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About CERN

« World’s largest particle physics
centre

« World’s largest scientific
instrument

« 1954 - Europe’s first joint ventures -
« 2010 - 20 member states.

* 1.2bnCHF budget
« 2300 staff

« >10000 visiting scientists
over 100 nationalities
(half of world’s particle physicists)

..........
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CERN’s missions

Seeking answers to questions about the Universe.
What is it made of?
How did it come to be the way it is?

Advancing the frontiers of technology and engineering.

Uniting  nations together through science. Today >10000
visiting scientists from more than 100 countries.

Training young scientists and engineers who will be the
experts of tomorrow.

Distribution of All CERN Users by Nation of Institute on 15 July 2008
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CERN : Facts & Fiction

 The World Wide Web was invented at CERN in 1989
by the British scientist Tim Berners-Lee.

« Some of the spin-offs: Improving cancer therapy technology,
medical and industrial imaging, radiation processing,
electronics, measuring instruments, new manufacturing
processes and materials,..

« CERN does unfortunately not own an X-33 aircraft as it was
suggested in Dan Brown’s book “Angels and Demons”.
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The Physics Challenge

The Large Hadron Collider (LHC) helps to find answers to fundamental questions

« Which guestions:

Why do particles have mass?
« Newton could not explain it - and neither can we..

What is 96% of the Universe made of?
* We only know 4% of it!

Why is there no antimatter left in the Universe?
» Nature should be symmetrical

What was matter like during the first second of the Universe’s life, right
after the "Big Bang"?

« Ajourney towards the beginning of the Universe will gives us deeper insight

@ service
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The Physics Challenge

By smashing pieces of matter together, creating energies and temperatures
not seen since the universe's earliest moments, the LHC could reveal the
particles and forces that wrote the rules for everything that followed. It
could thus help answer one of the most basic questions for any being in
our universe: What is this place?
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The partlcle physicist’s toolbox
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CERN, a place of extremes

The fastest racetrack on the planet...

|
. A
Gl

Trillions of protons race around the 27km ring in
opposite directions over 11,000 times a second,
travelling at 99.999999991 per cent the speed of light.
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CERN, a place of extremes

The emptiest space in the solar system...

To accelerate protons to almost the speed of light requires a
vacuum as empty as interplanetary space. There is 10 times
more atmosphere on the moon than there is in the LHC.
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CERN, a place of extremes

One of the coldest places in the universe.

With an operating temperature of about -271 degrees
Celsius, just 1.9 degrees above absolute zero,
the LHC is colder than outer space.
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CERN, a place of extremes

The hottest spots in the galaxy...

When two beams of protons collide, they generate
temperatures 1000 million times hotter than the
heart of the sun, but in a minuscule space.

service
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CERN, a place of extremes

One of the most extensive computer
systems in the world...

To store and analyze the data, tens of thousands of computers around the world are
being harnessed in the LHC Computing Grid. The laboratory that gave the world
the web, is now taking distributed computing a big step further.
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CERN, a place of extremes

CERN - a laboratory with extreme
requirements in many domains;

has to achieve excellence in
service management

@ service
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Infrastructure

. SERVICES

Support

Accelerators
&

Technology

Physics
&

Experiments

service

®USER = 9,799 @5TAF = 2,384 ¢ ENTC = 2,239 @ EXTN = 1,009 @ UPAS = 660 @ FELL = 479 - now
®DOCT = 156 ®PJAS = 156 @ TECH = 128 @ USA5 = 97 @ Other = 228
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CERN organization

Staff

Services ~25%  Accelerators ~45%  Physics ~“30%

Director-General - Rolf-Dieter Heuer ~ 6%
DG services (Safety, Legal, Audit, Planning, VIP, etc..) ~ 6% X

Administration and general infrastructure - Sigurd Lettow ~ 14%

FP Finance, Procurement and Knowledge Transfer - T. Lagrange ~ 2.5% X
GS General infrastructure services - T. Pettersson ~9% X
HR Human resources - A.-S. Catherin ~ 2.5% X

