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Service Mapping & Discovery Overview

Confidential © 2016 ServiceNow All R ights Reserved 2 SerVICenwW@



ServiCenN®Ww: | Enterprise Cloud

Secure
Integrations Security Vulnerability
Operations Response Finance
Customer Facilities
Service A i,
N = e W
Py %
. Secure
Incident @ Marketing Integrations
Problem l}\
Legal
Change %

@’ Field

% eee More

Application Application
9

Development
Analytics

Security

Experience

—F
— ]
Service

Mapping
c Orchestration

A Event Management

Cloud Management
\ . &
<4 ®

Demand w -_"1
— Financial

Resource Project SDLC Management



Secure
Integrations

ServiCenN®Ww: | Enterprise Cloud

ﬂ Discovery

Service
Mapping

ca Orchestration

“ Event Management

‘ Cloud Management

/

Secure
Integrations



Services Top of Mind with CIOs Everywhere

| T —re——— R [ Tye——

HealthCare gov

We have a lot of visitors on the site right now.
Please stay on this page.

We're working to make h experience better, and we don’t want you to lose you pl n line. We'll
send you hlgl pag as soon as we can. Thanks for your patien

a hurry? You ml gh t be able p ply fas t our Markclplace call center. Call 1- s 318-2596 to talk
with one of ou ledrem atives about applying over the

Avallablllty @

“I can’t tell which “If a service goes “We need to accelerate
systems are connected down, | can’t find the service delivery, while
to each service” cause of the outage” maintaining quality”
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Creating a Service Aware CMDB

Automated e Populates the CMDB with the
Top-Down current state of the
environment

Automated
Horizontal
Discovery

Seravitae * Pulls in detailed Cl information
Mapping about all of your IT assets

*  Accommodates “real time”
state changes for dynamic
environments such as VMware
or AWS

Infrastructure
Discovery &

W ETT *  Complements service

Payroll  E-Commerce relationships from service
mapping

Configuration
Items

Service Map
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Creating a Service Aware CMDB

Automated * Populates the_the (‘:M DB with
Top-Down complex relationships between
Cls automatically

Automated
Horizontal
Discovery

Service * Builds network (L2 & L3)
Mapping relationships between Cls

e Automatically discovers
application architecture
constructs such as load

Infrastructure balancing and clusters
Discovery & . . .
Mapping * Creates a tight service-centric

context to the Cls in your CMDB

Payroll E-Commerce

Configuration
Items

Service Map

Confidential |  © 2016 ServiceNow All Rights Reserved 7 Ser'VICerjc)Wm



Traditional Infrastructure Discovery

Load Balancers rﬁ}/_‘ "ﬁ}/_‘ f‘ﬁ}lf‘ f—\lilﬂ f‘\lilfl r—\&—‘ f‘\lilﬂ f‘\lilﬂ f‘\lilﬂ r&w
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Application Dependency Mapping (Traditional Discovery cont.)
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Service Mapping Provides True Business Context

A A A A A A A
NI NI NI IR

Load Balancers N/ % N ¥|/‘| r‘\|¥|;1 Y r—\|¥|/—, f—\|;|/_| Y‘ f‘\IQVI
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The Service Mapping Process

Entry Point

— URL, connection parameters, etc.

— Connection to target machine, discovery Cl information

Cl Identification Cl |dent|f|cat|on
— ldentify the application based on information from entry point l

Connectlon Dlscovery

Connection Discovery
— Discover configured connection to other applications 3

Entry Point

Informatlon
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Pattern Based Approach

* Service Mapping accomplishes this by using a
simple pattern based approach to mapping.

e Patterns are broken up into two sections:

1. Identification — This is where we look for the
application signature. It can be as simple as
checking if the process bound to the port .. S—
associated with our entry point is an expected o
name or value (e.g. Apache or Tomcat).

2. Connectivity — This is where we look at
configuration files, persistent network

connections, or any other forms of metadata to
understand what our downstream dependencies
are.

tttttttt
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Pattern Based Approach

* Inside each of these sections we use the Pattern
Designer, a simple WYSIWYG editor to build
patterns to look for our application signature, or
to parse configuration files to understand

dependencies.

* No programming required, just an
understanding of Windows, Linux, and SNMP
commands.

