Integrating TBM &
ServiceNow CSDM

We will begin shortly!

Matt Temple Michael Enslein
Transformation Excellence Sr. Business Analyst, Tenet
Manager, Accenture Healthcare

ﬂ TBM COUNCIL © 2023 Technology Business Management Council, All rights reserved TBM conference E CMISudeon 1



Are your TBM and CSDM
wandering in the woods apart?

How do you bring them
together?

Well buckle up! We will
navigate you to a path where
they can walk together.

"




ServiceNow'’s

Common Service Data Model (CSDM)

A proprietary standard and shared set
of service-related definitions across
ServiceNow products and platform  ®~
that will enable and support true
service level reporting while
providing prescriptive guidance on

MANAGE TECHNICAL SERVICES

Technology Roquest
Consumer Cotalog tem

service modeling within the CMDB.

The data model isa CMDB

framework across ServiceNow

MANAGE
PORTFOLIO

products and platform that will
enable and support multiple :
configuration strategies. 0 Oiz @

- Lemm, Scott. “CSDM 4.0 Draft White Paper.” ServiceNow, 18 Jan. 2022.
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TBM Standard Model
 emwe

TBM is a value-management
framework instituted by ClOs, CTOs,
and other technology leaders.

Services & Products

Business View

Applications & Infrastructure Assets TBM prOVideS a standard taxonomy
to describe cost sources,
technologies, Technology resources,
and solutions.

Projects / Product Investments

IT View

Towers

The taxonomy provides the ability to
compare technologies, resources, and
solutions to peers and third-party
options.

Cost Pools

Finance View

General Ledger

—  FinOps
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TBM and CSDM
Primary Points of Integration

Consumers

Q=
i

Services & Products
e — . —

Applications & Infrastructure Assets

Bppization
Dwner

Business View

T —

IT View

Finance View

General Ledger / Budget / Forecast
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Taking a closer look...

Applications & Infrastructure

Consumers

Applications & Infrastructure Assets

Projects / Product Investments

Cost Pools

General Ledger

Business View

IT View

Finance View
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Infrastructure & Applications
(CMDB sourced data)

Gonsumers

¥

Solutions
(Services & Products)

f

End User
Devices

Tj

’J T—‘ y—b Databases

Tickets

Logical
Servers

Host
Servers

Physical

Servers

|

Data
Centers
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Projects / Investments —

¥

Resource Towers —

T

Cost Pools

T

General Ledger / Budget / Forecast
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Which Application table?

ServiceNow’s CMDB contains three application record types:

1. Business Application — Gapemiy [ Yt
(cmdb_ci_business_app) Q- optionai
The table contains a logical listing of applications. A single record B terin Sepbeon

represents all software and infrastructure environments configured to

provide business functionality. Business Applications records are not

directly linked to Incidents, Problems, or Changes, and are not version

specific. For this reason, they are considered non-operational records.

Examples of Business Application records are “SAP Concur” and

“Informatica Test Data Management”. P

Business.

Application
Catalog hem Service
2. Application Service vit Conabgrem Conasmor
ser o [= «*J

(cmdb_ci_service_auto)
I‘ — 55 =
(o] o
=3

(hplicotion & Potform]

A logical representation of a deployable Business Application and all

related software and infrastructure assets. Examples of Application Q i —4_ (s

Service records are “SAP Concur — Prod”, “SAP — Concur — Dev”, e —L Sonice Customer
“Informatica TDM — Prod — NA”, “Informatica TDM — Prod — EU”, and - t Fottolo onden
“Informatica TDM — Dev”. @ | 3‘."»..'?“ o] oz, | s 2 |

3. Application
(cmdb_ci_appl)

FOUNDATION

A Configuration Item (Cl) record type representing a deployed instance of - . [ compony_]

an Application Service. The installed bits & bytes. For each deployment of W | m H
the Application Service, a separate Cl record is created and related to the

server or end user device asset that it’s installed on. Q@ @i @y Somcad

-I TBM COUNCIL © 2023 Technology Business Management Council, All rights reserved TBM conference _~ FC“tl’:;udeon 7



Mapping Data Sources

CSDM Object Name
Business Application

Incidents Tickets
Requests Tickets
Change Tickets
Problem Tickets
Tasks

Relationships
Computers

Servers

Databases

Data Centers

Other Infrastructure Cis

Technical Service
Technical Service Offering
Business Service
Business Service Offering

