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With the pantomime season fast upon us, many IT managers will be dreading the 

pager call in the middle of Act 2 “IT’s behind you!”, or rather “IT’s not working”. 

While the rest of us bask in the warm friendship of friends and family, other poor lost 

souls may well be struggling with a callout on a cold hardware failure, or a stubborn 

Oracle or SAP system refusing to produce the correct results. 

 

For others, it will be a case of “I can’t come to the ball (for which read: consume 

massive quantities of alcohol etc. etc.), I’m on call this evening.” 

 

Like it or not, our information-industrial society cannot survive without 24 * 7 IT. 

And that means 24 * 7 IT Production Support. 

 

Surprisingly, given that for many companies as much as 75% of their IT Budget is 

spent on Business As Usual (“BAU”) or Production issues, it seems there are too few 

answers to the question of how to best manage this vital part of the IT landscape. 

 

One of the valuable initiatives, of course, is ITIL. This is the “Information 

Technology Infrastructure Library”, and is a process and procedure framework, which 

is managed from the UK Government Office of Government Commerce (OGC). This 

framework is currently being revised, and version 3 can be expected in 2007, with 

some valuable additional insights into how to best manage IT Production. 

 

Another initiative, less well-known at this time, is “MOPS”. 

 

As is common these days, MOPS is a 4-letter acronym. (At which point, it may be 

worth remarking that there has been a plethora of FLAs – or four-letter acronyms – 

over the last few years. This is surely another indication of the growth of IT 

exceeding its “name space”). 

 



The “M” in MOPS stands for “Metrics” and highlights the importance of capturing 

meaningful data on the Assets and Activity of IT Production. This can include all 

sorts of data from an Asset Register or small Configuration Management Database 

(CMDB) to track the growing responsibilities of Production. Also included are Key 

Performance Indicators to show Service Levels, Incidents and Callouts. Not to be 

forgotten is the importance of capturing the activity of the Support Teams by means 

of Timesheets. All of these metrics, properly collected, managed and structured, can 

go a long way towards helping the IT Production manger with his biggest challenge – 

explaining and justifying the IT Production costs. 

 

Operational Tools comprises the second letter. Simply put, this part of the acronym 

highlights the importance of Software to help run Software and Hardware. The range 

of useful software extends from Backup utilities, Software Distribution, Monitoring, 

Management, Alerting and Capacity Planning. However, Software Tools in and of 

themselves would be unable to deliver the levels of efficiency and automation in IT 

Production unless they are properly integrated. In fact, the cost of IT Management 

Software is relatively cheap. The real cost of deploying such tools is the 

implementation and integration within the IT Production organisation. Here, the 

MOPS approach discusses how to establish a Monitoring and Management Tools 

Strategy, and how to build a “Referential” approach to Software Tools integration. 

 

As we all know, effective management of IT is impossible without clear and 

appropriate Processes and Procedures –the “P” of the MOPS acronym. This is where 

the ITIL framework dovetails into the MOPS approach, since MOPS recommends 

using ITIL as the basis for defining processes. However, MOPS also identifies other 

processes such as how to manage Infrastructure Research & Development, how to 

build engagement processes with the Development projects, and how to build a 

Standards Governance process. MOPS also recommends using process improvement 

techniques such as Six-Sigma and LEAN to increase the efficiency of existing process 

workflows. 

 

Often forgotten in IT Production, the final letter of the acronym (“S”) refers to the 

importance of IT Production Standards. Here, the MOPS approach discusses the 

importance of defining Infrastructure Technical Standards and how to define an IT 



Production Strategy and Architecture role to act as “gatekeeper” to the production 

estate. How many times in IT Production have we seen applications deployed that are 

functionally rich from a business perspective, but lacking in supportability, without 

reference to the IT Production imperatives such as resilience, scalability, backup and 

recovery capability and the ability to be monitored in Production. MOPS seeks to 

address this by looking at the definition of “Production supportable”, and setting a 

Standards process in place to be applied to proposed new application developments. 

 

So MOPS may be one approach that could enable us to get a better level of control 

over the frenetic world that is IT Production. 

 

So will things change in future? I hope so. 

 

For a long time, the IT Production team was the Cinderella of the story. She was kept 

away in the dark recesses of the organisation, with few people realising or 

acknowledging that she was a vital part of the story. 

 

Armed with “MOPS”, she may be able to sweep out some of the cobwebs that have 

built up over the years, and even be able to take time off for a party or two. Who 

knows? 

 

I wish you all well in the festive season, whether or not you are on callout. 

 

 

Dennis Adams is Managing Director of Dennis Adams Associates Limited, a 

Consultancy Company that specialises in Services for IT Production Management. 

His company can be contacts by email at  info@dennisadams.net 

The MOPS website is  http://www.mops.uk.com 

 


