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 341523  IP Adresses 

 267058  Network Components 

 464597  Clients   

 23130   SERVER 

 29477  LOGICAL  SERVE R  OS 

 11651   Virtual Server 

 9880   Application instances 

 36989   Software instance: 

 4305 ITSM Services 

 1 243 181 Links  between ITSM Services and CI’s 
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 2  Application Server 
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 Mission: Dealing with IT configuration data 

 

 CoM Core Team: (5) steering the process 
Thomas Ledermann, Kai Klaeren, Thomas Schmidl, Gerhard Feißel, Christian Stilz 

 CoM Configuration Managers: (> 70) 
representing service management and operational processes  
(e.g.: Incident management, Application operation, SAM, ..)  

Mission / Team 
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Configuration Management 
Process Basic 
Complexity of involved systems and data 
(example) 
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Mission: Dealing with IT Configuration Data 

Processes / Technology 

CoM Process 

  

Process 
Process 

Process Change- 
Management 

Process 
Process 

Process Middleware 
Operations 

Process 
Process 

Process Server 
Operations 

Process 
Process 

Process Software 
Asset 

Management 

Application 

SW / Middlew. 

Server 

Network 

Facility 

IServices 
  

Storage 

CMDB Data Modell 

Configuration Management organizes and manages the data transfer between IT 

processes and IT technologies of the BMW group. This data constitutes the 

CMDB. 
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Configuration Management 
Process Policy 
Documentation Rules 
 
Each operational group (e.g. server operation) will document  information which 

belongs to it and the links to resources which are used. 

 

Application operation is documenting overall information. 

 

Application 
SW / MW 
Server 

Network 
Facility 

* SMS-Operational group (IM)  
* Operation Manager (TRM, CM) 
* Operation times / class (SCM)  
* … 

Storage 

* PROD/TEST/INT 
* … 

Technical data and links Process data 
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Configuration Management 
Process Policy 
Implementation Rules 
 
The tool and its data model will be used as provided by FNT without BMW 

specific customization. 

 

There is always one tool and one process that provides the data.  

 

 

 

 

 
 
 

e.g.: 
 

* Network (OP) 
 

* Accounting 

CMDB  
 Server 

Application 

Network Clients 
Storage 

Orainv WebinfoDB 
 

SAP 
SolMan 

Solutions for  
OP- / SM 
Processes 

CoM (PIC) 
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• Description, how the process is implemented at 

BMW and which data it delivers.  

• Responsibility  and governance for important 

objects 

• Data and links required from CoM  

(e.g. Business / IT-Infra.) 
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Configuration Management 
Process Overview 

Planning 

– Definition of scope, goals & priorities 

– Coordination with Service Management 
processes 

– Development of CoM process 

Identification 

– Identifying the information needs of the Service 
Management processes 

– Introduction of extended requirements to the 
Configuration Management process 

– Evaluation and verification of requirements 
(cost-profit analysis, business case) 

– Decision on organizational measures for further 
development of the process 

Control 

– Creation of work and process instructions 

– Monitoring of process flows 

– Training and introduction of work instructions 

Data Maintenance 

– Updating CI data, maintaining the CI life cycle 

– Documentation of changes to the configuration of 
CIs (add, change and remove CIs) 

– Documentation of relations between Change, 
Incident, and Problem Management and the CIs  

Verification & Audit 

– Selection of required information 

– Monitoring of documentation processes 

– Permanent verification of data basis 

– Creation of reports on deviations and weak points 

– Deduction of suitable measures 

– Regular process audits  

– Evaluation of key performance indicators 

1 

2 

3 

4 

5 

CoM-PO CoM-PM-A 

CoMgr 

CI-O 

Accountable Responsible 

CoM-PO CoM-PM-A 

CoMgr CoMgr 

CoMgr 

CoM-PO CoM-PM-A CoMgr CI-O 
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Configuration Management 
Process Roles 
 

PM-A 
(Process 
Manager) 

CI-O 
(Configuration 
 Item Owner) 

Process 
Owner 

CoMgr 
(Configuration 

Manager) 

 Achieving process targets in the area (quality / 
efficiency) 

 Carries out necessary training and 
communication measures  

 Top level of escalation for the process in the 
area 

 Member of Expert Group 

 LEAD for the process; ensures that the process control and 
improvement tasks are completed punctually and in the 
required quality  