Service Portfolio

0 TBM COUNCIL

ServiceNow Table Name

TBM Alignment

> emdb_ci_business_app ‘ > ‘ Applications

> incident B3l Tickets |

> | sc_request | > ‘ Tickets ‘

> | change_request | > ‘ Tickets ‘

> problem B2 Tickets |

> task_ci B3 Tickets |

> | cmdb_rel_ci | > ‘ SEE COMMENTS ‘

sve_ci_assoc

> | emdb_ci_computer | El ‘ End User Devices ‘

> | cmdb_ci_server | > ‘ Servers ‘
| > ‘ Databases ‘

> cmdb_ci_database
cmdb_ci_db_instance

> cmdb_ci_datacenter -

cmdb_ci_computer_room
cmdb_ci_zone
emdb_ci_rack

Data Centers

2> * - various >

(various)

> ‘ service_offering ‘ >

= | emdb_ci_service_technical | = ‘ Solution Name ‘

> | service_offering | - ‘ Solution Offering ‘

= [ cmdb_ci_service_business | > ‘ Solution Name ‘
‘ Solution Offering ‘
|

> | spm_taxenomy_nade | - | Solution Type & Category

Comments

Logical (normalized) listing of all applications
throughout the enterprise (including Technology).
Combine with other ticket data,

Combine with other ticket data.

Combine with other ticket data.

Combine with other ticket data.

Combine with other ticket data.

Used to identify relationships to other assets, applications,
and solutions. Not used as an object in TBM models.

Any computer not tracked as a server is considered
an end user device.

Additional assets can include network components,
storage, mainframes, and others. Identify and use
tables that meet your needs.

Register standard TBM Solution Names for technical
solutions into this CMDB table.

Filter data rows where [Service Classification]
equals "Technical Service".

Register standard TBM Solution Names for
business solutions into this CMDB table.
Filter data rows where [Service Classification]
equals "Business Service".

Register standard TBM Solution Category & Type
into this CMDB table

Locate the CSDM object to
include in your TBM model.

|dentify the ServiceNow table
name.

Load and process the data
into your TBM model.
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0 TBM COUNCIL

v

Business Capability
cmdb_ci_business_capability
“Manage expense reimbursement”

"why"

Service Portfolio
spm_taxonomy_node

Solution Type (Tier 1) = Shared Services
Solution Category (Tier 2) = Finance Services

4

Business Service
cmdb_ci_service_business
"Accounts Payables &
Expense Reimbursement”

A

Business Service Offering
service_offering
“Concur”

h

Business Application
cmdb_ci_business_app
"SAP Concur”

|:| Used by TEM
|:| Mot used by TEM
|:| Other

h

l

Application Service

rFy

Process

“how"

"what"

cmdb_ci_service_auto
"SAFP Concur - Prod”

Application Service
cmdb_ci_service_auto
"SAFP Concur - Dev”

l

Application
cmdb_ci_appl
"SAF Concur - Prod 17

Application
cmdb_ci_appl
"SAF Concur - Prod 27

Server
cmdb_ci_server
"Server123-NA-US-West”

Server

cmdb_ci_server
"Serverd56-NA-US-East”
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Continued Guidance

TBM Solutions Taxonomy
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The TBM Solution Taxonomy

SOLUTIONS ﬂ TBM COUNCIL

Standards Committee
m

Workplace Business Shared & Corporate

Communication &

Collaboration Product Management Sales & Marketing Finance Workforce

Client Computing

Health, Safety, Security &

Connectivity Manufacturing & Delivery Customer Service Vendor & Procurement :
Environmental

Or Risk, Audit & Compliance Legal

Industry specific solutions to win, serve - Corporate
and retain customers Property & Facility cnmm:’nications

Delivery Platform Infrastructure

Strategy & Planning Development Application Data Center Network

Support Operations Compute Storage

Security & Compliance
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TBM Solutions Taxonomy

Alignment with

Delivery

Strategy & Planning Development

Support Operations

Security & Compliance

Platform
Application Data
Infrastructure
Data Center Network
Compute Storage

CSDM

S Enterprise
e
Bucinoss. Information. Jrm—
sppicarion Cuwrer

/ seLL/coNsUME

i

v Cotoiog hem Consumar
Tochowal | o [ Techoica

Secice | 7| Semice Offering

. Tochnology.
Conaumer

. Appication Sennce
s

. Technology Serice Toc | | Tectrical
Owner s Service Offerig

setrosrazasel T T

i i
Technology Service Tochnical
Cwner Serace.

