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 Is it really magic?

 Process is key

 Why is it so hard to get buy in?

 Should everyone automate any way?

 Our story…
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Why Service Automation



Change our mind.
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Then

 Highly engineered 
environment

 Each area has their own 
tool

 1200 simple and 
complex deployments a 
month

 Each application deploys 
into production in their 
own way

 How to control 
deployment access to 
production

 Dedicated deployers for 
Data Privacy
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You can get there from here

Now

 Single process for all 
provisioning

 Fully automated end to 
end deployment of a 
change

 Centralized engine to 
deploy in all environments

 Production access to 
deployers only for manual 
tasks

 Deployments can be done 
from anywhere, monitored 
offshore

Automation

Process 
implementation



Provisioning Onboarding

Provisioning Execution

Request for Onboarding of PO*
(update/new Provisioning Offering)

Provisioning 
Offering list

Request for Execution 
of PO*
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Provisioning 
Process, People, Tool

Processes People Tools

L1: Deployment 
Services: 17x7
- Execution, Monitoring of 
Requests

L2: OCC 24 x 7

Provisioning 
Services
- Engineering
- Request Integration
- Workflow Development 

SNOW, 
TPM, 
SCMP,
SCM Host  
SPORT, 
UCMD, 
TWS,
Opsware
SCCM
Manual
…
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Provisioning Onboarding

Provisioning Execution

Request for Onboarding of PO*
(update/new Provisioning Offering)

Provisioning 
Offering list

Request for Execution 
of PO*
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Provisioning 
Process, Tool

Processes Tools

SNOW, 
TPM, 
SCMP,
SCM Host  
SPORT, 
UCMD, 
TWS,
Opsware
SCCM
Manual
…
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Provisioning Onboarding

Provisioning Execution

Request for Onboarding of PO*
(update/new Provisioning Offering)

Provisioning 
Offering list

Request for Execution 
of PO*
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Provisioning 
Process

Processes
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DMRMCM
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Provisioning Processes

Provisioning Onboarding

Provisioning Execution

Request for Onboarding of PO*
(update/new Provisioning 
Offering)

Provisioning 
Offering list

Request for 
Execution of PO*

PO: Provisioning Offering

Service Now 
Process tool

TPM Provisioning tool
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How do we automate

 Focus on process, not on the tools

 Show people the big picture

 Create a single process to cover all provisioning types

Process implementation
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How do we create a new Provisioning

Provisioning Onboarding

Provisioning Execution

Request for Onboarding of 
PO*
(update/new Provisioning 
Offering)

Provisioning 
Offering list

Request 
for 
Execution 
of PO*

 Solution Quality Assurance

– A new Type of Deployment 

 Operation Readiness 

– Run book  Automation

 Deployment Services

– A repetitive manual Task

 Application/Product Managers

– Application/Product to automate  

– Infrastructure Automation 

 Senior Management 

– Drive automation

 Automation Projects



Change our organization
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Provisioning Onboarding

Provisioning Execution

Request for Onboarding of PO*
(update/new Provisioning Offering)

Provisioning 
Offering list

Request for Execution 
of PO*

12

Provisioning 
Process, People, Tool

Processes ToolsPeople

L1: Deployment 
Services: 17x7
- Execution, Monitoring of 
Requests

L2: OCC 24 x 7

Provisioning 
Services
- Engineering
- Request Integration
- Workflow Development 

SNOW, 
TPM, 
SCMP,
SCM Host  
SPORT, 
UCMD, 
TWS,
Opsware
SCCM
Manual
…
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Provisioning
People, Tool

ToolsPeople

L1: Deployment 
Services: 17x7
- Execution, Monitoring of 
Requests

L2: OCC 24 x 7

Provisioning 
Services
- Engineering
- Request Integration
- Workflow Development 

SNOW, 
TPM, 
SCMP,
SCM Host  
SPORT, 
UCMD, 
TWS,
Opsware
SCCM
Manual
…
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Provisioning
People

People

L1: Deployment 
Services: 17x7
- Execution, Monitoring of 
Requests

L2: OCC 24 x 7

Provisioning 
Services
- Engineering
- Request Integration
- Workflow Development 

Deployment Service

 Create a Level 1 
organization to centralize 
deployments

 Availability

 Scalability

 Monitoring off hours

 Does not have access to 
production – only to 
trigger and to monitor

Provisioning Service

 Create a Level 2 
organization to focus on 
automation

 Skill set

 Process and workflow 
focus

 Build knowledge

 Create documentation



Change how we work
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Provisioning Onboarding

