Case Study  United Kingdom Hydrographic Office (UKHO)

UKHO

The UKHO is a government trading organisation and part of the Ministry of Defence. Its primary activity is the provision of navigational products and services to the Royal Navy and the merchant marine in compliance with Safety Of Life At Sea (SOLAS) Regulations. As such, it is an information processing organisation, collecting, checking and integrating data into maritime navigational products.

Marketed under the Admiralty brand, the UKHO's product portfolio offers worldwide coverage in the form of 3,300 Standard Navigational Charts and 220 Navigational Publications. In addition to these more 'traditional' products, they also produce a range of electronic charts known as ARCS (Admiralty Raster Chart Service). The digital portfolio includes TotalTide - a Tidal Prediction Program exclusively designed for SOLAS shipping. 
The UKHO serves both commercial and military customers . It has world-wide coverage and has more than 65% of the world market for paper navigation charts. It has a  £50 million pound turnover.

Based in Taunton in the South West of England, the UKHO employs nearly 1,000 people across a range of specialisms including Chart Compilation and production, navigational textual editing and publishing, Physical Oceanography, Geodesy and Law of the Sea as well as Finance, Marketing, Human Resources and Information Technology. 
UKHO is a data provider, providing data which has significant safety implications for all mariners. 
IT at the UKHO

UKHO started with an ICL mainframe in 1976 and began to use PCs in 1988.By 1998, IT was a centralised function, in which the principles of ITIL were being applied and processes standardised. This led to SLAs being established in 1999.  

Around 2003, questions were asked as to whether better value could be obtained by outsourcing various service functions including estates and IT services. One vendor who was bidding to produce a replacement for a legacy system suggested also taking over the support of the current system. This led to considering the value for money for outsourcing all legacy systems. However, the value for money case didn’t stack up, partly because the benchmarking was unsound. Effort was then focussed on making the internal IT service much more efficient which involved a significant downsizing. 

IT services addresses two primary areas: the business network and the production network. The business network includes a SAP implementation with 700 users, office automation, e-mail, some desktop Intranet function but little e-business. While the nature of the data UKHO provides lends itself to delivery over the Internet, the safety critical nature of the data means that any risk of loss of integrity of the data must be addressed. Legal issues will also need to be resolved before wider use of the Internet can be made. The production network supports the production of charts. The primary product of UKHO is still paper navigation charts. A very large VMS cluster provides digital editing of charts. 

An internal helpdesk supports UKHO users of the business and production networks. An external helpdesk supports customers of UKHO digital products such as Totaltide. The two helpdesks interaction and there is an increasingly blurred line between them.

A small team of 18 developers produce bespoke software for UKHO. Firstly they support a number of legacy systems. Secondly they internally bid for small systems development, typically first attempts with web-based technology and small systems with minimal integration requirements. Large projects involving complex multi-million pound software developments, typically replacing obsolete legacy systems are outsourced. Currently, about one third of software is developed in house and two thirds are outsourced.

Internal service providers were merged to form a Facilities Team which included Human Resource Management, Training, Telecoms and site services. An internal chargeback model was established in which the internal customers paid for the services they use. A service catalogue was developed which also gave the price for each service and was expanded to cover the whole range of services provided by the facilities team. The IT service desk is now responsible for all service calls. Services are defined in the service catalogue. 

Federation Against Software Theft (FAST) Certification has recently been achieved. This involved proving that a successful software audit had been completed and policies and procedures are in place to maintain the legality of all software used in the UKHO. 

IT Procurement at UKHO

A business systems programme has been initiated which involves IT projects to support the upgrading of UKHO business infrastructure and projects to implement new digital products and services. These projects will typically involve managing third party suppliers. Such projects apply aspects of the MOD smart acquisition approach which involves ‘no longer replacing business information systems on a like-for-like basis but instead taking into account integration with other systems to achieve optimum effect and adopting a through-life approach to acquisition, rather than concentrating resources on the initial procurement.’ They seek to use proven software from companies with proven track records while maintaining a degree of in-house expertise to enable us to perform the ‘intelligent customer’ role.
There are seven principles in Smart Acquisition:

· a whole-life approach, typified by applying Through Life Costing techniques 

· Integrated Project Teams (IPTs) with clearly identified customers 

· a better, more open relationship with industry 

· more investment during early project phases 

· effective trade-offs between system performance, through-life costs and time 

· new procurement approaches, including incremental acquisition 
· a streamlined process for project approvals
Invitation to Tender for Web Hosting for UKHO

Web hosting services contract is eagerly sought by the United Kingdom Hydrographic Office (UKHO), a government Trading Fund and an agency of the UK Ministry of Defence (MoD). The company provides a wide array of products, produced in both paper and digital form. The UKHO is doing its best to update its web hosting architecture in order to meet current and future business requirements and to achieve the persistent high levels of security and availability required for the UKHO’s safety critical data.

The UKHO produces a wide range of charts, publications and other navigational and non-navigational products for both commercial and defence customers, enabling ships to navigate safely at sea, complying with UN Safety of Life At Sea (SOLAS) commitments. It has been able to be present on the net since 1996 when a series of static HTML pages were developed In-house. Since then the company has made some steps of re-design and improvement of its website architecture and navigation structure.
Presently, the UKHO is internet presented by five sub-sites featuring more than 400 pages and 15Gb of data which attract three times more visitors per month than they did the previous year. Interactive functionality includes EasyTide, a tidal prediction service, and the Admiralty Online Catalogue, a searchable database of the UKHO's products.

In its vigorous search of the best hosting services contract the UKHO aims at finding the most suitable MoD-approved hosting provider to manage the hosting of its Web sites. The contract deliverables shall be specified in a detailed requirements document The Contactor shall be required to propose a fully-costed hosting solution which may include a firewall, plus load balancing and data monitoring. 

The prospective Contractor will also be required to provide a support helpdesk, monitor the integrity of the Web site data, and also to carry out a 24/7 monitoring process.

Financial Management

The Service Delivery Team has no budget. It can only spend against income from customers.

Income comes from:

Change requests: New services, Service requests resulting from changes.

Service Requests: Predefined in service catalogue. Predefined deployment charges.

Service Charges: Monthly for rent, service calls, availability management, problems.
Configuration Management Database Requirements

A configuration management database (CMDB) is required which records all the IT assets and applications within UKHO and identifies what systems are on each desktop system.

The CMDB must record IT deployments, depreciation and maintenance requests. It should support the logging of incidents against equipment or software (configuration items), problem management analysis and change impact assessment.

The CMDB must support costing and charging. There must be automated charging and billing for service requests and monthly rental.

People and accommodation should be included.

The CMDB must give:

· Visibility of all assets

· Ability to do problem management

· A charging mechanism

· Improved change management

· Better information to support the charging (cost and prices) model.

Service requests are ordered from the service catalogue which should be linked to the CMDB.

Note: it is intended to extend the service desk to create a joined-up facilities team covering HR Recruitment, Training, Telecoms, Site services and ICT services.

Task
Using the above information, prepare a data model and process model for a configuration management database to support UKHO IT Services.