Identification for Oracle DB entry point type(s) - no instance [ Debug [ [ I ) [ [ V][ Adiate | Backtopattem

[sprocess.commandine | [ contains [+ ] [tnstsnr

version

config_file

wwwwwwwwwwwwww

pppppp
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MID Server Architecture

ServiceNow Platform

Datacenter
(Physical/Virtual/Private/Public)

PowerShell

. SNMP

MID Server

" ECC Queue -

ssh 10.0.10.123 'uname -a'

' SOAP/REST
 IMS

: Java
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Host Discovery Process

Datacenter
(Physical/Virtual/Private/Public)

o

ServiceNow Platform

o
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.
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MID Server

2. Classify: Windows/Linux?

3. Identify: Create/Update?

4. Explore: What do you do?
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Service Discovery Process

Datacenter
(Physical/Virtual/Private/Public)

o

ServiceNow Platform

ECC Queue

‘e
.
‘e
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‘e
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MID Server

o
o
.
o
.
o
o
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K
o
.
o
o
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K
R
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1. Host Discovery

2. Process Identification

3. Process Dependency

4. Rinse. Repeat.
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Service Mapping Outcomes

Automatically update service maps ¢ TN 87 Ve A R ¢ =
[ X 2 | o N N
so data is current and accurate €| mm— =" = Hpwv aa g

Properties | Impact Tree

. er . L 4

Instantly identify impact of ~ i
(o> Properties
planned changes to help prevent v B mer
: +
Issues - ( o T o ) Business Service
. ) | Created
ldentify unplanned changes to T 2015.06-18 15:27:36
4 on Windows Serv... on win04.servicen... on win01.servicen... »
ensure compliance — S 5y | S
onwinZk@ SN com on Windows Serv.. onwnd@sNeom 2 onWindows Serv.. om i serin..
1 1 1 ) Entry Points
P ! n p OI n_t ro Ot Ca u Se O.f Se rvi Ce ! JovaServer ¥ ! Oracle Fulfilme... ¥ http://207.169.192.165:...
d Isru ptlon to speed tlme to on winO1.servicen... l on win01.servicen...
H LY 4 Name

reso I Ut l o n {’é} Oracle Notificati... ¥ 1 Oracle OAFM S... ¥ Hyperion HFM

~

Operational status
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£

Service-Aware CMDB Use Cases
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1. Business Service — Incident & Change Impact Analysis

For any change request for the
server “pdssstdb2”....

click on the button to

see the relationships
between the objects.

graphically the server and its
relationship to configuration
items and the names of Related
Business Services.

= pdssstdb2

<

>

Vv |+ <e)
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2. Business Service — Detect Changes & Incidents

* Ability to see which Cls have - | m—
approved change requests ~—~—~«

which are planned to happen
in the future r—J

@ java v
on espcache-dt-a...
—— o‘llj “‘

@ gﬁsdsss;f;:.lb-;-aw-“ {é} joar‘:?as.v;:\cache-dt-a...
| —-— J’ Fiy
!
(@  Oracle Notificati... ¥
G}ﬁ on dssodb-dt-als-... on espcache-dt-a...
M o M ”
 |ldentify “unauthorized” or , ] . |
124 ” ——
Unplanned” Changes & o
f
2 j:r\ll aes;cache-dba” {O} j:: E:as:x:az:ma-dt-a...
— Q5 A

* Integration of logged
Incidents to Cl’s

Alerts | Impact = Changes & AffectedCl's | Alerts = Changes-current | Changes-past = Changes- planned

it | Outages-current | Outages-past = Outages-planned = Problem

= Number v = Priority = Configuration item = Short description

INC0010001 3- Moderate espeache-dt-a3d ERROR: Weblogic inst,:-{nce has one or more issues, ERROR: IdentityAndCredentialService-15.09#15.09-SNAPSHOT.250 has a NON_ACTIVE
of STATE_RETIRED on joker
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3. Business Service — Historical Comparison