Research and scientific computing - Sergio Bertolucci ~33% + CERN USERS
IT Information technology - F. Hemmer ~9% X X
PH Physics - P. Bloch ~25% X

Accelerators and technology - Steve Myers ~ 46%

BE Beams - P. Collier ~16% X
EN Engineering - R. Saban ~14% X X
TE Technology - F. Bordry ~15% X
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CMM for customer service delivery

5 Business Partnership — Trusted partner to the business for increasing the value and
competitiveness of business processes, as well as the business as a whole.

4 Service-Aligned — Managing like a business; customer-focused; proven, competitive and trusted
customer service provider.

3 Proactive — Gaining efficiencies and service quality through standardization, policy development,
governance structures and implementation of proactive, cross-departmental processes, such as
change and release management.

2 Committed — Moving to a managed environment, for example for day-to-day service delivery
processes and to become more customer-centric and increase customer satisfaction.

1 Awareness — Realization that service orientation is important to the business; beginning to take
actions (in people/organization, process and technologies) to gain control and visibility.

0 Survival — Little to no focus on customer service delivery; fire fighting mode.

Capability Maturity Model (CMM), developed in 1987; spawned numerous models since

@ service
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CERN Situation 2 years ago.

* Resources under scrutiny
« CERN victim of LHC’s success

» Realization of (lack of) maturity
* Infrastructure and services had been neglected in favor of LHC project 6@ % %9

Level 5 [ Customer experience culture

» the focus is on “business value and customer delight”
and continual improvement of all aspects of the quality of
services, products & customer experiences, are an
inherent part of the organisation, culture & employees

[ Quality culture ]

« service and product quality is continually measured and improved

Delighted
Customers

Level 4

Lege.ndary « service and product targets are driven by quality
Loyal Service « customer experience drives continual improvement
Customers
[ Customer service culture ]
Superior « service and product quality is measured and improved
Service » service and product targets are negotiated and defined
Satisfied « customer feedback and satisfaction drive improvements
Customers

[ Product /service culture ]

« service and product quality is measured

Adequate

Service
Dissatisfied « little customer feedback or measurement of customer satisfaction

« Administration: Management Cockpit Project L J

[ No culture focus

* ITITIL consultant at annual ‘check, plan, act!  [reor | sreseeosesmees s

. + little or no focus on customer or service quali
Service qualty

e eti n g (P OW) * no customer feedback or measurement of customer satisfaction

@ service
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« service and product targets are negotiated and defined
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*engineers
* physicists
* technicians

e administrators

* computer scientists
e craftspeople

* mechanics

e support personnel
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Service Management Scope

Information L .
Techno|0'gy Traditional ITIL Project Scope

Services y

‘CERN Services’
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Service Management Scope

Services we are covering (1) :

= General IT services
= Physics specific IT services (including Grid)
= Medical Services & Fire Protection Services
= Civil Engineering & Facility Management

= Registration, Access & Safety Services

= Alarm System Services .

= Visits & Outreach
Services

service
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Service Management Scope

Services we are covering (2) :

= Material & Storage Services
= Mail & Shipping Services

= Library & Archive Services

= Housing Services

HR, Finance & Legal Services
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Service Management Scope

Some numbers

= 495 hotel rooms, 3 restaurants

|
]

il

= 2 Sites, 657 Buildings, 238 Barracks

= 15000 active access cards

3i T

= >1000 cars

= 5500 PC’s & 1500 MAC desktops
= 6900 servers with 41000 cores

= 14 PB disk space

= A48 PB tape storage

= 70000 network ports. feeding 34000 hoss

service
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Implement
ation

Operation

EUROPE

e Service Catalogue & Matrix
e Service Role (e.g. Service Owner) Definitions
® Process Design

e Web Portal & Service Repository
e Service Descriptions
e Service Management Tool Evaluation

* SM Tool Implementation (Oct 2010 .. Feb 2011)
e Service Desk Planning & Staffing
* Role Assignments

¢ Training
¢ Transition
e Consolidation

* Improve
* More Processes (Event & Problem Management)
* Extended Scope (HR, FP,

J

service
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Eight Objectives

What are we (CERN) trying to achieve with Service Management?

