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PROFILE
Graham has over 20 years of experience in Business Management and Information Technology covering many skill sets and industries. Graham leverages this experience and finds synergy within the practice of IT Service Management and holds certifications in ITIL® Expert and ITIL Service Manager. 
 
Graham embodies a wealth of experiences and perspectives gained on the front lines including:  

· Project Management

· Process Management and Design
· Technical and Operations Management
· Data Modeling and Data Warehousing
· Software and Database Development
· Business and Systems Analyst
· Training and Course Development
· Project and Process Management
These experiences come together in the delivery of service excellence. 
 
His projects and ongoing consulting assignments have ranged from initial adoption phases through ongoing service improvement cycles. Graham sets himself apart by interconnecting relational design skills with business process design, technology and people that allows organizations to meet their business and IT objectives.
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Document Management

Document Detail

< Add details necessary for document tracking and management at your organization >
Documentation Purpose

This document outlines the business requirements and IT arrangements for managing and delivering the IT Service contained within. This document identifies the scope of: 

· Expectations made by the Business Organization 

· Commitments made by the IT Organization

This document has been designed to follow the best practices of the Information Technology Infrastructure Library (ITIL®).

Document Maintenance

Red highlights in this document identify fields or titles requiring update with each new version. Once this document has been accepted operationally, identify all version modifications through MS Word “Track Changes” feature and provide a brief description for the update reasons in the Revision History table (below), and ensure sign off is obtained and documented (below).
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Service Catalog Owner

The Service Level Management process owns and manages the Service Catalog. Execution of the Service Catalog and making it available to End-Users and Customers is accomplished by the Service Desk function. 

Service Catalog Description

The Service Catalog is a portfolio of the IT Service Provider’s business that describes all Services offered or planned to be offered to all authorized Users and Customers. The Catalog is a critical element of the IT Service Provider’s business model that describes the value and capabilities IT brings to the overall Organization. Through a simple Service description and listing of relevant attributes, Customers and Users are empowered to make the most effective use of IT Services that support their business functions.

The Catalog promotes the sale and use of IT services by being easy to navigate and providing a single source of up to date descriptions for all Services. The Service Catalog is the top layer of the IT Services structure that is sourced from the Service Level Agreement for each Service.

Additionally, the Service Catalog should have the following attributes:
· It is written from the Customer perspective in easy to read business language

· It is presented in an easily accessed format (typically web-interface) utilizing a tree structure and key word search engine

· It describes what the IT Service offers, the arrangements to obtain the service and for support of the service

· It links IT Services to business units and business functions, while at the same time linking IT Services to IT teams and departments that both maintain and support those IT Services. 

Structure and Interface of the Service Catalog

The Service Catalog is Customer and User facing, and should be used to promote the IT Organization and IT Services offered. 

Service Catalog Structure

The following structure helps to achieve IT business optimization through the Service Catalog.

IT Organization Vision Statement

The prominence of the Service Catalog and its interface with the End User and Customer of the IT Organization provides a great opportunity to drive strategic alignment of the IT Organization with the overall Business Organization. A Vision statement is a short and concise statement that promotes this alignment. 

A Vision statement is a perfect-world view of the Organization that identifies its purpose and what makes it special. The statement contains positive key words that accurately promote the image of the IT Organization.

A helpful start point to creating vision statements is to consider the following statement:

· The role of IT is to deliver and manage IT Services that are aligned to business priorities and integrated with business operations, and to do so in an effective (quality and customer satisfaction) and efficient (time and cost) manner.

The Service Desk

The Service Desk is a critical IT Service itself, and should be positioned as one of the first Services identified and described in the Service Catalog. The Service Desk provides a Single Point Of Contact for all End User to request service for IT support or request fulfillment. As such, services provided by the Service Desk forms an element of every other IT Service in the Service Catalog.

Service Matrices

The usability of the Service Catalog is dependent on the ability to search and find information, especially that of finding the IT Service itself. Services are typically categorized and grouped according to combinations of:

· The Customers who request the Service (refer to Service Level Agreements)

· The Category of Service interface components (refer to Categorization Model)

· The Business Functions supported by the Service (refer to Service Level Agreements)

Service Catalog Interface

The Interface design and technology of the Service Catalog should be centered around and support the Service Desk as the Single Point of Contact for all End Users of IT Services, and for Operation of IT Services that Customers require in turn to support their Business Functions. Best practices for delivering the Service Catalog interface include:

· Present the Service Catalog through a web-based interface, accessible from all locations and for all Users and Customers.


