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The Physics Challenge

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

collisions

events

Particle accelerator

Experiments DataAnalysis
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The fastest racetrack on the planet…

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.

CERN, a place of extremes
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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.

CERN, a place of extremes
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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.

CERN, a place of extremes
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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.

CERN, a place of extremes



02.09.2010 Page 11

The biggest most sophisticated detectors ever built…

ALICE

To sample and record the debris from up to 600 million proton 
collisions per second, scientists are building gargantuan 
devices that measure particles with micron precision.

CERN, a place of extremes
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One of the most extensive computer system in the world…

To analyse the data, tens of thousands of computers around the world 
are being harnessed in the Grid. The laboratory that gave the world 
the web, is now taking distributed computing a big step further.

CERN, a place of extremes
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CERN – a laboratory with extreme 
requirements in many domains;

has to achieve excellence in 
service management

CERN, a place of extremes
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Service Management: Why, and Why now

CERN transition form construction to operation

Increasing number of users (practically doubled in last decade)

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

New management team arrived 2009 (changes every 5 years)

Increasing awareness of weaknesses in service structure/culture

Increasing awareness of best practice (ITIL‐V3)

Window of 
Opportunity
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Strategy

1. Assure strong sponsorship

2. Start ‘small’, prove it works, then grow it 

3. Driven by Business Service Catalogue

4. Incident Management and 
Request Fulfillment

5. FIRST define the needs, THEN select a tool
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Start ‘small’ (Infrastructure)

• 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

• Cars (>1000), Shuttles, ….

• Computing facilities
• 5500 PC’s & 1500 MAC desktops

• 6900 servers with 41000 cores

• 14 PB disk space

• 48 PB tape storage  (The LHC is going to generate 15PB of data per year)

• 70000 network ports.  feeding 34000 hosts 
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Introduce ‘Service Culture’

Services

functions

Shift from How  What

Shift from Function  Service
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Timeline

2009 GS and IT two parallel projects

Join forces as of 2010

Go‐Live RF and IM December 2010

2011
Extend scope supported services (HR, FP, ...)

Extend scope supported processes
Change management

Problem management

Event management

...

Improve integration with other RF systems

Dashboards

Continuous improvement
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Service Management for CERN

Process Documentation
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Service Management for CERN

The Business Service Catalogue
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Service Management for CERN

Ad Hoc Service Repository: CSC
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Service Management for CERN

A Working Service Portal Prototype
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Service Management for CERN

Service Owner Role Assignment
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Service Management Tool selection 
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Individual elements
Current Process Requirements

35 0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐             

Future Use Requirements
10 0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐             

Interface Requirements
15 0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐             

Technical Requirements (requirements that are not applicable can be ignored)
10 0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐             

Measurement Requirements
5 0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐             

Reporting Requirements
5 0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐             

Hosting schemes (no impact final score, as one or more of these schemes are always present)
0 0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐             

Licence Model and costs (Info to be provided in cost and comments column)
10 0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐              0 ‐             

General Quality Factors
10 0 ‐            0 ‐            0 ‐              0 ‐              0 ‐              0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐              0 ‐              0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐              0 ‐              0 ‐             

100 0 ‐            0 ‐            0 ‐              0 ‐              0 ‐              0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐            0 ‐           

Preselection criteria % of score
Customer experience 20
Implementation effort (feasible roll out within 4 months) 15
Provider's viability and completeness of vision 15
Native relevant  ITIL best‐practice content 10
Fully Web 2.0 based (Back office & Portal) 10
Technology Stack Compatability 10
Product Design Quality & Maturity 20

100
http://www.itsmportal.com/tools?searchtext=service%20management&action=search&op=Search&form_build_id=form‐963bb6a68bcce30357e7bd0ba6c94292&form_id=querytools_form

Pink Verify 2.0 toolsets (ITIL V2) yes YES YES yes YES yes
Pink Verify 3.0 toolsets YES 2009 release YES Remedy 7.0 YES NO yes YES 2.0 YES 9.0 YES Footprint  YES YES  YES SERVICE‐MANAGFE    YES YES                     YES YES   YES   YES
Pink Verify 3.1 toolsets YES Service‐manager 7.1 YES SERVICE DESK 4
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Legend:
"Score": Rating from 0 (feature not available, not programmable) to 5 (full functionality provided out of the box, no 
extra effort required).
"Configuration/programming effort": Optional field for defining customization/programming effort. Values 
entered here will be used mainly for detailed distinction in case of undecision.
"Additional comments": Optional field for additional helpful comments aimed at progressing tool selection.
Overall score is determined by multiplying Weight and out‐of‐the‐box rating; a 0 rating for a "Must‐have" feature 
leads to automatic failure.
Definition of Weight values : 5=must have, 3=should have, 1=nice to have
Score values: 5 = Out of the box, 4 = customisation/configuration, 3= scripting, 2=minor programming,  1=application 
programming 0=not possible, Effort in mandays

5
5

Technical Requirements (requirements that are not applicable can be ignored)  ‐ Score (10% of overall score)

Measurement Requirements  ‐ Score (5% of overall score)

Reporting Requirements  ‐ Score (5% of overall score)

Hosting schemes (no impact final score, as one or more of these schemes are always present)  ‐ Score (0% of overall s

Licence Model and costs (Info to be provided in cost and comments column)  ‐ Score (10% of overall score)

General Quality Factors  ‐ Score (10% of overall score)
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TOTAL SCORE
33 3 3 3

1 0 0 3 5 5 3
3 3 4

• >40 products long‐listed and evaluated against “preselection criteria”.

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

• For top 2: technical challenge presentations.

• For top 2: live instance tests performed. 

• > 6 reference visits performed

• Commercial, TCO, and planning considerations

• Service Now selected.

• Functional Coverage
• Architecture
• Flexibility
• 100% Web Based
• SAAS
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Next steps

Ambitious but achievable

Time lines
Normal activities

Workshop
CERN scope: Incident and Request fulfillment Sep Oct Nov Dec Jan C
Phases 06 13 20 27 04 11 18 25 01 08 15 22 29 06 13 20 27 03 10 17 24 31

Preparation
Kick-off phase 1
Admin training

System set-up
Set-up environments (Dev/Test, Prod)

Business Service Catalogue
Gap analysis workshop
Configuration runs
Validation run

Incident
Gap analysis workshop
Configuration runs
Validation run
Build training doc

Req. Fulfillment
Gap analysis workshop
Configuration runs
Validation run

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
Build test scripts
Train the Trainer & UAT
Training

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

Our mission is to provide tools and 
infrastructure to our ‘users’; the particle 
physicists of the world

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

In order for our ‘users’ to be able to do their job 
efficiently they must be supported by “best in 
class” service organization, using simple, 
comprehensive, coherent, smooth and efficient 
processes and tools.

We hope service‐now.com will be instrumental 
in facilitating our physicists to focus on their 
job: find the answer to the question we all 
share: What is this place?
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Thank you

Thanks for your attention

Hope to report back to you on our experience 
next year
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