Joof ezt |

Dsiar -

Technical
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Workplace

Communication &

Client Computing Collaboration

Connectivity

Business

Product Management Sales & Marketing

Manufacturing & Delivery Custemer Service
or

Industry specific solutions to win, serve
and retain customers

Shared & Corporate

Finance ‘Workforce

Vandor& Health, Safety, Security &

Risk, Audit & Compliance Legal

Corporate

Property & Facility Communications

TBM conference 7 oy
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Example Roll-up
Business Service Offerings

Business Service Offering
[service_offering] table

Offering Name

Standard Desktop

Business Service
[cmdb_ci_service] table

Standard Laptop Computer

Ultra-Portable Laptop Mobile |
iPhone 14 Pro Max Bring Your Own Device

iPhone 14 Pro Virtual Client
iPhone 14 Plus

Personal Computer

=)

TBM Solution Taxonomy:

L

Category = Client Computin
Personal Smartphone gory puting

Virtual Desktop
Virtual Workspace

Type = Workplace

T remcounciL ¢ 2023 Technology Business Management Council, All rights reserved
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Example Roll-up
Technical Service Offerings

Technical Service Offering
[service_offering] table

Offering Name

Central Help Desk
Deskside Support

Technical Service

[cmdb_ci_service_technical] table*

Service Name

Tech Bar Support Service Desk

IT Knowledge Management Application Support
IT Training

Central Print

»

Request Fulfillment

L

Tier 2 App Support

Tier 3 App Support

Business App Training

Bill/Invoice Printing

* Available as of the Tokyo (2022) release. If on earlier TBM Solution Taxonomy;
version, use the “cmdb_ci_service” table with appropriate

filter to differentiate from Business Solutions.

Category = Support

Publications Type = Delivery Solutions

Automated Post Processing

Y rgm couNCIL  © 2023 Technology Business Management Council, All rights reserved TBM conference @ EigudyCon 14



Expand Beyond the Standard Taxonomy

OPTION #1

Incorporate one of the TBM Taxonomy Extensions. As of

this document’s publish date the following extensions are

available for download from the TBM Council SOLUTIONS B rem councit
(www.tbmcouncil.org/learn-tbm/tbm-taxonomy): ‘

a.  State Government
Workplace Business Shared & Corporate
b.  Insurance Communication &
. Client Computing °g“,'|'l‘_“;;::":: Product Management Sales & Marketing Finance Workforce

C. B an kl n g Connectivity Manufacturing & Delivery Customer Service Vendor & Procurement ""'"E"n 3:'::"’"3:::'"" &

d.  Healthcare - Risk,Audi & Complisnce e

e.  Manufacturing v e Property & Faclty Commeniations
OPTION #2 Delivery Platform Infrastructure
Create new elements to reflect your Organization’s Stratagy & Planning Developaishy Application Data Center Network
unique solutions. p— pe—

Compute Storage

Security & Compliance

It’s unlikely you would create a new Solution Type, so the
best place to start is to classify your Offering. In most
cases, your Offering would be best placed somewhere
within the “Business” Solution Type, but your
organization must decide the best fit.

.1 TBM COUNCIL © 2023 Technology Business Management Council, All rights reserved TBM conference _~ EizudyCon 15



Standard vs Expanded Solution Taxonomy

Standard

Hierarchy Example
1. Type » Platform
2. Category Standardized TBM Taxonomy » Data
3. Name > Database

> Oracle DBMS
> Microsoft SQL
» MongoDB, Hadoop
» Amazon DynamoDB

4. Offering }- Organization-specific offerings

Industry/Organization Specific

Hierarchy

1. Type

2. Category

4, Offering

Example
> Business
Standardized TBM Taxonomy > Litigation & Dispute Resolution
> Mediation
> orgizstionspeciicofferings + Judicial Abitration

» Contractual Arbitration

0 TBM COUNCIL
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Other Considerations

ServiceNow’s Service Portfolio

ﬂ TBM COUNCIL © 2023 Technology Business Management Council, All rights reserved TBM conference E C%deon 17



The Service Portfolio

Enterprise
Architect

@

Application
Owner

Technology

Cansumer

Application Senice
Guwiner

{application & Platform] Busi
Relotionship
Technology Semvice Manog
Ouner
Ietrastructure)
Custamer
Service
Technology Service Technical Technical Dynamic Marage:
Ouner Seniice Service Offering ClGroup.
(Delivery)

