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AGENDA 

Why we need a Service Catalog  

Problems weôre trying to address 
 

The importance of a clear context  

Services, Service Catalog, bigger picture 
 

What value can we get?  

Value it could deliver; why some get minimal benefit 
 

Where next?  

Opportunity for additional benefits 
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WHERE NEXT? 
 

Opportunity for 
additional benefits  

WHY WE NEED A 
SERVICE CATALOG  

 
Problems weôre trying to address 
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HOW IT IS AT THE MOMENT (FOR MANY ORGANISATIONS) 

ÅWe have a Service Catalog (maybe more than one)  

Å because ITIL (or the boss) says we should 

Å Used internally in IT 

Å Lists systems/applications/tools 

Å No 3rd party services 

Å Not shared with customers 

Å No business language 

Å Not used much 

Å not sure how to use it 

Å Portfolio Management is about projects & programs 
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WHY DO WE NEED A SERVICE CATALOG?  

Boss says we need one 

Best practice - everyone else has one 

ITIL alignment 

ISO/IEC 20000 requirement 

COBIT, Sarbanes-Oxley (SOX)......??? 
 

What are the objectives and benefits? 

How does the service catalog help? 

Who will use it, and how? 
 

DONôT START UNLESS YOU CAN ANSWER THESE! 
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WHY DO WE NEED A SERVICE CATALOG ?  

What are the business objectives & outcomes?  

 Improve efficiency and effectiveness? 

 Reduce cost? 

 Standardisation? 

 Service quality improvement? 

 Greater maturity? 
 

Who gets benefit? 

What are the benefits? 
 

MUST KNOW HOW THE CATALOG  HELPS! 
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WHY DO WE NEED A SERVICE CATALOG? 

Challenges: 

Å Business disconnect ï low customer satisfaction 

Å Donôt know what we do for them 

Å Lack of common language 

Å Perception of low value 

Å Not managing expectations 

Å Donôt state what we can actually deliver 

Å Cost reduction ï but without any quality reduction 

Å ISO/IEC20000 certification or alignment 

Å Increasingly required by external customers, or to prove 
internal capability/maturity 

Å ITIL (or other best practice) alignment 
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KEY ISO/IEC20000-1:2011 REQUIREMENTS 

ÅDocumented catalogue of services (4.3.1 d) 

ÅDocumented SLAs (4.3.1 e) 

ÅThe service provider shall agree the services to be delivered 
with the customer. (6.1) 

ÅThe service provider shall agree a catalogue of services with 
the customer. The catalogue of services shall include the 
dependencies between services and service components. (6.1) 

ÅThe service provider shall review services and SLAs with the 
customer at planned intervals. (6.1) 

ÅChanges to the documented service requirements, catalogue 
of services, SLAs and other documented agreements shall be 
controlled by the change management process.  The catalogue 
of services shall be maintained following changes to services 
and SLAs to ensure that they are aligned. (6.1) 
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WHY DO SOME REPORT MINIMAL VALUE? 

Å Treated as a project ï implemented & forgotten 

Å Not kept up-to-date ï just a static document 

Å Not used with the customers 

Å No link to other processes 

Å No link to any demand or relationship activity 

Å No idea what to do with it 

Å Purely tactical, not part of any strategy 

Å Covers one set of users/customers for a limited sub-
set of services - End User Services  
 

SOME VALUE , BUT NOT STRATEGIC VALUE ! 
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SERVICE MANAGEMENT MATURITY 
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WHO MIGHT/SHOULD BE INTERESTED IN OUR SERVICES? 

é.. and how interested should they be? 

Shareholders 

Users 
Business 

Colleagues 

External 
Customers 

Internal 
Customers 

Senior 
Management 

Regulators & 
Official Bodies 

Government 

IT Staff 
External 
Service 

Providers  

Partner 
Organizations 

Community 

Others? 
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POLL RESULTS 
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CLEAR CONTEXT 
Services  

Service Catalog  
Bigger Picture  



15 

CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

As an organization (the 
whole org, not just IT), we 
have: 

ÅExisting customers 

ÅPotential customers 

ÅInternal users 

ÅOther stakeholders 

Å Shareholders or 
Members or Trustees 

Å Regulators 

Å Government 

Å Directors 

Å Staff 

Å Community 
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CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

We deliver: 

ÅA portfolio of Products 
and/or Services 

ÅTo a defined 
specification or design 

ÅTo agreed levels 
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CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