 Achieving process targets (integration in the target agreement 
process)  

 Organizes and leads the process Expert Group 

 Monitors and carries out the maintenance of data that 
belong to a CI 

 Reports to the CoMgr 
 Responsible for the accuracy and timeliness of information 

that describe a CI 
 Controls the maintenance of the CI 

 Responsible for the quality of all data in his 
area 

 Controls the CI Owner of his area 
 Supports PM-As on operational level of process 

subjects 
 Member of Expert Group 



 During the planning of the constitution of Configuration Management, the process 
goals, scope and priorities are defined. This activity allows the process partners, 
the Service Management processes in particular, to  bring in their requirements to 
the process and their information needs with regard to the configuration items. 

 

 In this activity, the requirements are gathered and are used as input to the next 
activity - identification. 

 In addition, the requirements serve as basis for the definition of metrics and 
target values that are handed over to the activity verification & audit. 

 

 Examples for requirements: 

 Adding a new CI type or adding new attributes to existing types to the 
maintenance in the CMDB  (e.g., SAP systems). 

 Definition of metrics to verify the coverage and quality of the maintenance of 
the new CI type. 

Planning 
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 By identifying the information needs of the Service Management processes, the 
requirements from the planning activity are extended, evaluated and verified. 
When the requirements are accepted, they are written down in the system 
proposal document (requirements to both process and tool). Decisions on the 
requirements are documented as well. 

 

 Organizational measures for further process development are derived from the 
business requirements to the process. 

 Requirements with regard to CIs and the CMDB that are documented in the 
system proposal are handed over to software development of Solution 
Management. 

 

 Examples for detailed requirements: 

 Process: Establishing a new CoMgr for SAP system CIs 

 Creation of a system proposal in order to describe the CI type SAP system 

Identification 
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 In the control activity, process and work instructions are defined and 
introduced. In order to allow for smooth progress, the process flows are 
controlled via comparison of planned and actual data. This activity also 
ensures that changes to CIs are documented. 

 

 The detailed requirements (e.g., system proposal) from the 
identification activity serve as input for the process instructions.  

 The comparison of planned and actual data is based on the results of 
the deviation and weak points reports from the verification & audit 
activity. 

 

 Examples: 

 

 Creation of  process instructions for the maintenance of SAP systems 

Control 
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 In order to keep the documentation of CI data (CMDB) constantly up-to-date, the data have to be 
maintained.  Any changes that result from activities that modify the properties (attributes) or relationships of 
CIs have to be documented. For this reason, Configuration Management controls and documents all 
resources that are added to the system. New hardware, for instance,  can be entered into the CMDB at the 
time of ordering or when the hardware has shipped. 

 In order to ensure that all data of CIs (CMDB) provide an accurate and precise image of the physically 
installed base, the following activities have to be controlled and documented: 

 CI is added 

 Status of a CI changes (e.g., in use, withdrawn) 

 Owner of a CI changes 

 The relationship between CIs changes 

 CI is removed 

 The relationship of a CI to a service, documentation or other CIs changes 

 CI is linked to a tool from a partner process (e.g., Change, Problem, Incident) 

 Configuration of a CI is updated after an audit has taken place 

 

 The process instructions contain details on how to carry out the data maintenance. 

Data Maintenance 
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 The content of the tools and databases in use is verified constantly. 

The resulting quality figures are permanently available on the Intranet 

site from Configuration Management in the quality reports from 

http://cmdb.muc. 

 The results of the audits are reported to the Configuration Manager 

who are in charge to check and correct the reported faults. 

 

Verification & Audit 
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 Configuration Management deals with complex data structures. 

 However, data structures are modeled to the needs of the partner 

processes (Change, Incident, Problem, Release & Deployment, Event 

Management, Software Asset Mgmt, Supplier Management, 

Infrastructure Operations, Application Operations, etc.). 

 Data structures combine technical CIs (physical server), service CIs 

(ITSM Service), organizational CIs (people and roles). 

 Data structures are documented in a global Use Case document 

which is part of the Configuration Management Plan. 

 For each partner process, a Use Case with its data structure has 

been defined. 

 The global Use Case document can be found at http://config.muc. 