One Service Desk for CERN (one number to ring, one place to go, 24/7 coverage)
Standard Processes for all Service Providers at CERN (one behavior)

Services defined from a User’s point of view

Services easy to find by everybody, without knowledge of CERN internal structures
Service and process quality measurable

Improved collaboration over the borders of sections, groups and departments (no silo’s)

Very high of automation of all known procedures

O N O U A W N PR

Framework for continuous improvement in the fields of efficiency and effectiveness

@ service
A now



K lea share connect I e d g e1 1 E.E o

EUROPE

Which Standard

Different best practice for IT and NON IT
services doesn’t look a brilliant idea
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How to adapt ITIL to ‘non IT’

1. Remove all references to IT

2. Stay PRAGMATIC
(only take what is useful; leave the rest for ‘later’ ©)

3. No Extremism, No over-engineering

Importance

of Rules
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How: Early Actions and Milestones Overview

* InIT: ITIL workshop during POW Nov 2008

In GS: Creation department in 2009

— Decision to test applicability SM philosophy in GS (April)
— Choice of ITIL as ‘bible’ (May)

— Workshops, training, etc.. (June->Dec)

« Creation of a GS service organization in Jan 2010.
* Decision of IT to do the same

&

« Joined strong commitment of IT & GS to introduce
service management best practice in their domains.

@ service
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The Service Catalogue & Mgtrix

Covers all Services provided by IT, GS, HR & FP == VH_; SS20=S

Lists all Functional Services
Lists all Customer Services & Service Elements
Connecting both sides of the catalogue

Contains classification to shows of importance

Foundation for Process Automation
and the Service Portal

Services

/

T T e o et~ T- T P T8 b e ot - P T . - OH =S~ ORORHA

Contains:
Services (240)
Functions (462)

Culture Change

Shift from How = What

Relations (~1800)

Shift from Function = Service
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How to introduce these concepts in NON IT world

Preparation Phase
Top Down:
1. Preach and convince
2. Definition Service Catalogue
3. Workshops for process design

Bottom up: Service Management best practice awareness training
(NO ITIL FOUNDATION COURSE)

@] &:swee
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Messages:

« What can it DO for YOU

— Improve user experience with YOUR SERVICE through coherent/systematic
handling and follow up on user requests and problems.

— Offload YOU from recurrent and/or standard requests

— Protect and Help YOU defend your service by collection of metrics (both
operational and more strategic)

— Transparency in dispatching and orchestration of requests

« What it will NOT DO to/for YOU

— Put Obstacles between you and the users
You still can expose yourself to the users; service desk is not an obligation
(but you should use the process and tool so you and users benefit from the follow up ©)

— Spy/Police on you
The aim is to maintain/improve the service from a user/customer perspective.

We measure the service from an end user perspective, not the supporters.
— Introduce additional Bureaucracy

@ service
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How to introduce these concepts in NON IT world

Deployment Phase
Top Down:
1. Preach and convince
2. New role assignments
3. New role training

Bottom up:
Process and tool training (through ‘train the trainer’)

@] &:swee
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How to survive the Hype Curve

Peak of inflated expectations

Plateau of productivity

Slope of Enlightenment

Trough of Disillusionment

Trigger

service
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The “trough of disillusionment”

We'll have to cope with some initial extra ‘effort’ requested from supporters

(inherent to change)

Changing of Effort

Time
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The “trough of disillusionment”

We'll have to cope with a ‘through of satisfaction’ of some users

(inherent to change) SatiAsfaction

Changing of Satisfaction

tg

Time
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Strong support Is critical

High demand for strong
management support

Trough

Slope

Plateau

@] &:swee
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Smoothen the hype curve