Provisioning Execution

Request for Onboarding of PO*
(update/new Provisioning Offering)

Provisioning 
Offering list

Request for Execution 
of PO*
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Provisioning 
Process, People, Tool

Processes ToolsPeople

L1: Deployment 
Services: 17x7
- Execution, Monitoring of 
Requests

L2: OCC 24 x 7

Provisioning 
Services
- Engineering
- Request Integration
- Workflow Development 

SNOW, 
TPM, 
SCMP,
SCM Host  
SPORT, 
UCMD, 
TWS,
Opsware
SCCM
Manual
…
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Provisioning 
People, Tool

ToolsPeople

L1: Deployment 
Services: 17x7
- Execution, Monitoring of 
Requests

L2: OCC 24 x 7

Provisioning 
Services
- Engineering
- Request Integration
- Workflow Development 

SNOW, 
TPM, 
SCMP,
SCM Host  
SPORT, 
UCMD, 
TWS,
Opsware
SCCM
Manual
…
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Provisioning
Tool

Tools

SCMP,
SCM Host  
SPORT, 
UCMD, 
TWS,
Opsware
SCCM
Manual
…

The TPM 
"Bus"

Physical 
provisioning

Service Now
Logical 
Change 

Management

logical to 
physical



 Allow people to keep their tools

 Use the engine that works best

 Use Tivoli Provisioning Manager to:

– provision directly

– trigger other tools to provision

– trigger manual deployments
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Jump on the "Bus"



How we used to Provision

Change

RfC

CM

Release

+

Environment 

RfD

RM DM

Application 

Infrastructure

Change Release Dependency

Target system

Java/J2EE

Power Centre

Business 

Objects

DDL

DML

Unix

OS (Unix / MS)

Execution 

Tools & Way

SCM

Semi aut. 

Manual

Semi aut. 

Man. Trig

Man. Trig 

Man

Opsware /SMS

OS (Unix / MS) TWS

RolloutTechnologies

Network Opsware

`
Deployer

`
Deployer

`
Deployer

Opsware/
SCCM



Provisioning  Challenges

Challenge 1:
Loose coupling between 
RfD and actual deployment

Challenge 3:
Manual triggering of 
Deployments

Challenge 2:
Dependency and Impact 
Analysis

Challenge 4:
Multiple manual 
deployments



E2E Concept

Manual 
Isolated tasks

Automated
Integrated
deployment

E2E Integrated 
Deployment 

Loosely Coupled 
Description1

2

Target: E2E integrated automated Deployments



Service Now for logical change 

E2E Application Deployment 

Release 

RfC

CM

Release

+

Environment 

RfD

RM DM

Application 

Infrastructure

Change Release Dependency

Target system

Java/J2EE

Power Centre

DDL

DML

Unix

OS (Unix / MS)

Execution 

Tools & Way

SCM

Semi aut. 

Manual

Aut. Trig

Aut. Trig 

Auto.

Opsware /SMS

OS (Unix / MS) TWS

RolloutTechnologies

Network Opsware

Start

65% 
automation of 
Deployments 
from change

Click

TPM
Physical 

Provisioning
Bus 



Challenges we face
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 Automation is a Buzz word

 Everything is "already" automated

 Everyone is automating

 Tools

 Integration

 SaaS solutions
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Challenges



Where we want to go
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The Future…

 Integrate our processes to fully automate

 A view into up to date configuration

 Non-incident events trigger automation

 The Cloud…



The Future…
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 Service automation – Incidents to deployment is automate

 Service request to deployment is automated

 Non Incident events trigger run books

Incident Problem Change Deploy

Service 
Request

Change Deploy

Automated 
update of

CMDB

Events
Runbook
workflow

Up to date 
information



Thank you



Legal notice

©2011 Swiss Re. All rights reserved. You are not permitted to create any 
modifications or derivatives of this presentation or to use it for commercial 
or other public purposes without the prior written permission of Swiss Re.

Although all the information used was taken from reliable sources, Swiss Re 
does not accept any responsibility for the accuracy or comprehensiveness of 
the details given. All liability for the accuracy and completeness thereof or 
for any damage resulting from the use of the information contained in this 
presentation is expressly excluded. Under no circumstances shall Swiss Re 
or its Group companies be liable for any financial and/or consequential loss 
relating to this presentation.
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