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Term / Abbreviation Definition

CAB Change Advisory Board also known as SCRB Service Change
& Release Board

Cl Configuration ltem

CMS Configuration Management System

DML Definitive Media Library

ECAB Emergency Change Advisory Board also known as ESCRB
Emergency Service Change & Release Board

ESCRB Emergency Service Change & Release Board

HO Home Office

HOSIM Home Office System Integration Model

HOT Home Office Technology

HLD High Level Design
Process flowchart depicting each of the processes at a high
level containing organisational swim lanes, process inputs &
outputs, process phases and activities.
Underpinning document containing process objectives, common
principles and a matrix of responsibilities with responsibility
narrative.

LLD Low Level Design
Process flowchart depicting each of the processes at a lower
level containing organisational and role swim lanes and process
phases and activities.
Underpinning process description matrix spreadsheet
containing process steps, activity, description, inputs, outputs,
touch points & role based RACI matrix.

PBA Patterns of Business Activity

PCA Patterns of Consumption Activity

RACI / RACI Matrix Responsibility assignment — Responsible, Accountable,
Consulted, Informed.

RfC Request for Change

RfP Request for Proposal
A request for proposal is an invitation for suppliers to submit a
proposal on a specific commodity or service.

RfS Request for Services

ROM Rough Order of Magnitudes

SACM Service Asset & Configuration Management

SCRB Service Change & Release Board

SKMS Service Knowledge Management System
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1 Capacity Management

1.1 Purpose of this document

This document describes the High Level Design for the Capacity Management Process. It is
one of a series of processes that, in aggregate, form the Home Office Technology Live Services
Service Model.

It describes who is accountable for the process within the Home Office Live Services
Organisation, the purpose/objectives of the process, common principles, responsibilities by
‘actor’ and the process flow via Swimlane Diagrams.

The target audience for this document is:-

e Live Services Transformation Programme staff, to aid understanding of what the
programme is required to deliver

e Live Services Operational staff, to aid understanding of how the process must be
operated

e Home Office Technology staff tasked with the delivery of services and who must
therefore be able to comply with the process and operate within it effectively

e Internal and External Service Suppliers who must similarly understand the process
and be able to comply with it in the delivery of their services.
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1.2 Relationship to other documents

This document is one in a series of documents that inter-relate. In an effort to minimise ongoing
maintenance of the Home Office Document Set, reduce duplication of information and ensure
information is concise and at an appropriate level, this document is one of a number in the
overall HOT Service Model Design Set. This document and its relationship to supporting
material is described in the following figure:

Service Model

This document
(please refer to the Service
Model High Level Design
document for a full list of these
High Level Process documents)

PROCESS (n)
Operating Model (Ops
Requirements, Work
Instructions, Training
Materials)

A
&
-
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1.3 Process Ownership

The Home Office Live Services Organisation acts as the service integrator for all Home Office IT
services, and is split into a number of key functions, namely:

Service Operations (includes Service Desk)
Service Management and Integration

Live Services Toolset

Service Architecture, Design and Implementation
Technical Service Support

Business Management

Operational Security.

It is the Service Management and Integration function which is accountable and therefore owns
this process.

1.4 Process Purpose

The objective of the capacity management process is to ensure that the level of capacity meets
the current and future agreed capacity and service performance requirements of the business in
all circumstances; including:

To provide a standard process for managing capacity and ensure a consistent approach
is adopted.

To reduce the number of capacity related service problems, and minimize the effects of
those outages which occur, and improve capacity thresholds.

To manage, monitor and review service capacity.

To set capacity thresholds and measure and report the level of capacity and
consumptions across all services.

To ensure that the appropriate capacity is available to meet business requirements and
demand.

To ensure that change is assessed to mitigate the impact on capacity.
To ensure that the risks to service capacity are identified and managed.

To produce and maintain an appropriate and up-to-date capacity plan that reflects the
current and future needs of the business.

To produce and maintain design standards and guidelines for new / changed services to
enable flexible and scalable consumption of capacity.
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1.5 Common Principles

The Service Integrator will take ownership of the end-to-end service capacity
management process.

The Service Integrator will agree with the business the effects of business demand for
capacity upon end to end capacity and identify current and future capacity requirements
across suppliers.

The Service Integrator will define the end-to-end service capacity solution and plans for
existing, new and changed services.

The Service Integrator will provide capacity requirements and demand forecast to the
Supplier(s) as appropriate to meet the end-to-end service capacity requirements.

All suppliers are responsible for the delivery of capacity solutions and plans for their
respective services, as agreed with the Service Integrator.

All Suppliers will provide input & support to the Service Integrator for Other Supplier(s)
components for end-to-end capacity, as requested by the Service Integrator.

All Suppliers will identify and agree with the Service Integrator, capacity requirements
dependent on Other Supplier(s) components of service.

The Service Integrator will review with the business on a periodic basis the capacity
solutions & plans to ensure they continue to meet the business demand and performance
requirements.

All suppliers will identify and agree with the Service Integrator risks to capacity breach
and countermeasures and establish/ maintain capacity thresholds, as appropriate.