< | D ESP V¥ 2016-08-1106:12 =

¢ Compare state of the - Ton oloG
Business Service over time ~ — - |

\ i | 9..' 9) ?
2016-08-05 (1] Froperties 2016-08-12 07:56 [3]
0 set compare points:#ag balloons db1 ¥

odb-dt-ais-... Serial number
rointlz 2016-08-10 11:22 USE43594WN Compare
[ Cluster node count i Application
0 Oracle Home
. . dssstdb2 ¥ Ju01/app/oracle/product/11.2.0...
.. v Notificati... ¥ @ P
. . ) At _ Cl Tvpe
* Identify which Cl’s has Wdt .
| Linux Server pdssstdb2
changed 0 y J — =
ﬂ [— Class Running process command
ora_pmon_pdssstdb2
Oracle cmdb_ci_linux_server
on dssq ) X P
£ Oracle Notificati... ¥ {é} CIType
'g'§} on dSSOdb-dt-aZS-. . Kernel Release Oracle Instance
2.6.32-358.23.2.¢l6.x86_64 Class
L SpeCifiC details Of CI cmdb_ci_db_ora_instance
RAM (MB) B
changes (example data) Old: 96705
New: 106000

(8‘5 jgva ¥

Host related items

Network Adapter (2)

Serial Number (3)
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4. Service Mapping + Event Management = Impact Analysis

* Dive into the Business Service

by “clicking” on red box. \
‘ on espca

| Application
By tnsisar ¥ 3 |java ¥
WS on elocdb-dtate-v. W | on espeache-dt-a...
I I asa Running process
[ java

oL |Bva Y
LF | on espeache-dt-g.
[ BN

] ] I 1 T T java

£ nridev Y £ pdssstdb2 v 3 java v Sc java ¥ 21 Insisnr ¥ " eSLAMBUKE
l“‘}a on netrdb-dt-ale t__; = = &3

on dssodb-gt-a2s-... on espcache-dt-a... on espcache-dt-a... {ef on npscb-dt-atgev... &2 onesimapp< Cl Type

Running process c

* Visually see specific
server on which the
event exist from Nagios,
etc..

ﬂ J H f “ & 1 [ l ] JH Generic Applic
T Oracie Notficati... ¥ tnsisnr ¥ T jeva ¥ (7 eSLAMBUKENG... ¥ (@ Oracle Notficatl... ¥ dated
) on dssod-ot-a2s-.. o elocab-dt-82q-v... on espeache-dt-a... ¥  onesimapp-dalq B on npscv-dt-atgw... update

]l 2016-08-12 08:

{ ﬂ

es-past | Changes-planned | Incident

Alerts | Impact | Changes | AffectedCl's | Alerts

Wo 44 « 1

Number Type Severity o Description Source Configuration item Node Task

he-dt-
Nagios  espcache-dt-a3d espcache INC0010001

WLS Health Check for Joker @ critical ERROR: Weblogic instance has one or
a3d.downingtown.pa.ula.comca...

Alert0010005 8311 mor...

ERROR: Weblogic instance has one or espcache-dt-

WLS Health Check for Joker . Critical ol |
a3d.downingtown.pa.ula.comca...

Alert0010006 8411

Nagios espcache-dt-a3d

* Specific details on what
triggered alert/event

WLS ERROR: Weblogic instance has one or espcache-dt-
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5. Business Capability Modelling

* Leverage the Business Service
and Business Service Group
constructs to model your
organizations capabilities.

* cmdb_ci_service_group parent

* cmdb_ci_service_group children -

* cmdb_ci_service_discovered

(Service Mapped service) —

Relationship Management

Client Service Management

Institutional

Product Platform Client

Management

Distribution, Marketing, and Experience

Lead and Prospect
Management

Lead Generation
Engagement

Opportunity Management

y Advisor/
Pipeline Consultant

Management Management

Non-

Plan Sponsor Discretionry

Account Contact
Activity Territory

Delivery

Prospect Prospect Profile
Segmentation Development

Proposal Underwriting
Management Management

Intermediary
Management

Plan Participant
Management

Retail Client
Management

Sales Strategy Management

Sales Strategy
Development Cross-Marketing

Sales Operations
Management

Sales Planning
and Sales Execution
Coordination

u Product Web Interface
Market Analysis Innovation M:ﬁz;g::m T:‘;'::::::f Contact Support Management
Product Product Product ropioaton Emai
Validation Planning Termination Manpagamenl Management
Video
Prod overnance SMS Production
d D op
0 Product Management
Uct Metrics
Monitoring Development Social Media Event
Management Management Management
. Client Exception
_ Offering Management Print Content Webinar
Product Testing Development & Management Management
Management
» Third Party Client Solutions Provisioning End User
Pricing Partnership Support
Management Bespoke