* Reduce expectations (of some)
e Staged implementation

* No compromise on the long term objectives
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Incident

Impact
: L : : Priorit
* Incident: Something is broken (from user point of view) _y 1 2 3 4
Matrix 1 user affected,
>5 users 2-5 users 1 user affected, service
affected affected service down degraded
. - 2 3 4
Incident Management c>’| 1 - High High Moderate Low
c 2 3 4
) _ .
o)) &= =l High Moderate Low
( ] = 3 4
y f Users via telephone, email
Event Management Users via web interface - physicalppresence D 3-Low e Low

Detection and recording

!

Classification and initial
Support

I S

Investigation and diagnosis

P

Resolution and recovery

I T

Closure

4{ Request Fulfillment j

Tracking ‘

E—

Process quality

l Reporting '—b{

improvement

‘—{ Change Management ]
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Request

Proposed Request Fullfilment Workflow
Process Status Ticket Status
|
7/ Caller / SD New “
— 1
I { assigned ‘
= = 1 !
= —_— SD/ 2nd Line CAI:QiiiI:(?otn in progress H waiting for ... ‘
— = G52 =
== Change = |
Management I [ assigned ‘
d = [ |
== & = r— l
== b4 - ‘ ';_TT %ﬁps?;i)s 2nd & 3rd Line Fullfilment in progress H waiting for ... J
rl Y L &> ~ — |
:I ’—© <$)—‘ I ‘ resolved
:IJ---— Y ¥ € Approvals
L =) = T (in EDH)
= & T s
o =

i
i

i

E

i
1}

n ~
i

y
i
L

i
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Knowledge

Knowledge Management

(1) Submissions

Functional
Review

» Author Functional Editor

Manager
@ . @

1. Draft knowledge iterhs are called ‘Submissions’

The publication process steps involve a number of roles

Published knowledge items are ‘Articles’

=N

Multiple submissions can be related to one ‘Article’

@ Articles

(3)

User

Knowledge Usage within task (asvanceq)

L Lo R

:/—j
C\ERN y

This rich layout will pop up when using the ‘book icon’ search in ticket creation
If you attach knowledge with rich layout to a ticket, the tags will be visible initially

Knowledge can include graphics (like screen shots) and html tags

The image will only appear after saving the ticket

I - (2)

Knowledge Base

3 Search
7 My Work
My Groups Work
./ My Groups Feedback
® My Submissions
~ Submissions
# Create New
® Open Submissions
@ Closed Submission
~ Articles
Feedback
«© Published
*3 Review
© Archived

Knowledge ¥ Gots Updsted - Q

> All=WarkflofSPublished
n « Number | « Author

[mi) KB0000407  Thomas Baron
[7] [@ KB0000432 Bernard Antoine

28-04-2009
19-06-2009

my ubackup directory contains today's ve_..

true public

true

22-09-2011 15:08:02

L3

~IV(JnowIedge Usage frc;m portal

1. Searching from portal returns
knowledge articles (FAQ)

o Search results for windows 7
You can configure several aspects of the search results inyour preferenc 2. USE@r can provide feedback from
© can I install FileMaker Prc the ponal'

Knowledge Base article. Click to see this article.

7 Everything (65)

# Actions (2)
@D services + Functions (14)
@ Information (2)

@ FAQ (47) @

@ Change default path when saving Office files (on Windows)
Knowledge Base article. Click to see this article.

@ How can I order the Windows start menu alphabetically? Also, how can I arrange my IE
Favorites the same way?
Knowledge Base article. Click to see this article.

