabs

ree

Hub & Spoke
Hierarchy

Complex hierarchy
Block / Path diagram
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Lists

Server Users Model IP Address Application Location
Name
Romanl Everyone GL656 143.5.6.1 Exchange London
Roman2 Accounts Dept | ? 143.5.6.2 Accounts London
Roman3 Everyone GL659 143.5.6.3 Firewall Rack 4
Customers 143.5.6.4
- . 143.5,4.6 . .
L L | _ )
Two sets Missing Multiple Function or Detail
of users data entries application mismatch
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Eszsential Application Senvice

Y

Essential PreProduction Enviranment

p

™

Essential Praduction Enviranment

. 8.

Essential Gadget Cluster

Essential Cluster
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Hub & Spoke Mapping
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L
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A Little Bit More Complex

1 Application — 50+ servers
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Hierarchy

Policy Administration

I
]
ny
0000t
ny
0000t

— —— —

Member Module Policy Module Claims Module
INS_LIVE ACCOUNTS
0 0
L] (I
SVRUNX001 SVRWINO001
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Multiple Applications & Servers
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Complex Hierarchy

UK_VWBIRMO002
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0 ISA Payment Function
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Block / Path Diagram
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Multiple Styles of Mapping

e Simple
— Easy for software to automate
— Similar styles & templates
— Difficult to comprehend complexity

o Complex
— Requires manual layout and design choices
— Can be structured to suit need and CI volumes
— Enables comprehension
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Choosing the CMDB(s)

e Define the needs
— top/bottom/maintenance

e Define ownership of data/diagrams

* Look for reduction of duplicate information
— Within technical systems (monitoring, discovery)
— Within manual systems (services, risk, etc.)
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How — Typical Steps

Establish common jargon

ldentify appropriate benefits to audience
Set goals

Choose style of delivery

Create a team for change

Involve 3 party references / input
— Conferences, seminars, consultants, peers

Use Kotter’'s change model
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Achieving Change — Kotter

Establishing a sense of urgency

Creating the guiding coalition Unfreeze

Developing a Vision and Strategy

Communicating the Change Vision

Empowering employees for broad based action Transform

Generating short term wins

Consolidating gains and producing more change

Refreeze

Anchoring new approaches in culture

Kotter's 8 stage process © Square Mile Systems I IISVI“EQREZG



The End
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