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The Physics Challenge y
N/

The universe is a tough nut to crack.

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 help answer one
of the most basic questions for any being in our universe: What is this place?
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The particle physicist’s toolbox y
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CERN, a place of extremes

The fastest racetrack on the planet...

t 7., N ..-!'_'-_ul‘ Trillions of protons race around the 27km ring in

..4% opposite directions over 11,000 times a second,
&\\" "%«_i; travelling at 99.999999991 per cent the speed of light.
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CERN, a place of extremes Y

The emptiest space in the solar system...

y To accelerate protons to almost the speed of light requires a
ivacuum as empty as interplanetary space. There is 10 times

f ey 4 more atmosphere on the moon than there is in the LHC.
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CERN, a place of extremes y

One of the coldest places in the universe...

With an operatmg temperature of about -271 degrees

E | R “Celsius, just 1.9 degrees above absolute zero,
H*[\ 1 ‘ the LHC is colder than outer space.
) ".;‘I:.!_-‘_ R ', "’r Ao
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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.
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CERN, a place of extremes y

The biggest most sophisticated detectors ever built...

i

== fRRRn

nple and record the debris from up to 600 million proton
""-1.-',_ collisions persecond, scientists are building gargantuan
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CERN, a place of extremes y

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

-t analyse the data, tens of thousands of computers around the world
are being harnessed in the Grid. The laboratory that gave the world
ﬁhe web |s now b;aklng dlstrlbuted computing a big step further.
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CERN, a place of extremes Y

CERN - a laboratory with extreme
requirements in many domains;

has to achieve excellence in
service management
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Service Management: Why, and Why now Y

=  CERN transition for.'m construction to operation

= |ncreasing number of users (practically doubled in last decade)

=  Reduced resources (Staff down with 30% in same period)

u New management team arrived 2009 (changes every 5 years)

=  Increasing awareness of weaknesses in _s_ekvice structure/cUIture

L Increasing awareness of best practice (I'i'i'L-V3)

Window of
F o ,Opportunity
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Strategy

1. Assure strong sponsors"hip

2. Start ‘small’, prove it works, then grow it
3. Driven by Bu§iness Service Catalogue
4

. Incident Management and
Request Fulfillment ~  /

5. FIRST define the needs, THEN select a tool

Council Secretariat

Director-General
Rolf-Dieter HEUER

|| International Relations (F. Pauss)

Communication (). Gillies)

(B.wan den Stichelen) Huost States Relations (F. Eder)
EU Projects Office (5. Stavre) | Internal Audit (L. Esteveny)
Legal Service (E-M. Groniger-Voss) | Directorate’s | Knowledge & Technology Transfer
Translation & Minutes (J. Pym) | Office 1 (C. Parrinella)

: L Bejar-Alonso : Safety Commission (R Trant)

| E.Rondio I VIP Office (W, Korda)

' E Tsesmelis |

Director for Research & Director for Accelerators &

Director for Admigistration &
General Infra: Cl
Sigurd Lattow

Rescurces Planning & Control

Scientific Computing
Sergio Bertolucd

Feview of Research Collaboration

Technology
Steve Myers

Projects Office

Finance & Procuremenit
(FP)

T.Lagrange

Deputy: C. Saitta

General Infrastrycture
Services (G5!
T. Pettersson

Deputy: M. Tiirakari

Human Resources
(HR)
A.-5. Catherin

Deputy: 1.-M. Saint-Viteuw:x

Information Technology
(Im)

F. Hemmer

Deputy: . Foster

Physics (PH)
P.Bloch

Deputies: L Mapelli,
L Alvarez-Gaume

Beams

(BE)

P. Collier

Deputy: . Bruning

Engineering
(EN)

R.Saban
Deputy: 5. Baird

Technology
(TE)

F.Bordry
Deputy: L. Rossi
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Start ‘small’ (Infrastructure)
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Hotel rooms & restaurants (495 rooms, 3 restaurants)

Office and Laboratory infrastructure (2 Sites, 657 Buildings, 238 Barracks,....)

Access and Safety (incl. Medical Service, Fire Brigade, >15000 active access cards)

Logistics (world wide) ’ .
Storage, Transport & Cranes == _ : = i m—p
Cars (>1000), Shuttles, .... -

Computing facilities
e 5500 PC’s & 1500 MAC desktops _
e 6900 servers with 41000 cores 46

-.\Q-rr

=
e s

14 PB disk space .
* 48 PB tape storage, (The LHC is gomg to generate 15PB of data per year)
rtts feedmg‘v?:ﬁfGOO-iﬁ]osts

E'“" A b ey,

=

e 70000 network po

-\ - I
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Introduce ‘Service Culture’