@ CERN Alerter message windows have buttons and toolbars. Is this normal?

efault path when saving Office fies (on Windo

Fwant € change the poth proposed by defack, for nstance

23-09-2011 23:04:36

 Publted | Tile | o | < Rler | - Upimed | Upaemi s

How can | change my affiliation in Indico?

service
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article Physics

European Laboratory for P
Frangais

Reinoud martens [Log O ut]

CERN Qervice Portal

easy access 1o services at CERN

Contacts My profile Gite Guide

Home News Navigate Catalogue

The CERN Service Portal is your one-stop aceess point for
all services provided by the G5 and IT departments.

pescribe your issue or gearch for a service:
gearch Examples | Help

Report an issue #

[CrETE— Requests B Contacts
gervice desk: 77777

s service-now bug » CERN visitor card request

& how do 1 upload a New yersion & EDH 4735885 bug in DAL Located in building 55.
) : - ~ ; . Gpen 07:30 - 18:30 work days, Geneva tme:
@ infor eam interface to SNOW... & units of tme {day/ month/....-

&> ED‘H 4735885 bug in DAL = CERN visitor card request Emergencies: 74444

» units of tme (day,’manth/ ‘‘‘‘‘ password fire, sccidents: medical emergencies:

see all your incidents

» EDH authorisation

gee all your requests i
B Service Manager on Duty
Not satisfied? “You can contact the SMoD.

2000
1500
1000
500

service
Service
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Change Management

==

LIHEAEEE

T

Incident Management

Operations

Request Fulfillment

Quality Centrol & Improvement

RFC Creation

(A)

RFC Admission
(B)

Evaluation
(©)

Approval

I ©)
Plan, Build

{E)

Deployment
G)

C E ent
) )
8 Approval Financial Af
a) b

service



ell i

ct

K learn share conne

ledg

EUROPE

Scope

* HR: 1% Quarter 2012
* FP: 4™ Quarter 201
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Review Process Request and Incident Process (Tools & Information)
e . . : IService . :
[Actions  [Roadmap [Creation Ifill Review i [Operations  (Strategic
e Definition
link link
link link link link link ink link link link
. link link link link link link link link link
[ J Se ce d eS k O kS e | | link link link link link ink link link link
rv I W r W link link link link link link link link
link link link link link link link link
link link link link ink link link link
. . . link link link link link link link
* Issues with starting this up I e r—ra—
u WI r I n I u link link link link link link link
i link link ink link link link
. . . link link link link link link
Maturity review by service and contract
link link link link link
link link link link link
cleanup and re-baselining (set SLA’s etc..)| ™
p g . Cabin Rental Tiink link link link
( . ) Civil Engineering Design Jlink link link link
restart and ‘keep it clean — S
p DOP  [GEOSIP link link link
GIS Portals link link link
Patrimony data and drawing archiving i link link link
Site and General maps link X - link link
We suggest to use the following checklist to review each service and or contract EuEnEraEh'\:a\Suwe link \an///;'{‘ link
I . Chri: he Martel link link
Service or Contract Review Template T H T i R
1 Service Definition Review HVAC fini lii fink fini
Kitchen Equipment link link link link
11 Service scope clearly defined {what is in what is out) HE  lsanitary Equipment ink link link ink
A ) S link fink ink -
12 Dependencies defined  |Function: Cleaning management FE=” link link T[Tools & nf
. link link /N
13 Links and Keywords def Caller 1 line 2" Line 3% Line 7" link link \an/"{“ 1 |operatior
14 Quality parameters defi eqc/r/ an pecisions | ‘%9&0
_— = i Building Space M t jink Jink ok
14 1 Targets for incident res: (o %9 s 2 = YN —
B (C,_ Patrick Muffat link link (0 _
- s .
14 2 Targets for request defi oo L qted = = ()O{?
P £ Jink Jink Jink
14 2 1 First contact s efo"e ! o o o
14 2 2 Contact interval . = e"’e i e e o o
) '’ in in in in
1 4 2 3 Fulfillment target Yy ink ink ink ink
o . Jink Jink Jink Jink
15 Capacity information de storage Area Operation ink ink ink ink
i Veronique Marchal link link
2 Process Review: (opera . Car Plates Provision ik ik ink ink
- . 2 ICar Pool link link Jlink Jlink
21 All issue input channels lCar Pool Management Jinkc Jink Jink Jink
2 Assignment Ell'ld EE-GEI|E|t (Car Registration link link Jlink Jlink
(Car Rental llink link flink flink
v (Car Sharing link link llink llink
2 3 Suppnrt groups dEﬁnEd Cleaning Management link link Jlink Jlink
3 Service Management R \ (Contract Persons and Biometrics Registration Jink Jink Jink Jink
| DGS-Dosimeters link link Jink Jink
3 1 Backlog digested \ Entrance Control & Guards ink ink ink ink
. Exhibitions at CERN link link llink llink
3 2 Baseline set ' 5is  [Green space mansgement link link link link
. - Hotel Lock system link link Jlink Jlink
3 3 Reporting defined 3 Hotel Management ink ink ink ink
& - Hotel Operation flink flink llink llink
™ Locks and Keys llink link Jlink Jlink
nef2 R Jink Jink Jink Jink
llink link Jlink Jlink
’m\(;?j}\l ~ link link llink Jlink
llink link Jlink Jlink
261t llink link Jlink Jlink
ol o Bughes llink link llink llink
o = ink link ink ink
link link Jlink Jlink
link link
link link Jlink Jlink Jlink Jlink link link
link link llink llink Jlink Jlink link link
llink link flink flink Jlink Jlink link. link
link link llink llink llink llink link link
link link flink flink flink flink llink: llink
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Where do we stand TODAY?