All Suppliers will provide appropriate interface(s) or access to service capacity monitoring
toolset(s), as agreed with the Service Integrator.

The Service Integrator will review and report on end-to-end capacity in line with business
demand and service performance requirements agreed with the business.

All Suppliers will review and report capacity utilisation and maintain capacity plans for
their specific service in accordance with the service requirements and contractual
obligations agreed with the Service Integrator.

All parties will participate in periodic service data reviews to identify underlying causes of
capacity breaches and identify service improvement opportunities, as appropriate and
agreed with the Service Integrator.

The Supplier(s) will be required to participate in periodic reviews of the capacity solutions
& plans to ensure they continue to meet the business demand and performance
requirements.
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1.6 Process Overview

Home Office Service Integration Model — Capacity Management (High Level Design © Crown Copyright © asECTVES COMMON PRINCIPLES " amcor
RESPONSIBILITIES
. 7 : Define Capacity Build, Validate Implement Capacity Monitor, Measure :
Identify Business Drivers ; i : s Improve Capacit:
fy Requirements Solution & Plan Reporting & Report Availability P el
. . . . . .
Capaci
s | | i s T s
evel
n ' ' . < ' - . .
5 v [Avaitabiity \ f Financial \ | capacity | + H Service g;:xﬁ; : Incident e H &5 H
8 ' Mamt Mamt Solution . ' Level Mgmt Mamt ' Mgmt Incident [ '
= . H H i H Mgmt H H
O - : -
= v [T Service Demand v[ service : ser?f’ge Service + [ Change Problem - H Senvice Service H
£ RFC { CC;S;';;“Y Mgmt t\ Design ' i Reporting | 3\ Momt Mgmt Sewlﬁg e Level Mgmt Level Mgmt} §
. . . . wvo i . .
o ] . ' ' ] ' . i '
c i S Capacity Capacity - 5 . : . - a Service Service
= smmclg Service H LeSe“\n:e i Require- | & { Require- Capadity | { C;'I’ac”y %apf:g H Cg?aa»r]c;ty ey Capacity H %apac:{y Improve- Improve- )
Mgmt equirement: B ments t\ ments Elan H e o . Levet Mgt Reports H oPNS: ments ments e
§ ™ : - | P ] : : i
[ o T | = =
h 4 ) 7 2 Confirm end- b2
0] Provide H ‘ Provide H Confirm H H to-end H
O ' . input to . solution ' ' capacity .
£ business & IT ] ' 7 ' meet ' ' '
(@] demand for . 4 capacity . * ' ' »{ solution and ¢
2 H H plans, as ' capacity, ' H plans meet H
o capacty : : foquraa | 3 | e ; : avics :
. . .
g : ! ' required ! ) requirements g
n e ' ' ' ' . .
' ' * ' * ] ' '
. . . . . .
. . . . . .
. . | . | . ' '
. . . . . .
, : , Py A | : :
. ¥ J . Ll . .
' Identify current and ' ' ' Monitor & ' .
Review & ' future capacity ' . : — ' measure end-to Report & review 4 - :
undersmnd effect of : rsquirenwm{s based ?;r:eoae‘?ad;g : Build and validate : w&ogg;ml:ﬁne : end capacity end-to end capacity : Monitorand | | :
lf):rs;;zs a::yez:g: : on service At | M c;hp: ;ntyd;)in::‘:o S and agree endto-end _]—=—> levels ag:lnsi |—>] trends & Ie‘\;eblls of }— % n“ < .
= ¥ ' q ' , €O~ s o ' agree unacceptable ' o [
Ee] “#lend to end capacity, H business demand, [ ] P@ns.co- |- ordinate across v Sapacity monitoring and ' threshoids & capacity breaches | opporiliniles o
o co-ordinate across : & budget, co- Af1oee : suppliers as : B IO TS £ : SLAs : [ Y ? :
2 suppliers as ' ordinate across SUBaE el o required o [SeNEEacHETSSEORES ' ' '
k) vaquired ' suppliers as required ) . required ' f ? . | .
= ‘ required : 1 ‘ H H
2 : : : ¥ ! : | l !
. .
£ t : t ol 1 : 1 - I . I :
@ | : | | ¥ T . | H | — | H | | H
(7)) | M | | : | H | M | Periodic review of H | H
. . . - | . o .
| ' | | ' | s | . M ;:}Sl;e::dc:mﬁ _,lr\ : (PI ol jrentiam) | | :
' ' I . . ensure they continue . op;mrtunitlas .
| H I I H H I ! | to meet service | H | | H
| E | | E | E | E | requirements | 5 | | E
| ' | | ' | ' I ] ' | | '
T — T— — ——— s T — - ;
[ ' ' ' ' Investigate underlying causes of capacity .
. . . . . i ify i it .
Review & understand : Identify current and future capacity : Build capacity plan : : Monitor & measure capacity levels against : EBRchES Kty Moo Lopein e :
_ effect (f:‘l’ :szv;;:zig’emnd : against service requirements, ' Sl sohiod : Im;mncgazaﬂzcgdoﬂglng : agreed thresholds & SLAs : Monitor & review capacity solution and plans to :
Q2 H Agree capacity solution and plans 5 Provide input & support ! 4 | Report & review capacity trends & levels of H en‘:cr;;:}i; ?&gﬁfcﬂ: Ienlt:;rr:::er ZT;'ZT::SB :
(o} Provide input & support to |- 3 3 #{ Provide input & support to the ur capacity B .
= the Service Integrator for | § | Provide input & support to the Service A Int‘o :::orsz) r;(g?her 4 Service Integrator for Other H + |Monior anal mplemant improvemmentopporuniies -
%) Other Supplier(s) ' Integrator for Other Supplier(s) [ ig (6 ols . Supplier(s) components for end- [ Provide input & support to the Service . P! ppo .
components for end-to-end | § | components for end-to-end capacity as ! forpepn d-!o—eotzng::cily . to-end capacity as required H for Other Suppli p H it HiB0 & SUPOR I3 16 SeVice: egrathe .
capacity as required : required : : : for end-to-end capacity as required : for Other Supplier(s) components for end-to-end :
: : : : : capacity as required :
. . . . . .
. . . . . .
. . . . . .
HOSIM High Level Design Not for disclosure outside the Home Office without prior permission

