Storage – Operational process:

Operational part of the midrange storage can be broadly divided into 

    
Vendor co-ordination. 



Procedure for disk request.


Procedure for LUN reassignment/de-allocation.



Procedure for Port Request.



Change Management.

            Problem management.  

    
Meeting schedules.


Appendix – A.

1. Vendor co-ordination

Vendor co-ordination is an important part of the operation as we are the only point of contact to the customer (SP’s or Platform requests) and the vendors. Our vendors are EMC, STK, FUJITSU and HITACHI. FUJITSU will do the fibre channel cabling, FC9000, HDS and STK configurations. EMC will carryout all the activity on EMC Clariions, DMX and Symmetrix range of products.


Please refer to appendix B for the contact information

2. Procedure for Disk Request

For any platform, if they have to request a disk they have to go through some of the processes. Actual disk request cycle is as shown below.

System Programmer (SP) needs to determine how much disk space is required and check whether there is any NSR (cost center) to support the request. For non-NSR request, the platform leader has to approve such request and Storage Administrator (SA) will deduct temporary from the BAU growth requirement.

The latest disk request submission will be on Tuesday before 12:01pm. Any request submitted   after this time frame will be done on the next following 

Sunday, unless it’s approved by the Platform leader and Storage leader.

SP has to fill up the following DR form and send it through email to the SA. SA has to provide the SP or platform team with the disk request template.

Upon receiving the DR form, SA will verify (amount of disk request has to be within the DSSD allocation in NSR) all the information and fill-up the request number and copy the file to the network drive with the corresponding DR form sequence and update the master disk request form (path - G:\ESM\Enterprise Storage\Storage - Midrange\EMC and HDS Disk Request). SA will also check the connectivity between server, switch, and storage and whether existing zoning in place. For any clarifications, SA will contact SP for further information.

SA will consolidate all the disk requests for that week and raise a change management request. (Please take note that the change raise by the SA will only cover the storage and switch. For the disk configuration or application setup on the server side, SP/Application has to raise a separate change)

SA will submit the DR form to the vendor as a weekend activity. SA has to send all the information regarding the changes that are to be made that weekend.

SA will send a confirmation email on the next Monday for the activity completion. If the activity fails that week, SA has to discuss with SP to find the root cause.

3. Procedure for LUN reassignment/de-allocation.

3.1.  LUN reassignment driven by SP:

System Programmer (SP) needs to fill up the LUN reassignment form. SP can obtain a sample template from SA.

Upon receiving the form, SA will verify all the information and fill-up the request number and copy the file to the network drive.

SA will check the connectivity between server, switch, and storage and whether existing zoning is in place. If there is some information needs to be clarified, SA will contact SP for further information.

3.2. LUN reassignment driven by SA:

SA has to check all the temp disk allocation to all the system from master disk file.

SA has to drive and Co-ordinate with respective platform members to necessarily prepare for LUN reassignment/de-allocation.


The latest request submission will be on Tuesday before 12:01pm. Any request submitted after this time frame will be done on the next following Sunday, unless it’s approved by the Platform leader and Storage leader.

SA will consolidate all the requests for that week and raise a change management request. Kindly note that the changes raised by the SA will only cover the storage and switch. For the disk configuration or application setup on the server side, SP/Application has to raise a separate change. So keep the platform guys in loop to complete the activity.

SA will submit the form to the vendor as a weekend activity providing all the necessary information. 

SA will send a confirmation email on the next Monday for the activity completion. SP will have to revert back within 1 week if they cannot detect the disks.

4. Procedure for Port Request

System Programmer (SP) needs to determine how much switch port is required and check whether there is any NSR to support the request. For non-NSR request, the platform leader has to approve such request. Every 60GB disk is eligible to have 1 new port, for new server only.

SP has to fill up the Port Request (PR) form and send it through email to the SA. SP can obtain a sample of PR form from SA.

Upon receiving the PR form, SA will verify all the information and fill-up the request number and copy the file to the network drive with the corresponding PR form sequence and update the master disk request form. SA will also check the connectivity between server, switch, and storage and whether existing zoning in place. For any clarification SA has to contact SP before finalizing the change.