Setting up Data Structures 

CONFIGURATION MANAGEMENT 
DATA STRUCTURES 
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Configuration Management 
Data Structures (Simplified Excerpt) 
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• Configuration Structures (i.e., CIs and their relationships) are either 
transferred via interfaces to the FNT CMDB or they are maintained manually 
in the CMDB. 

• ITSM Services are used by Change and Problem Management  (and 
Incident Management starting in 11/2013) to assign changes / problems in the 
ITSM Suite. 

• Each CI has exactly one ITSM Service assigned to it. 

• Operation contracts may be assigned to CIs. Operation contracts reflect 
service levels agreed upon with a provider and may be used for provider 
cost allocation. 

• Operation contracts assigned to infrastructure CIs (especially server, 
software) contain rules (i.e., monitoring contract) for the automatic ticket 
routing (via SMS Remedy) of the Event Management process or to auto 
select a Remedy Service in SMS Remedy for a given CI. 

• SMS Remedy Service information is assigned to operation contracts. This 
information is used by the Incident Management process and especially the 
plants’ control center in Dingolfing for correct incident impact analysis and 
ticket creation. 

Operation Contract vs. ITSM Service 

CONFIGURATION MANAGEMENT 
ITSM INTERFACES 
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Configuration Management 
Interfaces (Excerpt) 

CMS

ORAINV

Webinfo

DB

SAP 

SolMan

PRIMA

SMS Remedy:

Incident

ITSM Suite: 

Change / Problem

Contract / 

Supplier 

Management

Reporting:

Fast View / 

Control Center

Event Mgmt.

Co

MC

RS

Ap

Db

So

Se

IS
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Db
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Se

Monitoring 

Contract

ITSMService

PISA:

Provisioning
Remedy 

Service

Legend

Configuration 

Structure
Co

Operation 

Contract

RS
SMS Remedy 

Service

MC
Monitoring 

Contract

IS ITSM Service

...

...
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Operation Contract CMDB 

CI 
CI 

CI 

Operation Contract 

SMS Contract ID 

Remedy SMS 

Application Instances 

SAP Systems 

Middleware 

Software Instances 

Servers 

Network Components 

… 

Remed

y 

Group 

Remed

y 

Group 

Remedy 

Service 

Remedy 

Synonym 

[preferred] 

[manually 

created Tickets] 

Lookup 

Table 

Remedy 

Service 

Can be used 

for all CIs to 

determine the 

correct Service 
Servers, 

Clients and 

Software only 

Operation 

Manager 

[default] 
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CONFIGURATION MANAGEMENT 
CoM 

Application 

Instance 

• Mainframe Application 

• SAP SID 

• MQSeries Queues and Client 

Channel 

• Oracle User Tablespace, 

Dedicated Database 

• C:D Node  

• EDI Middleware 

• EAI Schema 

• KWOM Software 

• Documentum Repository 

• MSSQL Database / MSSQL 

Instance 

• Webinstance / Applicationserver 

Instance 

• DWH Repository 

Incident Management 

CIM 

Domain 

Control 

Center 

Test/Int/Prod 

Service Parameters 
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The following procedure is called Autoselect: 

 The user enters the name of a server (or a client, printer, etc.) in SMS-Remedy 
under "Inventory Data".  

 The SMS "Contract No." is fetched via an interface from the Operations Contract 
in CMDB. The "Autoselect" Button appears.  

 A click on the Button automatically sets (after selection of incident or request) 
Service and Fixgroup of the Ticket. 

 Please note that this functionality requires an appropriate configuration of SMS-
Remedy: A table has to be maintained. The informations have to be delivered to 
SMS-Remedy administration. A template can be found in TPL-
Service_Template under „ContractData". It is important to provide the "Contract 
No." in exact the same spelling as in CMDB. SMS Remedy ist case-sensitive. 

 Especially in Windows Environment it is intended, that tickets routed by 
"Autoselect" go to the middleware operations.This and further processes do only 
work, when the software instances were created and linked in CMDB.  