Capacity Management © Crown Copyright




1.7 Matrix of Responsibilities

Official
© Crown Copyright

demand for
capacity upon end
to end capacity
and co-ordinate
across all
suppliers, as
required.

requirements
based on service
requirements,
business demand
& budget and co-
ordinating across
all suppliers, as
required.
Responsible for
agreeing end-to-
end solution plan
and coordinate
across all
suppliers, as
required.

capacity plan and
coordinating
across suppliers,
as required.

requirements.
Responsible for
agreeing the end-
to-end capacity
monitoring, and
reporting
requirements.
Coordinate
across suppliers,
as required.

Capacity levels
against the agreed

thresholds & SLAs.

Responsible for
reporting and
reviewing end-to-
end Capacity
trends and levels
of unacceptable
component failure.
Responsible for
periodically
reviewing the end-
to-end Capacity
solution and plans
to ensure they
continue to meet
service

Service | ldentify Business | Define Capacity | Build, Validate Implement Monitor, Measure | Improve Capacity
Line Drivers Requirements Solution and Capacity & Report
Plan Reporting Capacity
Home Responsible for Responsible for | Responsible for Responsible for
Office providing business providing input to | confirming the confirming end-to-end
and IT demand for Capacity solution | solutions meet capacity solution and plans
service capacity and plans, as capacity meet service requirements.
requirements. required. requirements, as
required.
Service Responsible for Responsible for | Responsible for | Responsible for | Responsible for Responsible for
Integrator | reviewing & identifying building and confirming that monitoring and investigating the
understanding the | current and validating the the solutions measuring the underlying causes of
effects of business | future capacity end-to-end meet service end-to-end capacity breaches and

identifying improvement
opportunities.
Responsible for
monitoring and
implementing improvement
opportunities.
Responsible for
identifying improvement
opportunities.
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reviewing &
understanding the
effect of service
demand for
capacity.
Responsible for
providing input &
support to the
Service Integrator
for Other
Supplier(s)
components for
end-to-end
capacity, as
required.

defining current
and future
capacity against
service
requirements.
Responsible for
agreeing capacity
solution and
plans.
Responsible for
providing input &
support to the
Service
Integrator for
Other Supplier(s)
components for
end-to-end
capacity, as
required.

building and
validating the
Capacity plan for
the service
managed.
Responsible for
providing input &
support to the
Service Integrator
for Other
supplier(s)
components for
end-to-end
capacity, as
required.

implementing
capacity
monitoring,
reporting &
procedures.
Responsible for
providing input &
support to the
Service Integrator
for Other
Supplier(s)
components for
end-to-end
capacity, as
required.

monitoring and
measuring

capacity levels
against agreed

thresholds & SLAs.

Responsible for
reporting and
reviewing capacity
trends & levels of
unacceptable

capacity breaches.

Responsible for
providing input &
support to the
Service Integrator
for Other
Supplier(s)
components for
end-to-end
capacity, as
required.

Service | ldentify Business | Define Capacity | Build, Validate Implement Monitor, Measure | Improve Capacity
Line Drivers Requirements Solution and Capacity & Report
Plan Reporting Capacity
requirements.
Supplier | Responsible for Responsible for | Responsible for | Responsible for | Responsible for Responsible for

investigating underlying
causes of capacity
breaches and identify
improvement opportunities.
Responsible for
monitoring and reviewing
capacity solution and plans
to ensure they continue to
meet Service
requirements, escalating to
the Service Integrator, as
required.

Responsible for
monitoring and
implementing improvement
opportunities, as required
and approved.
Responsible for providing
input & support to the
Service Integrator for
Other Supplier(s)
components for end-to-end
capacity, as required.
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