Client .
Diagnostics Soluton

Development

Bespoke

Advice/
Solution "
Delivery

Fulfillment

Content Delivery T\mf

Marketing Strategy
Management

Market Market
Research Segmentation

Marketing Ma g Reputation/
Strategy ption
Development ment

Brand Management

Creative and
Design
Management

Brand Strategy
Management

Marketing Operations
Management

Marketing lations
ment

Advertising, Public Relations
and Media Management

Media

Public Rel
Strategy d Strategy E ment

Execution Manager

Advertising
Management

Agency - )
poraretna

Management

Communication Content
Stetegy i

Self-Service
Management

Education Strategy

tegy
Analysis and
Evaluation

4.00: Education Management

Education Delivery
Investor/Client
Education
On-Site
Education

Editorial
Mensgement

Communi
Management
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6. Total Cost of Ownership

= Database View 000 | Undate| | Delete
(| = u_business_services_and_related_computers ﬁ @ P \11

* Custom database view set up to

. , Name  u_business_services_and_related_computers Application | Global ®
a”OW reportlng on a” CI S that Label Business Services and Related Servers
( ’
EXtend from hardwa re Plural Business Services and Related
Description
Update | Delete
Related Links
Trylt
* Allows for reports to be |
= ViewTables M Goto Order v “ < 1 to30f3 » M [

run on all assets in a
business service that

? View = u_business_services_and_related_computers

. O =rable =Order A = Variable prefix = Where clause
have a cost associated & A
@ cmdb ciservice 100 businessservice
@ SVC_Ci assoc 200 serviceassociation serviceassociation_service_id=businessse...
@ cmdb_ci_hardware 300 hardware serviceassociation_ci_id=hardware_sys_id

f
Actions on selected rows... y «“ < 1/to30f3 p pp
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6. Total Cost of Ownership
€ AccountAccess Hardware ® Save| v m

Data  Table v | BusinessServices and Related Servers[u_... v Available /Selected

Approval group(hardware_chan Name(businessservice_name)
Vice_change_ Name(hardware_name)
Class(hardware_sys_class_name)

* Report on all hardware assets .
. . . . € | List v
within a business service aupby Y

--None -- v

" sset(businessservice_asset) [+]
Asset tag(hardware_asset_tag) { v
Asset tag(businessservice_asset_tag)
Assigned(businessservice_assigned)
Assigned(hardware_assigned)

. . Add Filter Condition | Add "OR" Add Sort Field Minimize a
* Allows for financial data
. usinessservice_name) v contains v Account AND OR X
to be leveraged with
H 1 Business Servi d Related
ServiceNow IT Business A ERILIC S
= Name = Name = Class
Management
oo, . @ Account Access eretapp22 AIX Server
capabilities —
p @ Account Access qgeretapp2l AIX Server
@ Account Access gidbvirté Solaris Server
@ Account Access gedbirt3 Solaris Server
@ Account Access geretweb22 AIX Server
@ Account Access gedbll Solaris Server
@ Account Access geretweb21 AIX Server
“ < 1 to7of7 » pp
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6. Service Continuity

* By automating the discovery of Continuity - Failed Backups Last Night
all the components within a
business service, we can start to
think about layering different
dimensions of data on top

Customer Management

15 Failed Backups

For example, pulling in all the
backup information and storing
historical backup state with the
Cl’s.

We can then report and EU - Customer Purchase History
visualize various business 10 Failed Backups
continuity metrics at the
business service level.

[ 15 - 11 Failed Backups || 11 - 8 Failed Backups | 8 - 4 Failed Backups = 4 - 0 Failed Backups
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. ity AT
How to plan for a Service Mapping
Deployment
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Understanding Credentials

* As agentless forms of discovery, both Service
Mapping and horizontal discovery require
credentials to authenticate against the
machines in your environment.

* The types of credentials required will depend
on the types of devices you are looking to
discover — However there is no magic here,
these are normal protocols everyone should
understand and be familiar with today e.g. SSH,
WinRM, SNMP, etc.

* We do not require administrative credentials for
most devices. Credentials can be provisioned
with the minimum amount of access required
to perform the role of discovery.

