itSM Solutions- 1tSM Solutions®
DITY™ Newsletter
Reprint

This is a reprint of an itSM Solutions® DITY™ Newsletter. Our members receive our weekly DITY Newsletter, and
have access to practical and often entertaining articles in our archives. DITY is the newsletter for IT professionals
who want a workable, practical guide to implementing ITIL best practices -- without the hype.

become a member

(It's Free. Visit http://www.itsmsolutions.com/newsletters/DITY.htm)

Publisher

itSM Solutions™ LLC

31 South Talbert Blvd #295
Lexington, NC 27292
Phone (336) 510-2885

Fax (336) 798-6296

Find us on the web at: http://www.itsmsolutions.com.

To report errors please send a note to the editor, Hank Marquis at hank.marquis@itsmsolutions.com

For information on obtaining copies of this guide contact: sales@itsmsolutions.com

Copyright © 2006 Nichols-Kuhn Group. ITIL Glossaries © Crown Copyright Office of Government Commerce. Reproduced with the
permission of the Controller of HMSO and the Office of Government Commerce.

Notice of Rights / Restricted Rights Legend

All rights reserved. Reproduction or transmittal of this guide or any portion thereof by any means whatsoever without prior written permission of
the Publisher is prohibited. All itSM Solutions products are licensed in accordance with the terms and conditions of the itSM Solutions Partner
License. No title or ownership of this guide, any portion thereof, or its contents is transferred, and any use of the guide or any portion thereof
beyond the terms of the previously mentioned license, without written authorization of the Publisher, is prohibited.

Notice of Liability

This guide is distributed "As Is," without warranty of any kind, either express or implied, respecting the content of this guide, including but not
limited to implied warranties for the guide's quality, performance, merchantability, or fitness for any particular purpose. Neither the authors, nor
itSM Solutions LLC, its dealers or distributors shall be liable with respect to any liability, loss or damage caused or alleged to have been caused
directly or indirectly by the contents of this guide.

Trademarks

itSM Solutions is a trademark of itSM Solutions LLC. Do IT Yourself™ and DITY ™ are trademarks of Nichols-Kuhn Group. ITIL® is a
Registered Trade Mark, and a Registered Community Trade Mark of the Office of Government Commerce, and is registered in the U.S. Patent
and Trademark Office, and is used here by itSM Solutions LLC under license from and with the permission of OGC (Trade Mark License No.
0002). IT Infrastructure Library ® is a Registered Trade Mark of the Office of Government Commerce and is used here by itSM Solutions LLC
under license from and with the permission of OGC (Trade Mark License No. 0002). Other product names mentioned in this guide may be
trademarks or registered trademarks of their respective companies.



The Missing Link - Infrastructure Management

itSM So!u tfonS@ Subscribe PDF Download Back Issues

IT Experignce. Practical Solutions,

Vol. 2.43 NOVEMBER 1, 2006

"The Missing Link:
Infrastructure
Management"

DITY Weekly Reader

The workable, practical guide to Do IT
Yourself

One common complaint about ITIL is that it does not address Infrastructure
Management or detailed operations — ITIL is descriptive not prescriptive.
Another little known ITIL book addresses exactly these areas of concern.
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The Missing Link - Infrastructure Management

By Mike Drapeau

Many organizations are adopting IT Service Management (ITSM) and other
principles found in the IT Infrastructure Library® (ITIL®) framework to
drive improvements to operations.

One common complaint about ITIL is that it does not address Infrastructure
Management or detailed operations — ITIL is descriptive not prescriptive.

Much has been written about the ten ITIL processes, how they can be used,
what tools, and in what order. What is not often clear to those implementing

mike ITIL that the borderline between ITSM and these disciplines is not clear.
DRAPEAU
In ITIL parlance, the library which describes all the key activities supporting
Articles Infrastructure and Operations is known as the Information and
E-mail Communications Technology Infrastructure Management (ICT-IM, or ICT).
Bio

The long label betrays the fact that this set of processes is detailed and
extensive. In fact, ICT-IM covers the complete set of tasks and day-to-day operational
responsibilities that support the ITSM processes.

Without ITIL ICT there can be no Change Management, no Configuration Management and so
on, as there would be no components for which to manage change.

Following | examine ITIL ICT, and explore the ICT Infrastructure Management processes.

The ICT-IM Processes

Specifically ICT-IM addresses the lifecycle of system management by break in into four “mega”
processes as follows, each of which encompasses a wide swath of people, daily tasking, reporting,
and budget:

. Design and Planning
. Deployment

. Operations

. Technical Support

In order to better understand ICT first and briefly consider its constituent processes. Figure 1
provides a layer cake perspective on ICT. It shows the lifecycle of the four ICT processes,
sandwiched between the components and services which make it functional to the data center,
and the underlying strategic activities which give rise to their deployment and ongoing support.
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Figure 1. ICT Infrastructure Management Processes

Design and Planning
This process alone captures all the activity around planning and strategizing around all

technology, architectures (e.g. SOA, SEl, etc.), technical documentation, management methods
and systems. It has interfaces to the ITIL libraries for Applications Management, ITSM, and The
Business. ICT-1M teams integrate with business architects to devise a set of IT standards,
procedures, and workflows that satisfy current and future requirements. This work spans the
lifecycle of research, selection, introduction, maintenance and retirement of IT infrastructure
components. Deployment processes are then used to introduce new technology into Production
environments. All of this and Design and Planning is just one of the four key ICT-IM processes.