FOUNDATION

=) v |
Process Contract Product Dota
Owner Manager Owner Steward
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Enterprise portfolios

Portfolio

Solutions Portfolio

Q Search in portfolios

I v Solutions Portfolio
Vv Infrastructure
> Data Center
> Network
B Compute
Mainframe
Compute on Demand
Virtual Compute & Containers
Physical Compute
v Storage
Distributed Storage (CON)
Networked Storage
Backup & Archive
File & Object Storage
v Workplace
> Connectivity
> Client Computing

> Communication & Collaboration

v

Delivery

Business

v

Shared & Corporate
> Platform

TBM Conference

% CloudyCon 18



Create the Service

Portfolio & Structure

] =

Service Portfolio
New record View: Service Portfolio

« Name | Solutions Portfolio

Short description

Description

Market scope

Create the portfolio.

(.| = Taxonomy Layer Definition
New record View: Service Portfolio

Create the “Solution

@ Layer ordering will be locked when 2 node is created for any layer in this portfolio

Type” layer.

‘ Create the “Solution

Category” layer.

Portf]
# Name | Solution Type I
+ Service portiolio | Solutions Portfolio order | 100 |
Short description
Submi ‘
Taxonomy Layer Definition
~ Newrecord View: Service Portfolio
3 Order 200 ‘

(@ Layer ordering will be locked when a node is created for any layer in this portfolio
* Name | Solution Category
* Service portfolio | Solutions Portfolio
Short description

0 TBM COUNCIL
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Populate the Service Portfolio

New record View: Service Portfolio Ad d n Od eS fo r ea C h

# Name | Shared Services
L]
Shortdescrigtion | Solutions to enable internally focused corporate services which automate and support the organization's internal operations S O | u t I O n I y p e
L]

Description | Shared & Corporate solutions are delivered to enable internally focused corporate services which automate and support the organization’s internal
operations. These are often referred to as business support or shared services which enable the core operating capabilities of an enterprise or organization
(e.g. Finance, Human Resources, Legal, etc)

¥ Service portfolio | Solutions Portfalio D Owned by ‘ Y
« Taxonomylaver | Solution Type Q Valid from ‘ B | a dd nodes for each
Parent Q Validto ‘ — ‘

] Solution Category.

Taxonomy Node
Newrecord View: Service Portfolio

# Name | Finance Services

Shortdescription | Enable the financial management of the enterprise

Description

¢ Service portfolio | Solutions Portfolio D Owned by | al
« Taxonomy lzyer | Solution Category 2 Valid from | &
parent | Shared Services Q Vvalid to | i
[ submit |

— FinOps
T rBm counciL TBM Conference 7 CloudyCon



Connect Solution Category Nodes
to Service Records

0 TBM COUNCIL

Edit the Solution
Category node and
click “New” from the
Service tab.

Create the Service
record using the
Solution Name of
your TBM Solutions
Taxonomy.

TBM conference @ Ei:;udyCon



Solutions Portfolio with
Roll-up of “Concur” Offering

Solutions

Portfolio Layer Level 1
Name = "Solution Type”
Order =100

Portfolio Layer Level 2
Name = "Solution Category™
Order = 200

Service

Service Offering

0 TBM COUNCIL

Portfolio

i

i

'

i

v

v

CMDB table name:
service_portfolio

CMDB table name:

s ™y '
‘Workplace Business Shared & Corporate Delivery Platiorm Infrastructure
\. A A A A A
Jv ¥ Jv J'

s ™y s ™y ' ™y

Health, Safety,
Finance Workforce Pl}:n?:z?::nint Security &

Environmental

\. A A A A A

i v v v v v
' ™ ' Y ' ™y
Accounts Payables & .
Expense Revenue Accounting Accounts Receivable GenerSIeAEiﬁrL:ntlng & Project Accounting _..other
Reimbursement P 9
\. v \. A A A

Concur

cmdb_ci_service_business

CMDE table name:
service_offering

TBM conference <) EigudyCon



CSDM 5 Preview

rNow Data Model (draft 3)

BUILD

Domain

B roraoten

. o
B voroge Technicar Sareces
B 5ot / Conmume

‘Y«hnoton
Consumer

MANAGE
TECHNICAL SERVICES

Technology
Service Owner ‘

Hatdware)

Technology
Service Owner
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Enterprise l

Architect

Application
Owner

Business
Relationship
Manager
Customer
Service

Manager
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& A

TBM-CSDM Integration Guide available at:
https://community.tbmcouncil.org/viewdocument/tbm-integration-with-servicenow-csd
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What s a
Solution?