Optional

C M D B - HTTPS SOAP
\ ] —
! 1 & 1 SSH, WMI, SNMP, PowerShell,
ServiceNow | e [ D CIM/WBEM, VM Appliance
Instance
Firewall }‘
/ )
A
.
.
MID Server  ====== » Network
UPS/PDU / \ Storage Servers
Printers Linux Servers
Routers Windows OS
Switches UNIX Servers

Load Balancer Virtual Systems
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MID Server Architecture review

Customer Network

Network
Devices
Q Windows
G)%@ Server
el
PV
HTTPS:443
servicenovow
SSH
Mid Server 2
Linux/Unix
s Server

Hypervisor

A

Storage
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Credential Security

* Only the MID server communicates with target devices
— No inbound connection required

* MID server communication to server is outbound and always encrypted
— Credentialed access to individual endpoints -> No agent required

* Credentials are encrypted on the ServiceNow instance
— Downloaded by the MID server, decrypted in-memory only
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Using an External Credential Store

* Some customers with high security requirements

simply are unable to put any credentials inside of
ServiceNow.

* To help remedy situations like these, we have a
framework for using any external, on or off-prem
external store a customer may like.

* One such credential store we have out-of-the-box
support for is CyberArk.

* Using an external credential store allows the
customer to authenticate against, and map their
business services without storing any credential
information in the ServiceNow instance.

ServiceNow
SaaS Instance

A

ServiceNow CyberArk
Integration

Internal Network /

MID
Server 1

JavaPassword
SDK.jar

Host A

CyberArk

L'}
L

/ AIM Agent

\d

/

MID
Server 2

JavaPassword
SDK jar

Host B

> CyberArk

AlM Agent

Host X

CyberArk Vault

Safe A

Safe B

R4

Safe C

Cr=rm
{ crea oni)

Cred Obj
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Who Owns the Credentials in my Organization?

In a large organization it may not be
obvious which teams are responsible
with helping to fulfil the requirements
for a Service Mapping initiative.

It may be the individual team’s
responsibility to provision and maintain
access. For example the database team
may be responsible for access to
database servers, the network team to
network devices.

It may be that a centralized account
access & security group own the
provisioning and maintenance of
accounts.
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Service Mapping is a Cross-Functional Initiative

* Just like DevOps, a Service Mapping
initiative requires members from
multiple teams to be successful.

— Systems Engineering

— Application Owners

— Applications Architects
— CMDB Managers

* These teams all play an important
role in the deployment and ongoing
maintenance of a service aware
CMDB

Confidential © 2016 ServiceNow All Rights Reserved 33
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Team Roles — Systems Engineering

* System Engineers or Systems
Administrators are often responsible for
the hands on configuration or creation of
Service Mapping or Discovery patterns. |

vvvvv

* While building patterns does not require
development expertise, it does require
knowledge of Windows and Linux/Unix
based systems, basics of networking, and
an understanding of IT infrastructure in
general.

version

config_file

nnnnnnn

pppppp
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Team Roles — Application Owners

* Application owners are often the
consumers of a Service Aware CMDB. You
can often think of them like product
managers — Ensuring their applicationsare .
fulfilling business needs, and delegatingto ..
the appropriate engineering teams for
new features, or fixing defects.

* It’s important they be involved so they can
understand the immense benefits they will
gain in terms of process improvement
from mapping the applications they are

responsible for.

<

ooooooooooooooooo

Operational

Created

EEEEEEE

wwwwww

eeeeeeeeeeeeeeeeee

ggggg

Confidential
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Team Roles — Application Architects

* Application Architects are perhaps the

most important role in a Service Mapping s v csop com 4
initiative. It’s the application architects ‘ )
that have designed the systems that are Y Jrereseemens
being mapped. — - ? '%
smazon : e ——— 3 :
* They understand how the dependencies DU : | "'
between components are being defined, = (i i '
what technologies are in use, and any - : B B Wl
other idiosyncrasies specific to the a~—' U e |
application architecture. SET ﬁ ]
* They provide input and guidance, as ‘— W '”" "’

needed, to the Systems Engineers to
build and design reusable patterns.
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Team Roles — CMDB Manager

* Service Mapping is a CMDB population
tool first and foremost. The types of Cl’s
and Cl metadata that it stores are varied
and complex, allowing for a robust : . i
service-aware CMDB.

=]
e
5
@
®
g

nnnnnnnnnnnnnnnnn

* |t’s critical the CMDB Manager \/
understand the changes to the data YO N S ——
model that Service Mapping provides, so \\%
they can accurately modify any ITSM N
processes to make more effective use Of oo v o i i i
e CMDB. - o
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Team Roles — Level of Involvement

* You might be thinking, “this sure seems Hours Spent Per New Pattern
like a lot of different people that need to
be involved in the Service Mapping
initiative”.