The latest Port request submission will be on Tuesday before 12:01pm. Any request submitted after this time frame will be done on the next following Sunday, unless it’s approved by the Platform leader and Storage leader.

SA will consolidate all the port requests for that week and raise a change management request. Please note that the change raise by the SA will only cover the storage and switch. For the disk/volume configuration or application setup on the server side, SP/Application has to raise a separate change.

SA will submit the PR form to the vendor as a weekend activity providing all the required information.

On the day of the activity, SA will do the coordination between the Vendors and platform team. 

a. FC cable has to be laid before hand.

b. WWN of the server HBA has to be provided before the activity or during the activity if not possible, and servers HBA has to be installed by this time.

c. SP to coordinate the server vendor to connect the cable to the server side and inform SA to give a go-ahead to the Switch Vendor. SA to coordinate the Storage vendor for the same if new Storage connectivity is required.

d. Depending on the platform, the SP may require rebooting the server if the server is not shutdown yet.

e. Switch Vendor will do the necessary zoning and inform the SA once completed.

f. SA will inform SP to verify the connectivity.

g. Troubleshoot any problem raised and complete the task.

SA will send a confirmation email on the next Monday for the activity completion. 

5. Change management Process.

Change implementation process has to be followed whenever we need to carryout any changes in the hardware or software changes to the existing configuration. This also helps keep track of the modifications that are being done to the existing setup by keeping all the changes in a centralized database.

Advantages: 

1. Creates centralized database.

2. Provides electronic approvals.

3. Facilities common reporting platform.

4. Provide auto feed to Global change calendar.

5. Change management communicates changes for all the parties like network, application, systems, hardware and facilities.

6. Documents normal as well as emergency changes.

5.1 Change management – Process Flow.

5.1.1. Requester activities can be broadly listed as follows.

SA has to create a change record for every HDW/Software configuration changes. Every change has to be reviewed by manager and has to approve the change.  Once the approved we have to pass on the message to respective hardware vendor.

Creates Change Record




Approved Request or Documented Problem




Documents Change Description




Coordinates all Tasks




Includes Appropriate Approver Classes




Requesting Management 




Impacted areas




Change Control




Notifies Change Analyst when record is ready 

          5.1.2. Change Control team activities are as follows.




Reviews Change Documentation




Reviews for Collision or Conflict




Locks Change and all Activities for Change Control




Approves or Rejects Change record




If rejects, creates Issue record

           5.1.3. Approver




Reviews Change Documentation




Approves or Rejects Change record




If rejects, creates Issue record

5.2. References:


To get more information regarding change management please login 


to global infoman.


http://ccqa.del2.us-de.xxxxcorp.com:8002/

and for complete reference regarding change please refer the following link.


http://ccqa.del2.us-de.xxxxcorp.com:8002/data/change-process.ppt
 6. GPMS – Problem management.
 
A Problem ticket is a record in Global Infoman created to document the occurrence of a customer or user impact/outage. This record is used to track and report on Problems that occur within the Xxxxgroup Information Services environment.

7.  Meeting schedules and day-to-day activities:
These are the few day-to-day activities associated with the change process.

1. As per the process there will be no datacenter activities during the month end. Every last Sunday of every month is called freeze.

2. For any changes, which involve an outage, has to be submitted to change team two weeks in advance.

3. For non-outage changes we need to submit the change by Tuesday by 4pm. 

4. Need to attend the change meeting regarding all the changes that are scheduled for that week. We need to submit our changes and justify the need for it.

5. We need to arrange a meeting between vendors if the change is complex and involves multiple vendors.

6. Try to get all the changes finalized by Thursday evening.

7. Once the change is finalized send the required documents to the target vendors so that they can complete that activity that weekend.

TRAM REVIEW ( Technology Risk Assessment Matrices)

Current Process

To ensure all areas are performing activities in compliance with the CITMP and other Technology related policies (such as Web Site Standards, Technology Vendor Selection and Management Standards, Information Security Standards).  

