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Definition of a Service Catalog?

“ Service Level Management will document the 
services provided to the Customers, detailing the 
key features of those services, preferably within 
the CMDB (configuration management data 
base). This catalog will form the basis for an 
understanding of all the services offered, their 
components, features, charges, etc.”

Source: IT Service Management Pocket Guide Version 2, iTSMF, © 2001
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Definition of a Service

A described set of facilities, IT and non-IT, 
sustained by the IT Service provider that:

� Fulfills one or more needs of the customer

� Supports the customer’s business objectives

� Is perceived by the customer as an coherent 
whole

Source: Pink Elephant
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Interpretation

� It’s a Portfolio of IT services offered to your LOB’s and 
employees

� It enables IT to see what customers use what services and 
how often

� It can be used as a mechanism to control costs and quality 
of services

� Is a document (printed or on intranet/internet) produced by 
the IT department for the information of it’s Customers and 
Users. It provides a brief overview, in business terms, of all 
the business and infrastructure services offered by the IT 
provider and may include service charges. This information 
together with more detailed technical knowledge will be 
maintained for internal use.

Definition taken from “A Dictionary of IT Service Management Terms, Acronyms and Abbreviations” © itSMF, 2001



© 2007 LaBounty & Associates, Inc.  www.labountyassociates.com

Why Now?

� Need for Business & IT Alignment

� Forces IT to document services being delivered 

� Provides vehicle for determining which services are 
repeatable and therefore candidates for standardization

� IT organizations are gathering information on costs and 
levels of service they are providing
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IT Service Portfolio Management

� IT Service Portfolio Management is the holistic approach to 
managing the products and services that IT offers to their 
customers and end users

� Recently the industry has started to distinguish between a 
IT Service Portfolio and an IT Service Catalog
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IT Service Portfolio Management 
vs. Service Catalog

� A Service Portfolio should broadly describe the categories of 
IT Services that you offer and the advantages that these 
services bring to the businesses that IT supports. The 
Service Portfolio is typically marketed to the Business 
Leaders.

� A Service Catalog is typically more transaction oriented and 
focuses on the service requests that are related to the 
service categories described in the IT Service Portfolio. The 
service catalog is typically marketed to the end users of the 
IT Services.
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The importance of the Service 
Catalog in the IT Enterprise

� Changes the traditional way IT thinks about their 
customers:

� Helps IT move from task base orientation to customer 
focus

� Helps IT service providers relate to delivery of service 
from customers’ perspective

� Focuses to Outside in/ not inside out

� Enables IT Governance
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The Benefits of a Service Catalog

� Forces IT to answer key questions:

� What service's do we actually provide?

� What is a service?

� Identifies customers of services and begins to establish 
alignment between what customers want and what IT 
provides.

� Established boundaries on the responsibilities of the IT 
Enterprise.
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The Benefits of a Service Catalog

� Valuable in doing business focused impact assessments 
for continuity and availability planning.

� Establishes the basis for formal SLAs with customers
� Allows internal IT and LOB’s to compare internal IT 
services with those of external service providers

� Provides a complete food chain association between 
infrastructure events and the impact to the actual end 
service.

� Better allocation of IT Resources
� Improved cycle time for FF of services
� Significant improvements in Customer Satisfaction
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How a Service Catalog interfaces 
with SLM

� Service Catalog is your menu, drives
� Service Definition

� Incident classification in SMS
� Incident/problem management processes

� Service Level Management
� Incident routing between Level 1/2/3 

groups
� Foundation for internal OLAs

� Defines ownership internally and 
accountability

� Foundation for customer facing SLAs
� Defines what customers use what services 
and their responsibility

� Provides Root cause analysis
� Assists in the continuous improvement effort
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Common Pitfalls in 
Building a Service Catalog

� No senior management 
commitment

� IT defines their service catalogs 
as task not service

� Lack of planned integration with 
other processes (Change, 
Incident, Project Management, 
etc.)

� Unrealistic timelines

� Little of no funding

� Confuse with SMS categorization

� LOB’s not included in discussions
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Where to Begin?

� Key questions:
� Facilitate communication within IT and with IT's
customers? 

� Manage the expectations of the client regarding the 
service they are buying? 