Supporters view
Peak of inflated expectations

Plateau of productivity

)
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Where do we stand TODAY?

Managers view

« We learned more about our true maturity AFTER GO LIVE
« We pulled our head from the sand, and we now have to work our way up the scale....

Poor
Service

Delighted
Customers

Advocate
Customers

[ Customer experience culture ]

* the focus is on “business value and customer delight”
and continual improvement of all aspects of the quality of
services, products & customer experiences, are an
inherent part of the organisation, culture & employees

[ Quality culture ]

- service and product quality is continually measured and improved

Service
Excellence

Lege_ndary « service and product targets are driven by quality
Loyal Service « customer experience drives continual improvement
Customers
ave [ Customer service culture J
- « service and product quality is measured and improved
Superior procuct quallty P
Service « service and product targets are negotiated and defined
Satisfied « customer feedback and satisfaction drive improvements
Customers
= v [ Product /service culture ]
Adequate + service and product quality is measured
Service + service and product targets are negotiated and defined
Dissatisfied + little customer feedback or measurement of customer satisfaction
Customers

[ No culture focus

)

- services and products are produced, delivered but not measured
« little or no focus on customer or service quality

+ no customer feedback or measurement of customer satisfaction

service
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Conclusmn

CERN’s mission is to provide tools and infrastructure to CERN's accelerator complex

its ‘users’; the particle physicists of the world
CMS

— —

* Thisinfrastructure was build over a 50 years period,
represents an enormous investment, and will be
exploited for many years to come

LHC

Nofth Area

LHCb

* Inorder for our ‘users’ to be able to do their job

TT40 141

efficiently they must be supported by “best in clas: - v \
service organization, using simple, comprehensive, \j ATLAS CNGS ™
coherent, smooth and efficient processes and tools : -
(both IT services AND NON IT services). e

*  While trying to implement this ‘vision” we learned a lot, , Ea@-“@
1. Higher than expected benefits for the non IT area \ DG D —
2. Underestimation of the cultural differences (IT <-> non IT) & : 1:::( 7 %

e We are convinced the result will be a positive and h
necessary change for CERN, it’s users and support staff. * ~ k Wiete] - PR SR . Sea

LHC Large Hadron Collider ~ SPS Super Proton Synchrotron  PS  Proton Synchrotron

AD Antiproton Decelerator CNGS Cern Neutrinos to Gran Sasso
LEIR Low Energy lon Ring  LINAC LINear ACcelerator
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Thank You

reinoud.martens@cern.ch
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