* The reality is each of these team
members will spend vastly different
amounts of time involved. Some for as

little as a few minutes a day, or per
pattern/architecture.

m Systems Engineer = Application Owner = Application Architect = CMDB Manager
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Keeping Your Service Maps Up-To-Date

* You’ve gathered the credentials, amassed < Now how do you operationalize the

your cross-functional team and mapped Service Map? We need to ensure re-
your first business service. discovery of the service runs as often as it
+ Congratulations! needed, that new deployments that may
introduce changes to the architecture are

accounted for in patterns, and that our IT
ops and application owners are getting
the maximum value out of the CMDB.

Operational

EEEEEEE

Service Impact Demo
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Keeping Your Service Maps Up-To-Date — Discovery Schedules

* The default mechanism for re-discovering Cl’s in ServiceNow is Discovery Schedules

* Discovery schedules allow you to create a user-defined schedule of when re-discovery
occurs.

* How often you do re-discovery will likely depend on your organization’s use cases, and
what your tolerance for staleness is.

= Discovery Schedules [service_mapping view] m O QG Goto Name Vv

? All > Discover = Service

@ O\ = Name A = Run
@ All Applications Daily
@ Load Balancer Services Daily

Actions on selected rows...
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Keeping Your Service Maps Up-To-Date — On Demand Discovery

* While Discovery Schedules are the default mechanism for keeping Service Maps up to
date, there is nothing stopping an operator from running an ad-hoc discovery of a
business service at any time (assuming they have the appropriate permissions).

* This may be useful if an IT Operator is about the begin troubleshooting a problem and
wants to ensure they have the most accurate, up to date information about the
business service.

<| & Inventory Man... V¥ Now Run discovery | View % ¢ =
@ " -
: ~ y> BT
2016-10-30 15:31 2016-11-29 09:58 QK &
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Keeping Your Service Maps Up-To-Date — APIs and Automation

* For some organizations schedules and ad-

hoc discovery are not enough to ensure
that SerV|Ce |V|apS are up tO date (function executeRule(current, previous /*null when asyncx/) {

var serviceld = getDiscoveredServiceld();
if (gs.nil(serviceld)) {

* Perhaps you are developing a brand new | retum;
CloudNative application on AWS and are | |
) . . . var bsManager = new SNC.BusinessServiceManager();
leveraging things like auto-scaling. // clear the business service

bsManager.clear(serviceld, false);
// start the discovery
bsManager.startDiscovery(serviceld);

* You can leverage the ServiceNow APIs to

function getDiscoveredServicelId() {

programmatica”y discover or re‘discover d var seréicegg; nev(v GlideRecord('cmdb_c)i_service_discovered');
. . serviceGr.a uery('name', current.name);

business service, should you have a use servicecr.query();  *

case that requires that level of | return servicear.sys_id;

automation. ’

}) (current, previous);
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Making Service Mapping Part of your SDLC

» Keeping Service Maps up to date is only %
the battle, we also need to ensure that
newly provisioned services and
applications, as well as major
architectural changes to existing services
are captured.

* These types of changes may require new

Service Mapping patterns to be
developed, or existing patterns to be
modified.
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Making Service Mapping Part of your SDLC

* If we visualize a typical enterprise Software Development Lifecycle it becomes easier to
see where we may want to put stopgaps to ensure that new Service Mapping patterns
are developed, or existing ones modified

* Where your organization decides to perform that action is up to you, but we think that
the QA function ties in very closely to Service Mappings goals and values.

* Build * Deploy to

* Unit test Test Envs

* Dev * Functional
Deployment and Perf test

} sign-off } staging
test test
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Service Mapping Attestation

* Being a prescriptive approach to application
dependency mapping — Meaning that we

are writing and modifying patterns to tell 'me»a R @%
Service Mapping how to discover our . | e ' e
architectures, it’s important to ensure that E{ W) | \ _ g@@
the maps accurately depict said i o il y i T 6‘7
architectures. E( e 7

T>5ﬂﬁme5

0 {ﬁ
A .Sm Se= 4. Oc» @
LAST YEAR  THIS YEAR
QUALITY
f\ 4%& ﬁ?ﬁ%éY[
°v.:
7, —>150% ,Nwomm”
@ -~ RG‘SGARCH
@9 - /\/ _/

* This is a critical piece to completing a service ’lIl
mapping initiative, whether it’s the first map
in your organization, or the 50th.