� Allow clients to create customized service portfolios? 
� Help IT translate service offerings into supporting 
product and infrastructure requirements? 

� Provide a basis for business impact analysis? 
� Serve as a key component of an IT Portfolio 
Management & Governance strategy?
(M. CcGaughey)
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Definition of 
Actionable Information

“Actionable information is information that 
can be acted upon, something that leads to 
action, something that makes things happen, 
starts a chain of action and reaction.”

Quoted from a report by the Joint Inquiry into Intelligence Community Activities Before and After the Terrorist Attacks of September 11, 2001 (9/11 Report)
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Key Elements for an 
Actionable Service Catalog

� A Service Catalog cannot be a technical list of what the IT organization 
thinks it does.  

� A Service Catalog must be:
� easy-to-use 
� easy-to-understand
� written in a language and context that is familiar to your end users and 

business unit leaders
� should be transactional in nature 

� An effective Service Catalog can provide the vehicle to:
� provide effective SLM management reporting 
� provide continuous improvement information
� manage customer demand
� map fulfillment processes for each service
� track your service levels
� managing billing, if so desired
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Recommendations for Building an 
Actionable Service Catalog

� Don’t boil the ocean

� Start with a concise list of well understood services

� Be Realistic

� Building actionable services can be an extensive 
undertaking. Know what you are capable of doing in 
the time you have available.

� Don’t reinvent the wheel

� There are a lot of companies that are beginning to 
build service catalogs, network and learn from others.
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Results and Lessons Learned 

� Change takes time
� A big part of the effort is marketing the catalog to the IT teams. They 
need to understand the value of what you are doing.

� Think Outside In
� Always build the services from the perspective of the customer. It can 
be very difficult to get IT teams to separate the tasks they perform on 
a daily basis from the “Services” the customers use. 

� Talk is cheap!
� You can not spend enough time talking to IT teams and Business 
leaders about the benefits of the service catalog and what an 
actionable IT Catalog can bring in terms of both hard and soft dollar 
savings.
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Maturity Levels of an
Actionable Service Catalog

� Level 0 
� Information Only (Excel, Static Web Pages)

� Level 1 
� Links to some sort of fulfillment mechanism (Website, 
email form, etc.)

� Level 2 
� Some Degree of Workflow Automation (Online Web 
form, Remedy Web entry)

� Level 3 
� One Form, One Click - "Auto-Magic“ (Fully automated 
workflow that is tailored to each unique service)
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Sample Service Catalogs -Level 0
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Sample Service Catalog –Level 1
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Sample Service Catalog –Level 1+
(cont.)
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Sample Service Catalog –Level 2
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Sample Service Catalog –Level 3
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Real World Example
Outside In View (LOB) Inside Out View (IT)
New Employee Request Set up employee in HRIS/PR/Benefits

Obtain Office Space
Obtain Office Furniture
Procure a telephone
Obtain access to phone system/VM
Obtain approval to purchase PC
Procure the PC
Receipt & unpack PC
Image the PC
Install the PC
Configure the desktop devices
Connect to Network
Set up Security & Passwords
Set up access to a Printer
Set up email account
Set up access to all business applications needed
Obtain approval to purchase PDA
Procure a PDA
Receipt & Unpack PDA
Connect to Desktop
Procure a Cell Phone
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Real World Example

New Associate’s 
First Day Hiring Manager

Common
Service 

Request/Delivery
Process

PC Services

Telephony
Services

Authentication
Services

Blackberry/Cell
Services

Office 
Services

OFFER ACCEPTANCE

?
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A Call for IT Transformation

Today’s IT Organizations Tomorrow’s IT Organizations

Focused on Technology Focused on the Customer

Firefighting Mode Demand-Driven

Organizational “Stovepipes” End-to-End Process

Unknown Costs Financial Transparency

Technical Metrics Business Value
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Industry References

� LaBounty & Associates, Inc. – www.labountyassociates.com

� Help Desk Institute - www.helpdeskinst.com

� Open Source Service Catalog Community (OSCC) 
http://www.servicecatalogs.com

� Support Industry News - www.supportindustry.com 

� Real Market Research - www.realmarket.com

� Call Center Magazine-www.callcentermagazine.com
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