Deployment
Deployment processes govern the introduction of hardware and software changes into the
operating environment, guiding activities in all operating environments. It is tempting to confuse
Deployment with the more well known Release Management - Change Management processes.
Deployment is a far more comprehensive process as it encompasses the long-range planning,
budgeting, vendor engagement, line of business or customer interface, enterprise program
management, procurement, and actual introduction. Release Management and Change
Management, alternatively, are focused on the more narrow objectives of testing a specific
Release and then introducing a specific Change into a given environment. They are more

‘transactional’ processes while Deployment covers the strategic spectrum.

Operations
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Operations is truly the heart of ICT-IM as it includes the day-to-day work required to monitor and
maintain a stable IT infrastructure. Some of the tasks associated with the processes are job
scheduling, data management (including backup and recovery management), enterprise
command center (e.g. NOC), component monitoring, automation, physical database
administration and proactive hardware maintenance.

Technical Support

The entire set of personnel, practice, and formal policies around knowledge acquisition and
distribution undergird the Technical Support process. All architects, technical specialists, and
Operations firefighters work in this discipline. They assist Design and Planning by providing
technical evaluations, and do the leading edge technology analysis for all future state projects.
They also assist technology acquisitions by providing detailed configuration and specification
information. Finally, Technical Support acts as a liaison with vendors on all technical matters.

Not Invented Here

What hampers effective ICT-IM is that most organizations are accomplishing these tasks anyway,
just not in accordance with a framework and not in an integrated way with other disciplines (such
as ITSM). Many veterans in IT Operations bristle at the idea that improvements can be made to
their home-grown methods for designing infrastructures, deploying them in concert with new
applications, monitoring them in the Production environment, and then writing supporting
technical documentation. Many simply refuse to believe that a ‘standard’ and methodological
approach can bring value. Ironically, it is the lack of just such a best practice approach that makes
these organizations reliant on the quality of their staff vs. the quality of their process.

And that, in a nutshell, is the challenge for ICT-IM: without the rigor of a framework to govern,
guide, inform and structure IT Operations, the ability to achieve a mature ITSM implementation
is threatened. In fact, it goes without saying that the ITSM processes assume away the existence
of an IT infrastructure and ‘take for granted’ the internal thought processes, strategic planning,
and ongoing monitoring of all Production, Staging, QA, Test, and Development environments.

With this in mind, the Figure 2 makes sense. We can appreciate the sheer number of interface
points and dependencies between ICT-IM and the rest of the IT organization, of which ITSM is
only a part. Furthermore, we can see that the ability to achieve higher levels of maturity in ITSM
is somewhat dependent on concomitant improvements in the ICT-1M disciplines.

http://www.itsmsol utions.com/newsl etters/DITY vol 2i ss43.htm (4 of 6)10/31/2006 12:02:01 PM



The Missing Link - Infrastructure Management

SecurityMgt. | Business Service Support

Customers

Application Mgt.

Service Dellvery | Business Funpu:ﬂﬂ-

Strategles Plans & Reguirements [ Business Solutions l
™ Posey Etl:iw e K_‘;- Depiey 31| S Operse > mml.u>
_f! .f"} e f‘j ol .f"f i x"f
Dasign & Plan Ceaployenant Oparations
Techalc s Support |
KCT 1M Management & 2dministration

B ‘Pﬂm‘ h |T-d‘|mhw

Figure 2. ICT Processes Interfaces

No Respect

It is a small wonder that ICT-IM is so little understood and therefore unappreciated. There is very
little in the way of available collateral around this process library, other than the OGC book and
the exam material. Few consultancies boast competency in this ITIL book and fewer still list
deployment projects centered on improving ICT-IM performance. Search engines return few
results of meaningful ICT-1M assistance and there is little industry collateral available for
organizations wishing to harness and even understand best practices. ITIL bloggers rarely
mention ICT-IM and user forums contain little discussion on its merits or implementation
challenges. With this in mind, we must ask, how can a set of processes so powerful and utterly
necessary receive such scant attention from both press and public?

Future of ICT-IM

The future of ICT-IM and its adoption along with ITSM may very well be addressed by the coming
of version 3 to the ITIL framework. Although all the details are not firmly established, the outline
of the future is clear and that anticipates and reconciliation between ICT-IM practices and tasks
and ITSM using a life cycle approach to operational management.

As organizations begin to adopt the updated version 3 ITIL processes and libraries starting in the
spring of 2007, the discipline of ICT-IM may very well find itself released from its current
obscurity.

Where to go from here:
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. Subscribe to our newsletter and get new skills delivered right to your Inbox, click here.
. Download this article in PDF format for use at your own convenience, click here.
. Browse back-issues of the DITY Newsletter, click here.
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