= Shift from How 9 What

= Shift from Function =2 Service

== Services G

18




Timeline
~/

. 2009 2010 2011
= 2009 GS and IT two parallel projects 01 02 03 04 01 02 03 04 a1 a2 a3 a4
General Services
= Reflection and Decision to adopt ITIL for G5 *
L JOIn fOI‘CGS as Of 2010 ITIL for G5 Awareness training
G5 Service Catalogue data collection
= Go-Live RF and IM December 2010 e e eop
request fulfilment workshop
Creation of 5ervice Management unit *
= 2011 T
y Decision to adopt ITIL for IT *
= Extend scope supported services (HR, FP, ...) ITIL foundation training
/ Process workshops
= Extend scope supported processes - Functional Service Inventory
A Change mand8ement 2 GSI:;IE:I.-tinn of Service Management unit *
= Problem management ' 3 ITService catalogue

« ITincident management workshop

= Event management

IT request fulfilment workshop

L} Merge of IT and G5 catalogues
Adoption of common processes *
= |mprove integration with other RF systems Adoption of common role definitions *
Service Management Tool Selection
] DaShboardS - Detailed Service Data collection

Tool Implementation phase 1

= Continuous |mprovemer1t

(11 o S e e £ St d . L. .
- = i Zervice Desk staff provisioning

Tool Implementation phase 2

“ Service Desk location
L P Golive i
2 i Nt HR
HR Service catalogue phase 1
HR Service catalogue phase 2 and rollout i
Finance & Purchasing
& FP Service catalogue phase 1
RASCEL FP Service catalogue phase 2 and rollout b 4

Additional processes




Service Management for CERN

Process Documentation

Ay
iy
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Service Management for CERN

The Business Service Catalogue

02.09.2010 Page 21



Service Management for CERN

CS C -CERN Service Catalogue

Ad Hoc

Service Repository: CSC

Element search

¥ Row text containg 'spplication’

Rows 10U~ e 3

¥ %

=3 ¥ Rowtext containg ‘'management’ 7] 5

T Rowtext contains ‘support’

Element Hame

Management Apphcalion
‘Support

Sarvica, firpanization
died Prowtes
LRI RN ETEE TR
SurEert
ChIEngincering and

Eivoely

2 R

Short English Deseription

Managemeant Applcation Support

Service. Org. and Proc Ap Sup

|_Add new clement |

Catalogue Name Dispiay Order

I

This Service hrea covers aliServices offerng specifc - or appicalion based funcl
people workng in the adminstrational or manapement areas.

- Service, Organization and Process Managpement Apobcation Support -

5 Faciity Management - Civil En and Faciity lan Ap Sup - Chvil and Faciity A Support =
Agalizlian Sl
 laiety Management X
2 Appsbon Suppuil - :fﬁh" Com=—n = i
services o
Provides IT services o suppert the CERN it with the preparalion and fison of 1] i
Management Applcation key processes (annual merit and p ion exercise, isati material and
Support 3ervices - catien - shorifmedumfong term planning, project F e, apari from ing support for ntemal audi, -
the service supplies data for business activitv/performance monitoring.
. Conference Management
> Application Suppert Cun(erenceﬂﬂal\ageﬂwnt - Conference Management Anpliealion Support Service -
~  zervice Appication
_ Jub Managenenil a
#  Appicaton support e = Jok Manaoement Apoication Sungort Service .
Herire S
—»  Applcation Support for Appication Suppert for Service et 5
= Gervice Hanagement Han - Apel Support for Sz Manag ]
i Business Inteligence Provides access o a Business inicligence plalform (based on 34Ps Busness Uoedls sofrware) which can
/;;7-' Appheabon Support Busness Inteligence Applicaton & - be used for varieus reperting (eg i poxel perfect -
Service ms ion and ics in generall.
Project Lifecyck: Data = - -
Mann goment Appicainn Henire Projert | iferyria Nata _ T
e Element Managemsnt
Support \
&
g P S
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Service Management for CERN

A Working Service Portal Prototype

LLikN Service Fortal

‘ 4 ‘ > l l + lehttp:Umaxitudsl}l(em.(hfservices,lhostelf‘

'i‘."} (- Coodg

ization for N

CERN Service Portal

easy access to services at CERN

Service porisl « Housiny » Hosle! So

Hostel service

The hostel service offers a wide variety of short-term and long-term accommeodation options both on the CERN site
and in nearhy St-Genis.

The hostel service is provided by the UERN housing service, which also offers apartments for rent, and can provide
information on local hotels and private rentals.

