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Microsoft® Operations Framework (MOF)# J5
| T 1L

MFEREAY (Process Model)

AR (Team Model)

KA (Risk Model)

Initial engagement
— Maturity model
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1,300 Windows NT 4.0 SP3 servers

5X reboots at 5 sites
3,300 Windows NT 4.0 SP4 servers

20x BSOD* at 10 sites

All 24x7, professionally run large sites

Qndowntime included /
Best Windows NT® 4.0 SP5 customer

R&Hs | BATE | BT | BRPRAR | WInNTEME | BERK | BRK
HH YylEbg | W CR) | R | % %
I TH (OR)

1,391 | 5935 | 78.4 2,024.4 (| 99.97% )| 2,763

* BSOD$54& (4815, BP “Blue Screen of death” 5%
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— Microsoft® AL 41 57 P 4 1 13 [F] B AR

Je [ Stationery Office (TSO)#H &
— ItSMF
— fE4; (http://www.itsmf.net/books/)
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intellectual property protection
network & system security
intrusion detection

virus protection

audit and compliance admin
contingency planning

kEAE

maintenance vendors
environment support
managed services,
outsourcers, trading
partners
software/hardware
suppliers

change management
release/systems engineering
configuration control/asset
mgmt

software distribution/licensing
quality assurance

messaging ops
database ops
network admin
monintoring/metrics
availability mgmt

Eisi

enterprise architecture
infrastructure engineering
capacity mgmt

cost/IT budget mgmt
resource & long range
planning

service desk/helpdesk
production/product support
problem management
service level management
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Infrastruciure Role

Security Role Release Role
Parimer Role

Support Role

Zervice Level Management
Capacity Management
Axvailability Management Change Managem et
Financial M anagement Configuration Managem ent
Warkforce Management Felease Managem ent
Service Continuity M ot

zervice Monitoring & C ontral

Zwvetem Administration
SUpporting Metwork Administration

Directory Zervices Administration

Secunty Adminigration

Storage Managem ent

Job Scheduling

Print and Output M anagem ent

Support Role Operations Role
Pariner Role Security Role

service Desk
Incidert Managem ent
Problem Managem ent
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For every way that IT has of enabling business,
operations has a new way of disabling business!
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Risk is not something to fear, but something to manage
Risk is neither good nor bad

Risk Iis a fundamental part of operations
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BT SPICE #2 (1SO #rtf)
o AN

— 0 Incomplete

— 1 Performed

— 2 Managed

— 3 Established

— 4 Predictable

— 5 Optimizing
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Improving

Quantitatively
Controlled

Well-Defined

Planned and
Tracked

Performed
Informally

\[el
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[Innovative, proactive] Quantitative process effectiveness and
efficiency goals (targets) for performance are established, based on the|
business goals of the organization. Continuous process improvement
against these goals is enabled by quantitative feedback from
performing the defined processes and from piloting innovative ideas
and technologies.

[Effective reporting, strategic policy alignment] Detailed measures of
performance are collected and analyzed. This leads to a quantitative
understanding of process capability and an improved ability to predict
performance. Performance is objectively managed. The quality of work
products is quantitatively known. The primary distinction from the Well-
Defined Level is that the defined process is quantitatively understood
and controlled.

[Documented, defined tasks and authorities] Base practices are
performed according to a well-defined process using approved, tailored
versions of standard, documented processes. The primary distinction
from the Planned-and-Tracked Level is that the process of the Well-
Defined Level is planned and managed using an organization-wide
standard process.

[Reactive, defined but fragmented authorities] Performance of the base|
practices in the process is planned and tracked. Performance
according to specified procedures is verified. Work products conform to|
informal standards and requirements.

[Little process focused actions, no means to execute process] Base
practices of the process are partially performed. The performance of
these base practices may not be rigorously planned and tracked.
Performance depends on individual knowledge and effort. Individuals
within the organization recognize that an action should be performed,
and there is general agreement that this action is performed as and
when required. There are some identifiable work products for the
process.

[Nothing present] There is general failure to perform the base practices
in the process. There are no easily identifiable work products or outputs]
of the process.
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CLW1 Slidework suggests removing BT Financial Group logo from above the slide unless needed.
Christian L. Weaver, 2005-5-7
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