Contract Autoselect Functionality. 
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MW_CONTRACT.REMEDY_FG =  NULL. 
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Server 

liscrm10.muc 

TSI_DE_UX_Linux_B2 

Layer = OS 

SMS Contract ID = 

Linux/04/N 

Prio = 0 

BMW_GMA_Oracle_Low 

Layer = MW  

SMS Contract ID = NULL 

Prio = 0 

Database  
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Contract is ignored  

for Autoselect  

Value taken over  

for the Server 

Autoselect 
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Value from OS 

Contract (Contract 

assigned to 

Server) 

Selected Server 

liscrm10.muc 



MW_CONTRACT.REMEDY_FG != NULL. 
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Server 

smuc3068.muc 

CC_MS_WIN_BASIS_B2  

Layer = OS 

SMS Contract ID = 

WinBasic/N 

Prio = 0 

CC_MS_PRINT_Q_SVS  

Layer = MW  

SMS Contract ID = 

WinPrint/N 

Prio = 25 

Software Instance 
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Value taken over  

for the Server 

Autoselect 

Contract is ignored  

for Autoselect  

Priority is only used when there is another 

contract on the MW layer with a different SMS 

Contract ID. 



Contract Autoselect in SMS Remedy. 
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ITSM Group and Group Assignment. 
group in context. 

Processes 
(IM, PM, 
CM, …) 

Configuration 
Items 
(CIs) 

… 

ITSM 
Servic

e 

Grou
p 

Grou
p 

Grou
p 

Different Groups 

for different 

levels / purposes 

Reports 



   Service Owning Group 

ITSM GROUP AND GROUP ASSIGNMENT. 
INTRODUCTION OF THE “SERVICE OWNING 
GROUP”. 
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ITSM 
Service 

Service Owner 
Group n:1 

Specialist Group 
(2nd Lvl)  

  

n:m 

(3rd Lvl) 

Specialist Group 

Specialist Group 

Specialist Group 

(2nd Lvl) 

• Each ITSM Service is associated with 
exactly one Service Owning Group 
(SOG). 
 

• Members of the SOG have the task of 
managing and coordinating Problems, 
Changes and later Incidents. 
 

• Thus, the SOG operates cross-
functionally and across processes. 
 

(3rd Lvl) 



   Group Assignment 

ITSM GROUP AND GROUP ASSIGNMENT. 
GROUP ASSIGNMENT VIA ITSM SERVICE. 
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 For every ITSM Service a Service Owning Group (SOG) is defined. 

PMCO Assignment 

CMCO Assignment 

CMMA Assignment 

Service Owning Group 

(SOG) 

Specialist Group(s) 

(e.g. 2nd, 3rd level) 

SGA Support Group Administrator 

PMCO Problem Coordinator 

CMCO Change Coordinator 

CMMA Change Manager 

CMAP Change Approver 

Specialist Assignment 

ITSM 
Service 
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Configuration Management 
CMS 

Configuration Management System

(CMS)

FNT CMDB

Co
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RS
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MC

MC
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Se Se

Se

ITSM Suite

Change Management

Problem Management

Incident Management (planned)

FNT Command

(Data Maintenance)
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Server/Application Management

Client / Voice Management

CI Management
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CONFIGURATION MANAGEMENT 
IT SERVICE MANAGEMENT 

To enable IT Service Management,  

each application and infrastructure component needs to be supported. 

 

 

FNT CMDB ITSM Suite 

ITSM Service 

CI 
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CONFIGURATION MANAGEMENT 
IT SERVICE MANAGEMENT 
 

 

 

FNT CMDB ITSM Suite 

Since all infrastructure components (CIs) with all their relations must be 

documented  in FNT CMDB, ITSM Services and CIs have to be linked 

within FNT CMDB. So 

  ITSM Service has to be copied to FNT CMDB 

      ITSM Service has to be linked to CI 
 

ITSM Service 

CI 

ITSM Service 

1 

2 

1 

2 
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CONFIGURATION MANAGEMENT 
IT SERVICE MANAGEMENT 
 

 

 

FNT CMDB ITSM Suite 

ITSM Service 

CI 

ITSM Service 
3 

Since the ITSM processes work with the ITSM Suite and uses data from 

ITSM Suite only, all CIs with all their relations have to be copied to ITSM 

Suite. So 

  CI and relationship to ITSM Service have to be copied to 

ITSM Suite 

3 

CI 
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Server 
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ITSM Service 
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The CMDB is the 
tool  

of all connected  

Service  

Management  

processes 
 



Thank  you 