A Solution is a generic reference to a
Service or a Product.

Service is the means of delivering value
to customers by facilitating outcomes
customers want to achieve without
ownership of specific costs and risks
nor awareness of underlying resources
and processes needed. Services can
comprise of none, one, or many
Applications and/or other Services.

Product is alternative label used for a
Service. Typically, Product is used
exclusively by Agile teams and IT
organizations organized as a DevOps
practice. A Product is not equivalent to
an Application nor Application Family.
See Service for further information.

TBM conference @ Ei:;udyCon



|dentifiable software or tightly
coupled software components
providing functions required by a
Solution (eg Service, Product).

An Application may be part of one or
more Solutions.

What is an

1 1 ? An Application is ran or hosted on
Appllcatlon * one or more Servers or Clients.

NOTE: This definition includes PaaS
and SaaS. An Application is not
equivalent to a Solution, but can be a
component of a Solution of the same
name.

— FinOps
CCCCCCCCCC TBM conference % CloudyCon



Additional TBM Data and CMDRB Sources

| alm_asset | | Fixed Assets ‘ Recommend obtaining from Financial system and augment with ServiceNow data.
| cmn_location | | Locations ‘
| cmn_costcenter | | Cost Centers ‘ Recommend obtaining from Financial system and augment with ServiceNow data.
| cmn_department | | Departments ‘ Recommend obtaining from Financial system and augment with ServiceNow data.
| cmdb_ci_netgear | | Network ‘
cmdb_ci_storage_device Storage
cmdb_ci_storage volume
cmdb_ci_msd
cdb_ci_storage server
cmdb_ci_mainframe Mainframe
cmdb_ci_mainframe_lpar
svc_cl_assoc | | Additional Relationships Usually not needed.
cmdb_ci_app Middleware
cmdb_ci_app_server

— FinOps
T rBm counciL TBM Conference 7 CloudyCon



Solutions Portfolio
Sample “Workplace” Solutions Type Roll-up

Solutions

Partfolio

v v v v v v

s ™ s ™ s ™
Porifolio Layer Level 1
Name = "Solution Type" ‘Workplace Business Shared & Corporate Delivery Platiorm Infrastructure
Order =100
A A A A A A
'd ¥ N 'a ¢ B ‘s ¢ B
Portfolio Layer Level 2 e
Name = "Solution Category™ Client Computing CG&T::;;:RSE & Connectivity
Order = 200 CMDE table name:
= > = ~ = ~ service_portfolio
- X ™ ' 'L ™y s ¢ ™ 4 N
service Computer Mobile Bring Your Virtual Client
Eh Bt CMDE table name:
., A = = ; .
= > 2 > = > cmdb_ci_service_business
g ¥ N s ¢ ™ s ¢ ™\ g ¢ ™\ ¢
Service Offering Standard Deskiop \.ﬂ?:r‘i(ilgiizrn Standard Laptop Ultra-portable laptop Kiosk
L ) L ) L ) N ) CMDB table name:

service_offering

— FinOps
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Solutions Portfolio
Sample “Business” Solutions Type Roll-up

Solutions

Paortfolio

v v v v v v

s ™y s ™y s ™y g ™y
Portfolio Layer Level 1
Name = "Solution Type" ‘Workplace Business Shared & Corporate Delivery Platform Infrastructure
Order = 100
A vy A A A A S A
¥ k4 '1' '1'
s Y s Y s Y ' Y
Portfolio Layer Level 2 . .
Name = "Solution Category™ Customer Service ManE:ic‘:lE:Ir_;ng & Sales & Marketing M:\:]gdeuriten t
Order = 200 CMDB table name:
= ~ = ~ = - = ~ service_portfolio
v '1'
s ™y i ™y
Service Order Management Customer Care
CMDB table name:
= gl = gl cmdb_ci_service_business
v v v v v
Service Offering M%'E;?:;g?e' Knowledge Customer Service Field Service Customer Service
- Management Norkforce Automation Analytics

Communication CMDB table name:

service_offering

— FinOps
T rBm counciL TBM Conference 7 CloudyCon
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