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What does “CERN” stand for?

European Organization
for Nuclear Research 1954
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Nuclear?

European laboratory for particle physics



The largest particle physics laboratory in the world

23 member states
And a world collaboration

Cooperation agreements

Scientific contacts

Observers

Associates

How many people?
- 2’500 staff
- 600 Fellows & apprentices
- 500 Students
- 11’000 users
- 2’000 external companies

+15’000!

Germany
France

United Kingdom

Italy

Spain

Netherlands

Switzerland

Belgium

Poland
Sweden
Norway

Austria

Denmark
Greece

Finland

Portugal

Israel
Czech Republic

Hungary

Slovakia
Bulgaria
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CERNHow does it work?



The coldest place in the universe

The most powerful magnets The highest vacuum 

The largest particle accelerator



Answering fundamental questions…

What was the state of matter just after the “Big Bang”?

What is the Universe’s mass made of?Where has all the primordial antimatter gone?

How explain particles have a mass?



How we do the Quality process?



What is quality?
Word quality can have different 
meanings…

• « Meeting the requirements »

• « To do things right from the first 
time »

• « What everybody wants, but only a 
few dare to pay for »

In general, 
the quality can be defined as degree of customer satisfaction.



Framework contract

• Control frequencies
• Penalties definition

CERN Stakeholder involved in quality management:

CERN Contractors

• Contract manager
• Quality inspectors

• Contract manager
• Team leader



Control Quality Management Process

ActionControl Decision Closed



Phase 1: Control

The control is done through a dedicated web interface (record producer) in 
ServiceNow

The frequency of these controls are based on: 

• Contract requirements 

• A negative feedback or complaint

• Preventive

The result of the control is generating a CQM ticket



Phase 2: Action

A chance to recover the shot…

Depending of the contract conditions,

• Corrective actions can be requested to the contractor

• A non compliant CQM ticket can be corrected*

• The contractor must indicate or contest the agreement declared in the 
control result



Phase 3: Decision

THE critical one…

• This step is always done by the CERN contract group.

• CERN has always the last word, in accordance with the terms of the 
existing contract

• CERN must decide if penalties are applied or not.



Phase 4: Closed

Too late…

• The CQM ticket is closed, no more modifications are allowed. 

• It will count in the contract review meeting.



Now…the reality



Two concrete examples

CERN cleaning contract Active

Preventive Control ✓

Frequency of controls based on time ✓

Frequency of controls based on volume ✓

CERN or contractor control initiation ✓

Linked to a existing ticket

Weight for each questions ✓

Global weight of the control form

Action possible

Penalties ✓

Review meeting ✓

CERN Service desk contract Active

Preventive Control

Frequency of controls based on time

Frequency of controls based on volume ✓

CERN or contractor control initiation ✓

Linked to a existing ticket ✓

Weight for each questions

Global weight of the control form ✓

Action possible ✓

Penalties ✓

Review meeting ✓



Volumetry…overview

Cleaning surface to be done on CERN sites:
• 433 357.59 Square meters

Number of tickets handled by the Service desk yearly
• 190 000 / year



Cleaning contract Control form
• Initiated manually on-demand

• Created by contractor or controller

• Created on mobile device

• Can be linked to a ticket (INC or RQF)

• Must be geolocated

Frequency requested:

• 500 Square meter per day

• After each thorough cleaning



Cleaning contract Control form… result

The compliance is calculated, based on the sum
of the result of each question

• Result < 1 = Non-compliant

• Result > 1 = Compliant



Service Desk contract Control
• Initiated manually on-demand

• Used on the ServiceNow tool

• Can be link to a input 
(INC,RQF, feedback, phone call…)

Frequency requested:

3% of the global volume threated



Service Desk contract Control… result

The compliance is directly known 
if one and only one question is 
failing

• Result = 0 => Compliant

• Result = 1 => Non-compliant



Service Desk contract Action phase

2
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3 1. Only the concerned contract manager can validate the form

2. All requested actions are visible in the tab form (Control form RP)

3. All his additional comments will goes there

4. Decide to save or going to next step?
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Service Desk contract Decision phase
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1 3

1. If the corrective action respond to the requested criteria

2. Reason of the decision will goes here

3. Decide to close this CQM, save as it is or restart it



Cleaning contract Decision phase
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1. The result can still be changed  

2. Reason of the decision will goes here

3. Decide to close this CQM, save as it is or restart it



Cleaning contract Decision phase
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1 3

1. The result can still be changed  

2. Reason of the decision will goes here

3. Decide to close this CQM, save as it is or restart it



Cleaning & Service Desk contract Closed phase



Technical implementation

• Tables:
Creation of Quality Management (u_quality_management) table to build the CQM process. 

This table inherits from Task  (able to use any field contained in Task)

• Roles:
New role called "quality_controller“ created.

Nobody without this role will be able to see the application or to make CQM tickets.

• Script includes, Business rules, Client scripts
e.g: Business logic, Assure tickets belong user contract, reset penalties…



ServiceNow new application menu

1
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1. CQM tickets under contracts managed by myself

(Both CERN and External quality groups)

2. CQM tickets assigned to one of my quality groups

3. CQM tickets I am currently working on.

4. Dedicated admin menu

2

3



Value Outcomes

Before After

what we pay is what we have No idea More often (still sampling)

formalize the quality of the work 
expected

tacit established based on quality criteria

proactive approach No benchmark available Regular measure taken so now we 
see that there is room for 
improvement (K.B)



Our Goals

The main objective is:

• The continuous improvement process

• Quality control for end users

AND it is not:

• to act as policemen to monitor our contractors

• A simple way to save money!



Thank You!Q & A
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