1.1 The tram document template are available at the following URL

http://www.xxxxgroup.net/ti/citmp/tech_trams.htm
1.2 The following TRAM documents needs to be provided by the Midrange Technical services Unit

· ??? 

1.3 The system administrator will review and update the TRAM document for all the Production and UAT servers. The evidences are attached to the TRAM document and send to the compliance unit. Any exceptions should be highlighted to the Unit/Group Head. Any security issues should be highlighted to the Compliance Unit.

1.4 The TRAM document should be submitted on a yearly basis.

SLA

The Technical support staff should prepare the TRAM document. The document needs to be updated on yearly basis. The TRAM review needs to be carried out for all Production & UAT servers.

The TRAM document should be submitted on a yearly basis.

Maintenance of Disk Usage Inventory Document 

The storage administrator has to update the disk inventory based on Disk request form that has been completed. 

The following is the step to maintain the disk usage inventory document

1. The administrator will review the disk request form (DRxxxx.xls & CCRFxxx.xls) and update the Master disk request.xls & Clariion Master disk request.xls, respectively for every new disk request to get the summary of disk allocation request. The location of the files are in 
data_grp on 'Apacxxxxsgfs02'/ESM/Enterprise Storage/Storage – Midrange/EMC and 

HDS Disk Request for Symmetrix and HDS Storage
data_grp on 'Apacxxxxsgfs02'/ESM/Enterprise Storage/Storage – Midrange/Clariion

 Disk Request for CLARiiON Storage
2. After the Master disk request has been updated, administrator needs to update the Open System Disk Growth – mmmyy.xls file, under the Free Space spread sheet.
The location of the file is in 
data_grp on 'Apacxxxxsgfs02'/ESM/Enterprise Storage/Storage – Midrange/Disk 

Growth Report
3. Create another copy of the file stated in step 2 and rename it to the recent month.

4. Transfer all data from the “Disk usage on mmm 2003” column to “Usage after July 1, 2002 Audit” column under the Free Space spread sheet.

5. After transferring all the data, clear the “Disk usage on mmm 2003” column, change the mmm to the recent month and update the information from both Master disk request forms mentioned in step 1 for the disk allocation. The information is filled based on the platform and Storage box.

SLA

The maintenance of disk usage inventory document needs to be updated once every two weeks.

Generate Monthly Disk Usage Status Reports for Management 

The storage administrator has to update disk_status_mgt_rpt.xls file for the monthly disk usage report for the management.

The following is the step to generate the monthly disk usage status report

1. To be able to update the disk status management report, the administrator needs to update the file mentioned in step 2 in the above activity. Under the “By Box” spread sheet of Open System Disk Growth – mmmyy.xls, update the Production, COB, and RND/UAT for the respective month. The instruction is listed in the related file.
2. Open the management disk usage report file disk_status_mgt_rpt.xls located in data_grp on 'Apacxxxxsgfs02'/Netware Share Data/SYSTEM_PROGRAMMERS/ Stgadmin/disk storage usage/ad-hoc reports 
3. Update the Open system DASD information for Production, COB, and RND/UAT under “table” spread sheet based on the number generated in step 1.

4. Provide the summary of each request for that month that can be viewed from the Master disk request file.

5. Reviewed the number whether the increment of the disk usage is consistent.

6. Finally, update the total number of DASD inside the table at the top portion of “Data” spread sheet

SLA

The monthly disk usage report for management document needs to be updated once a month at the beginning of each month.

Generate Monthly  Disk Usage Reports for Charge Back
The storage administrator has to update Storage DASD report for charge back - yymmm.xls file for the monthly disk usage report for the management.

The following is the step to generate the monthly disk usage status report

1. Copy the latest file and rename it to month that you’re updating. The file name is located in data_grp on 'Apacxxxxsgfs02'/ESM/Enterprise Storage/Storage – Midrange
/Disk Growth Report/Charge Back report
2. Update the Open system DASD information for Production, COB, and RND/UAT based on Platform and Storage box type. Please refer to the “Disk usage on mmm 2003” column under “Free Space” spread sheet in Open System Disk Growth – mmmyy.xls file. To find out which box is categorized Symmetrix, HDS, and CLARiiON, please refer to the remark column in the same spreadsheet.
3. Reviewed the number whether the increment of the disk usage is consistent with the actual disk allocation

SLA

The monthly disk usage report for management document needs to be updated once a month at the beginning of each month.