* This is something your team’s application
architects can help you with, as they are the
ones most intimately familiar with it.
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Thank you
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Expertise

Formerly known as Configure Consulting, ConfigureTek is a full-service technology provider empowering
IT Operations organizations with the efficiency, stability, and top performance in the delivery of business
services in just weeks instead of years.

CMDB Service Mapping Asset Mgmt Software License Event Mgmt
Compliance

I J Quick-Start Solutions: Rapid Service Mapping Factory, Rapid Discovery, CMDB, Asset, MOM

@figure @ 2 @




Service Mapping Factory - Methodology
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Service Mapping Accelerators

Lifecycle

Service Mapping Lifecycle
Tracking. A proven and
repeatable methodology for
tracking your organization’s
service mapping lifecycle.

0 Shkmea =Viewmap =SeniceMappinglLiacyde = Business riticality
olin
() b Yiew map Not Started 4-notitial
) o View map Pending Sign-off 4. not citical
@ CMDR \iew map Pending Questicnnaire 1-mest erical
@ EmployeeServices Vew map Napping In Progress 3 less crtical
@ 00Psed \icw map Retired 3-less critical
(0 Comasts View map Pending Questicnnaire 1-most critical
@ Payrol \iew map Napping In Progress 2-somewhat critical
()  Becolent View map Pending Questicnnaire 4-netcritical
@ Senvice Hialth Reportir Yiew map Pending Questionnaire 2- somewhat critical

Owned by

fred Loy

Timothy o

Timoghy Ly

Questionnaire

Automated SME questionnaire
distribution. Pre-created in-tool
questionnaires to enable your
service and app mapping project.

Attestation

Pre-configured SME validation
and verification workflow for
service mapping projects.

@ Approval - Group

Configuration Management
Team Approval that Data is
Correct Before it Goes to
Business Owner

Approved

o@ Workflow

Approval Workflow w
Escalations

Always

Rejected B

( ﬁ Notification

Notify Configuration
Script Management team of

Recieved Attestation
testtation Data on

Service Always -
Always E

Dashboard

Track and visualize your
organization’s service mapping
progress.
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Reporting

Track and visualize completed
and pending attestation to
accelerate service mapping.
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Implementation Accelerators

ConfigureTek enables turnkey implementations
and instant ROI by providing pre-configured

@figure

Pre-Configured Collateral

accelarator collateral.

AWARD WINNER

Solution Growth Partner

Pre-engagement check list for infrastructure, access, security
Pre-engagement guidelines on architecture, sizing, security
Pre-engagement credential requirements guidelines

Auto discovery best practices guidelines

Pre-configured auto discovery packaged modules

Service Mapping tracker for mass mapping projects

Service Mapping pre-configured questionnaires for SME input
Sample and template project plans for quick enablement
Training courses designed for customers to achieve quick ROI
Pre-configured templates for post-engagement documentation




Service Mapping Lifecycle & Progress Tracking

Pending Questionnaire Mapping in Pending Not

Approved Retired

Questionnaire Received Progress Sign-off Approved

Automatic tasks
automation to progress
through the lifecycle.

Bottleneck Resolution
Automated bottleneck

O Workflow Automation Service Mapping Status by Criticality

—
o

Business Service Count
W

o

resolution and escalation ; S &
& * o
algorithm. &P ‘gq@ &%
g S
o’ 3¢
Sl &
Qé\
Task Assignment
Automatic task assignment
2 1-most critical 2 - somewhat critical B 3-lesscritical I 4 - not critical

to SMEs and App Owners
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Service Mapping Approvals, Bottlenecks, & Escalations

@figure

Attestation Pending Approval More Than 5 Days Old
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Why ConfigureTek

@figure

Sales

RFPs, Sales, Demos, POVs, POCs,
Business cases, Proposals

Administration & Staffing

Administration of ITOM, Staff
Augmentation

o~

&

V-

Implementations

SOWs, Best practices, Accelerators,
Project plans, Architecture, Security

Knowledge & Expertise

Strong team of engineers,
consultants, sales, and marketing
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