INFORMATION ACTIONS NEWS CONTACT
Hostel service website % Make a booking Hostel service iPhone app now 41 (0922 767 44 B1
Locations ®» Get a quote available 28 Har 201 ) &

: ailahi cern.hostel @cern.
:ece:lt:n apening hours = g:eci;a«au.at:lullw - Shuttie BUS service axtandad 1o
Eligibtlity # Report a problem with this nclude St Genis hostel 23 Mzr 2010 Reception in building 39
Bricing servies
Availability A Launch the service wizard New upgrade policy 21 Ma- 2010
Where to pick up keys

All news »

b
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Service Management for CERN

Service Owner Role Assignment

4 ATMAR, ALBERTO ( IT-GT-5L )

4 BARROSO LOPEZ, MARIA ( IT-PES-DI )
4 BASAGLIA, TULLIO ( G5-SIS-LIB )

4 BAUD, JEAN-PHILIPPE ( IT-GT-DMS )

4 BAUDAT, SANDRINE ( FP-FAS-PA )

4 BELL, TIMOTHY GILES ( IT-DSS-FDO )
4 BONT, HILLEBRAND ( G5-FB )

= BRIARD, FRANCOIS { GS-AIS-HR )
Car Registration Application Support Services
Insurance Application Support Service
Training Application Support Service
HR Reports Application Support Service
Legal Document Application Support Service
Recruitment Application Support Service
Personnel Administration Application Support Services
+H CASS, ANTONY ( IT-DB )
g # CATHERIN, ANNE-SYLVIE ( HR )
# CHIERICO, GIOVANNI { GS-AIS-HR )
+ COUTURIER, BENJAMIN ( GS-AIS-EB )

+ DATTA COCKERILL, SUDESHNA ( HR-DI-LD )
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Service Management Tool selection

e >40 products long-listed and evaluated against “preselection criteria”.

e 6 invited for a detailed evaluation using technical questionnaire (>300 ‘questions’).

 Fortop 2: technlcal_ challenge presentations. - Functional Coverage

» Fortop 2: live instance tests performe * Architecture

~»  Flexibility
* > 6 reference visits performe s 100% Web Based
o SAAS

e Commercial, TCO, and ning considerations

~ Service Now selected"
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Time lines

N ext Ste p s Normal activities

Workshop
CERN scope: Incident and Request fulfillment  [Sep Oct Nov Dec Jan (
Phases 06 13 20 2704 "1 18 2501 '08 15 22 2906 113 20 2703 110 17 24 31 ~, _/
Preparation
Kick-off phase 1 .
Admin training -

Ambitious but achievable |system setup

Set-up environments (Dev/iTest, Prod)

Business Service Catalogue
Gap analysis workshop B
Configuration runs
Validation run .

Incident
Gap analysis workshop -
Configuration runs
Validation run -
Build training doc

Req. Fulfillment
Gap analysis workshop |
Configuration runs

Validation run l

Self-service
Gap analysis workshop
Configuration runs
Validation run -

Integration
LDAP
Referential data

Master data & Security
Master data configuration
Master data upload
Role & security configuration

. UAT, Training
T ! ol ey g 1 121 . .
o — Build test scripts
Train the Trainer & UAT h ||

Training -

Preparation & Go-live
Communication
Build Prod instance & live test
a4 Final data migration

Go-live
Go live support
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Conclusion

~/_~\ |
CERN's accelerator complex

=  Qur mission is to provide tools and CMS

infrastructure to our ‘users’; the particle ——

physicists of the world

. | 2008 (27 km) | 52 Nurth Ares

= This infrastructure was build over a 50 years LHCb

period, represents an enormous investment, SPS _

. 3 2N / neutrinos
and will be exploited for many years to come ™ 0 ATLAS CN(;\S‘\,
iy J ' TT Gran Sasso

= In order for our ‘users’ to be able to do their job o

BOOSTER

1872157 m)|

efficiently they must be supported by “best in

» ISOLDE
/7"

class” service organization, using simple, Eastares
. ~ ' . . T I

comprehensive, coherent, smooth and efficient nTof PS
o ,( LINAC 2 (T .

processes and tools. . - ‘ ‘rr —re—

~ L\Tr\(' 3

We hope service-now.com will be instrumental

In facllltatlng Our phySIC'lstS to focus On thelr L » ion  » neutrons » P [antiproton] —H— \/antiproton conversion  » neutrinos  »  electron

% ?mwer to the questlon we a ” LHC Large Hadron Collider  SPS Super Proton Synchrotron ~ PS  Proton Synchrotron

Sha re . What |S thlls' place? i ’T'}“‘; l‘()l\\i ‘IHL\IL;/ [Im‘: Il{lrlu’ . [IN(/\TCIEE'Il\cetirrn/‘\r\éitl!‘([:);rm c:’:.all?‘i'SK%?im‘:.\ .“r{ul‘i\- iI:I\ ‘Vi‘g“‘:‘l‘;‘l ARIPEONLS Gk
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Thank you Y

= Thanks for ydur attention

= Hope to report back to you on our e)(perience
next year
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