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Why we need a Service Catalog
Probl ems weoOre trying to a

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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WHY WE NEED A
SERVICE CATALOG

Probl ems weoOre trying
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A We have a Service Catalog (maybe more than one)
A because ITIL (or the boss) says we should
Used internally in IT

Lists systems/applications/tools
No 3" party services

Not shared with customers

No business language

o To o o o o

Not used much
A not sure how to use it
A Portfolio Management is about projects & programs
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Boss says we need one

Best practice - everyone else has one
ITIL alignment

ISO/IEC 20000 requirement

COBIT, Sarbanes-Oxley (SOX)......??7

What are the objectives and benefits?
How does the service catalog help?
Who will use it, and how?

DONG' START UNLESS YOU CAN ANSWER THESE!
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BSMImpact Business | Sevice | Management @ Copyright 20 served. @ +44 (0)800 756 9998 @ www.bsmimpact.com




BSMimpact

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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Challenges:

A Business disconnect i low customer satisfaction

A Dondt know what we do for t
A Lack of common language

A Perception of low value

A Not managing expectations

A D o nstate what we can actually deliver

A Cost reduction 7 but without any quality reduction

A 1SO/IEC20000 certification or alignment

A Increasingly required by external customers, or to prove
Internal capability/maturity

A ITIL (or other best practice) alignment
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A Documented catalogue of services (4.3.1 d)
A Documented SLAs (4.3.1 e)

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

A The 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)

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

A Changes 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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A Treated as a project i implemented & forgotten
A Not kept up-to-date i just a static document
Not used with the customers

No link to other processes

No link to any demand or relationship activity
No idea what to do with it

Purely tactical, not part of any strategy

o o To Io Io I

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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m Source: Gartner (November 2005)

Chaotic

« Ad hoc

- Undocumented

- Unpredictable

« Multiple help
desks

« Minimal IT
operations

- User call
notification

Level 1

Reactive

- Fight fires
« Inventory
« Desktop software

distribution

« Initiate problem
management
process

- Alert and event
management

- Measure
component
availability
(up/down)

Operational Process Engineering

Tool Leverage
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Proactive

« Analyse trends

- Set thresholds

» Predict problems

« Measure
application
availability

« Automate

- Mature problem,
configuration,
change, asset
and performance
management
processes

Service

« IT as a service

provider

- Define services,
classes, pricing

- Understand costs

« Guarantee SLA’s

- Measure and
report service
availability

- Integrate
processes

- Capacity
management

Value

- IT as a strategic
business partner

- IT and business
metric linkage

- [T/Business
collaboration
improves business
process

- Real-time
infrastructure

» Business planning

Manage IT as a Business

Service and Account Management

Service Delivery Process Engineering

(¥) +44(0)800756 9998
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External Senior Regulators &
Customers Management Official Bodies
& 2R J & )
C N (O N (O N N
Internal Business
Customers Colleagues SEEE EOUEITE
L 2 2 AN )
C N [ N O
Partner :
Organizations IT Staff Community
\ D2 AN /
Others?
. ) oe. . and how I nterest

1t 2011 BSM impact Limited. All rights reserved. @ +44 (0)800 756 9998 @ www.bsmimpact.com




BSMim pa Ct POLL RESULTS

e | Management

Service Catalog: It Can Deliver More Value Than You Think

( peTas | [ AsK A quesTION | [ rRaTETHIS | :‘EHARETHISI:
e — 4 e ey e = e

- e - e e

VOTE

BACK TO VOTE LIST

Q How much business value do you think your service catalog provides?

A B 4%

Mone

C

Lots

| : Eg%

e

Not appllcahle - don't have a service catalog

2
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DURATION: 00:24:43 / 00:47:19 ﬂ“ () PLAYIN i —

BSMimpact Business | Sevice | Management @ Copyright 2011 BSM impact Limited. All rights reserved. @ +44 (0)800 756 9998

@ www.bsmimpact.com

13



CLEAR CONTEXT

Services

Service Catalog
Bigger Picture

e
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whole org, not just IT), we
have:

A Existing customers
A Potential customers
A Internal users

A Other stakeholders

A Shareholders or
Members or Trustees

Regulators
Government
Directors
Staff

Community

o Do Do o I»
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We deliver.
Product & Service Portfolio A A porth“O O_f Products
and/or Services

A To a defined
specification or design

A To agreed levels

act Limited. All rights ved. @ +44 (0)800 756 9998 @ www.bsmimpact.com
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contracts which include:

Contract Portfolio Product & Service Portfolio A A defined set of

performance targets
and guarantees, such
as

Cost

Quality - acceptable or
defined

Time constraints

o T

Volume
Process
Risk
Benefit

o Do Do Do I»
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consisting of:

Contract Portfolio Product & Service Portfolio A People with

People, Organisation & Skills A Skills

Experience

Knowledge
Training

To T To I

Qualifications or
certifications

A Structured into an
organisation

A Departments, teams,
management structure
etc.
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business processes which
Contract Portfolio Product & Service Portfolio e [=i[al3h

People, Organisation & Skills A How _the organization
functions

A Carrying out supporting
tasks and activities

Business Process Framework

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

A How we meet the
commitments to all
stakeholder groups
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are supported by:

Contract Portfolio Product & Service Portfolio A Tools

People, Organisation & Skills A App|iC8.tiOnS

A And other capabilities

and equipment
Business Process Framework

Enterprise Tools & Capabilities
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Contract Portfolio

Product & Service Portfolio A Data

A Information

People, Organisation & Skills
A Knowledge

Business Process Framework

Enterprise Tools & Capabilities
Enterprise Data Model
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ICT infrastructure which
Contract Portfolio Product & Service Portfolio may Include:

People, Organisation & Skills A Networks

A Servers

A Data Centres
Business Process Framework

A Storage

Enterprise Tools & Capabilities A Hardware

Information & Communications Technology
(ICT) infrastructure
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Contract Portfolio

Product & Service Portfolio A Service Providers

A Suppliers

People, Organisation & Skills
A Partners

A Utilities

A And other external

capabilities
Enterprise Tools & Capabilities P
Enterprise Data Model

Information & Communications Technology
(ICT) infrastructure

Business Process Framework

Suppliers/Partners
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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 awhole T not just IT

Charities/not-for-profit still deliver services & products to people (might not be about revenue/profit)

L ]
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Starting without understanding the true value & context

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

GAP: The journey from idea to business benefit

W h at are Revised Processes R—
th e Approval & Products 9 W
benefits _

Current focus is on
campletion of deliverables
rather than delivery of
f t h business benefits

Service

‘I &4 " 11;_"5
F fOPOSaI \
Development Project
phase Execution Project
phase Implementation Benefifs

phase Haresting
phase

Benefits
Benefits

:‘:Benefits

Benefits
Benefits
Benefits '
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organization, we need to

Contract Portfolio Product & Service Portfolio SRUIalel=1gsir=1ale k

A Which business
colleagues we support

People, Organisation & Skills

A And how we support

; them
Business Process Framework

A Who are our customers

Enterprise Tools & Capabilities A Could be internal or
external
A Who are the users

Information & Communications Technology A Could be different from
(ICT) infrastructure the customers and
business management

Suppliers/Partners A How we contribute to

business objectives
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may cover several
Contract Portfolio Product & Service Portfolio aspects:
People, Organisation & Skills

A How ICT enables our
business colleagues to
execute processes

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

Business Process Frame

Enterprise Tools & Capabilitie

; ICT Services to support
Enterprise Data Model 1 business process execution

Information & Communications Tecl
(ICT) infrastructure

Suppliers/Partners

BSMimpact Business eme pact Limited. All right o @ +44 (0)800 756 9998 @ www.bsmimpact.com




2]
BSM|mpact SERVICE PORTFOLIO T POSSIBLE INCLUSIONS

processes:
Contract Portfolio " uct & Service Portfolio i
_ A Which external
Feople. 2 Skills customers might directly

Interact with

2

Business Pr ramework

Enterprise Ti _apabilities

Enterpri | Model

Business Process Execution

Information & Com ations Technology [[2 Services - automation D
(ICT) ir icture

Suppli

BSMimpact Bus S . 2011 BS ct Limited. All rights reserved. @ +44 (0)800 756 9998 @ www.bsmimpact.com




BSMimpact

Customers/Users In some industries, the

end products and services
‘ortfolio Product & Service Portfolio

are indistinguishable from
R e organisation &skill entirely an ICT experience

the technology, or maybe

A Examples include:
A Online banking

Business Process Framework
A Phone services including

Enterprise Tools & Capabilities mobile internet and
voicemalil
Enterprise Data Model A Online shopping,

Including music

ation & Communications Technology
(ICT) infrastructure

Business Services or Products
(if applicable)

Suppliers/Partners
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Customers/Users Need to consider:

A Customers

A Users

A Other stakeholders

‘ortfolio " uct &Service Portfolio

& Skills

2 [,

Business Pr rame
R e e ]

Enterprise Ti _apabilitie

e — C D

: (i ICT Services to support A

Enterpri  Model r business process execution )
e N - v
f( . . \\

: ; Business Process Execution
ation & Com ations Tecl Services - automation
(ICT) i cture - )
(f . . \\
— Business Services or Products
(if applicable)

- -,
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BSMimpaCt EXAMPLE: ERNY-DROPPING MOMENTO

Business | Service | Management

k[ . [ . L[ ‘ L[ -
Infrastructt
|‘ ":Jggﬁgﬁgge \ |‘ User accounts \ |‘ Internet Access \ Synchronlsatlon |‘ Billing \ |‘ Support \

|‘ Retail Billing | Wholesale Billing
GPRS Exchange system System System
\,r( GPRS Database

TITIT\
jljl
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Management

Service Catalog: It Can Deliver More Value Than You Think
o s i R
[_ DEI'AILE_] | ASBK A QUESTION J | \I’ﬂTi RATE11-II5_J L EHARETHlSJ

VOTE

BACK TO VOTE LIST

Q Which services are covered in your service catalog?

A | 53%
Services supporting users and business processes (including user service
reguests)

13%

Services which are indistinguishable from the Products/Services your org
delivers to external customers

; 17%
Both of the above

None of the above

e R e = =Tas = T R e e e B

DURATION: 00:26:19/ 00:47:18
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WHAT VALUE CAN WE GET?

Value it could deliver;
why some get minimal value
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