 Maintenance of  Fiber port utilization document

The storage administrator has to update the port inventory based on Port request form that has been completed. 

The following is the step to maintain the disk usage inventory document

1. The administrator will review the Connectrix port request form (CPRxxxx.xls) and update the Connectrix Master disk request.xls for every new port request to get the summary of port allocation request. The location of the files is in 
data_grp on 'Apacxxxxsgfs02'/ESM/Enterprise Storage/Storage – Midrange/Connectrix 

Port Request.

SLA

The maintenance of disk usage inventory document needs to be updated once every two weeks.

 Performance analysis of Disk Storage

The storage administrator has to provide the performance analysis of the disk storage and inform the management if utilization is above 70%.

· The storage administrator needs to arrange with vendors to have data from hardware downloaded.

· Use the respective Vendor tools (Graph Tool software for HDS) to analyze the collected performance data to generate the performance reports for further actions  to address the performance problem if reported any.

· Review and provide analysis summary every month in order to understand the resource utilization and for Load balancing and performance enhancement.

The detail step by step procedure can be seen in Appendix D at the end of document.

SLA

The performance analysis of disk hardware document needs to be produced once a month.

Create weekly Infoman records and RAM for all changes for Disk and Port requests  

The storage administrator has to create infoman and RAM records every time there is a request from the users The flow is as follows:

1. The infoman Record to be raised with the required changes on or before 4 pm every Tuesday

2. The Infoman Record for Non-outage changes will cover the current weekend changes to the Storage Subsystems 

3. The Infoman Record for Outage changes to be scheduled and raised two weeks in advance.

4. All the Parent Records should have RAM form (Risk Assessment Matrix Form) supporting the corresponding changes

5. All the Records will be reviewed on Every Wednesday by change review team with the acceptance from operations team and other teams involved in the corresponding change, any concerns from any team leads the change team to reject the change

6. Any change/update in the change to be completed on or before 3 pm every Wednesday

7. All the Finalized records should be approved by the reporting manager of the requester on or before every Thursday 9 am

8. Change team will approve the record by 6 PM every Thursday

9. URL to raise the Infoman record is  as follows: http://ccqa.del2.us-de.xxxxcorp.com:8002/
10. URL to upload the RAM form to the web is : http://appcweb.xxxxcorp.com:8800/cgti-aspac/appc-units/change/uploadram.asp
SLA

The infoman and RAM records needs to be created every Tuesday before 16:00pm
 Update Weekly CCB on the change status.

The storage administrator has to update the weekly CCB on the change status whether is it completed, postponed, cancelled or in progress. The file is available in 

G:\ESM\Enterprise Storage\Change\Change Calendar OneInfo Summary for CCB (ONLY COPY (just append below)) for the update

SLA

The weekly CCB needs to be updated every Monday before 12:00pm

Review GPMS tickets and provide weekly summary

The system administrator will log onto GPMS system and review outstanding problems and alert the support team accordingly.

Do first level problem investigation to identify problem cause and provide resolution else

escalate to support team.

Provide weekly summary for trend analysis

SLA

The  Administrator support should follow the APPC Problem management procedures for  Production or UAT server . The URL is 

http://appcweb.xxxxcorp.com/cgti-aspac/appc-units/iso/docs/iso.htm
Identify Problem Cause and Provide Solution

The system administrator is required to attend the problem reported by the user and engage vendor whenever services is required. 
SLA

This as done whenever there is a problem
Develop script for Wintel team for True Copy and Shadow Image configuration for COB drill

The system administrator will develop the true copy and shadow image script based on the LUN device information. Sample of the script is documented in Appendix D.
SLA

This as done on an ad-hoc basis as per user request