We may have agreed 
contracts which include: 

ÅA defined set of 
performance targets 
and guarantees, such 
as 

Å Cost 

Å Quality - acceptable or 
defined 

Å Time constraints 

Å Volume 

Å Process 

Å Risk 

Å Benefit 
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CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

We have an organization 
consisting of: 

ÅPeople, with 

Å Skills 

Å Experience 

Å Knowledge 

Å Training 

Å Qualifications or 
certifications 

ÅStructured into an 
organisation 

Å Departments, teams, 
management structure 
etc. 
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CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

With a framework of 
business processes which 
defines: 

ÅHow the organization 
functions 

Å Carrying out supporting 
tasks and activities 

ÅHow we deliver the 
products and services 
to our customers in line 
with the contractual 
commitments 

ÅHow we meet the 
commitments to all 
stakeholder groups 
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CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

The people and processes 
are supported by: 

ÅTools 

ÅApplications 

ÅAnd other capabilities 
and equipment 
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CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

This is underpinned by: 

ÅData 

ÅInformation 

ÅKnowledge 
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CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

In turn, supported by an 
ICT infrastructure which 
may include: 

ÅNetworks 

ÅServers 

ÅData Centres 

ÅStorage 

ÅHardware 

ÅSoftware 
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CONTEXT FOR OUR WHOLE ORGANIZATION ï NOT JUST IT 

Supported by: 

ÅService Providers 

ÅSuppliers 

ÅPartners 

ÅUtilities 

ÅAnd other external 
capabilities 



24 

BASICS ï FOR MOST COMMERCIAL ORGANISATIONS 

Business value and goals usually involve 
revenue from customers for products/services 

No revenue = no business = no IT  

 
To demonstrate our business value, we must 
express them in this context 

Relationship to End Customer and the 

Products/Services of the organisation  

as a whole ï not just IT  
 

 

Charities/not-for-profit still deliver services & products to people (might not be about revenue/profit) 
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Starting without understanding the true value & context 

Å Surveys say up to 75% of IT projects fail to deliver expected benefits 

COMMON MISTAKES 

What are 

the 

benefits 

of the 

Service 

Catalog? 
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SERVICE PORTFOLIO ï POSSIBLE INCLUSIONS 

As part of the 
organization, we need to 
understand: 

ÅWhich business 
colleagues we support 

Å And how we support 
them 

ÅWho are our customers 

Å Could be internal or 
external 

ÅWho are the users 

Å Could be different from 
the customers and 
business management 

ÅHow we contribute to 
business objectives 
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SERVICE PORTFOLIO ï POSSIBLE INCLUSIONS 

ICT Services to support 

business process execution  1 

The service portfolio for IT 
may cover several 
aspects: 

ÅHow ICT enables our 
business colleagues to 
execute processes 

Å Traditional role of IT, 
which is still a core focus 
of ITIL 

1 
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SERVICE PORTFOLIO ï POSSIBLE INCLUSIONS 

Business Process Execution 

Services - automation  2 

IT may automate business 
processes: 

ÅWhich external 
customers might directly 
interact with 

2 
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SERVICE PORTFOLIO ï POSSIBLE INCLUSIONS 

3 Business Services or Products 

(if applicable)  

In some industries, the 
end products and services 
are indistinguishable from 
the technology, or maybe 
entirely an ICT experience 

ÅExamples include: 

Å Online banking 

Å Phone services including 
mobile internet and 
voicemail 

Å Online shopping, 
including music 

3 
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SERVICE PORTFOLIO ï POSSIBLE INCLUSIONS 

ICT Services to support 

business process execution  1 1 
Business Process Execution 

Services - automation  2 

3 Business Services or Products 

(if applicable)  

2 

Need to consider: 

ÅCustomers 

ÅUsers 

ÅOther stakeholders 3 
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Blackberry 

Install 

Infrastructure 
installation 

Setup 

User accounts 

Use 

Internet Access 

GPRS 

PIM 
Synchronisation 

Exchange system 

GPRS 

Pay 

Billing 

Retail Billing 
System 

Database 

Wholesale Billing 
System 

Help 

Support 

EXAMPLE: óPENNY-DROPPING MOMENTô 
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POLL RESULTS 
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WHAT VALUE CAN WE GET?  

 
Value it could deliver;  

why some get minimal value  