· Identify the IT Organization and provide a brief description of purpose and vision.


· Organize the Service Catalog according to one or more Service Matrices that form a tree structure index of no more than 2 levels deep.


· Present the Service Desk as the first Service in all views of the Service Catalog due to the Single Point of Contact the Service Desk provides for all Services.


· Provide a single source for all forms necessary for requesting service from the Service Desk.

Service Catalog Content

The content of the Service Catalog is sourced from the Service Level Agreements that identify the IT Services and agreed details to be described in the Service Catalog. The Service Level Agreements also identify and describe the Forms necessary to be used to request service.

Refer to Service Level Agreements for information flagged for Service Catalog inclusion that describes each IT Service.
Service Relationships and Dependencies

The Service Catalog is composed of two views: the Business View and the Technical View. The Service Catalog Interface (discussed above) provides the Customer-facing and easy to navigate view of IT Services available for use by Customers and Users. The Technical View is an underlying view of the relationships and dependencies between IT Service Agreements and Contracts and specific components of hardware and software. This Technical View is essential to the IT organization to properly manage and deliver the IT Service according to the top-level Business View and commitments made in the Service Catalog.

Refer to Appendix D for a Sample Service Relationship And Dependency Matrix.

Appendix A: Terms and Definitions

	Role
	Description

	User
	The User is a person who uses the IT Service on a day-to-day basis. Users are distinct from Customers when used in IT Service and Process Management documentation. 


· Note: The term “Customer” is a common place business term in line with the concept of “Customer Service”. In day-to-day business operations, IT Users are “Customers”.

	Customer
	The Customer is the person or group who defines and agrees the Service and Service Level Requirements, and is sponsoring (or paying for) the IT Service.


· Note: The term “Customer” is a common place business term in line with the concept of “Customer Service”. In day-to-day business operations, IT Users are “Customers”.

· To avoid confusion between terms, it is common to refer to the “Business Customer” as a distinction from the “User Customer”.


Appendix B: Service Catalog Structure Example

The following Service Catalog example makes use of the Categorization Model. These categories should be specified in and determined from the underlying Service Level Agreement for the IT Service.

	Service Catalog Group
	ID
	IT Service
	Service Customers
	Business Functions
	Interface Component(s)
	Tier 2 Type
	Tier 1 Category

	Application Services
	1
	Corporate Functions Profile
	· Corporate


	· Functional Access
	· Active Directory
	· Server/ Backend Hardware
	Administration

	
	2
	Corporate Store Functions Profile
	· Stores


	· Functional Access
	· Active Directory
	· Server/ Backend Hardware
	Administration

	
	3
	Enterprise Resource Planning (ERP)
	· Corporate

· Stores
	· Accounting

· Product SKUs
	· Great Plains
	· User Application
	Workstation Software

	
	
	
	· 
	· 
	· Web Browser
	· Middleware
	

	
	
	
	· 
	· 
	· Internet Services
	· Communication
	

	
	4
	Customer Profile and Billing
	· Corporate

· Stores

· Stores

· Customer/Web

· Dealer

· Call Center

· IVR

· National/Regional Retailers
	· Customer Profile

· Customer Activations

· Customer Payments
	· CDRator System
	· User Application
	Workstation Software

	
	
	
	· 
	· 
	· Web Browser
	· Middleware
	

	
	
	
	· 
	· 
	· Internet Services
	· Communication
	

	
	5
	Payment Processing
	· Stores

· Customer/Web

· Dealer

· Call Center
	· Customer Account Payment
	· QPay System
	· User Application
	Workstation Software

	
	· 
	
	· 
	· 
	· Web Browser
	· Middleware
	

	
	· 
	
	· 
	· 
	· Internet Services
	· Communication
	


Appendix C: Service Relationship and Dependency Matrix Example

The following Service Relationship example provides a basic structure to define Dependencies between IT Services. All IT Services are identified, named, and provided IDs in the IT Services table (the Service Catalog). Customer-Facing IT Services are differentiated from internal IT Services by agreement types. Services with a Service Level Agreement (SLA) are customer-facing in the Service Catalog. Operational Level Agreements (OLAs) and Underpinning Contracts (UCs) are IT-facing and supporting of the SLA. This supporting arrangement to the SLA forms dependencies as the following example shows:

	ID
	IT Service
	D-ID
	Required IT Service (dependent on)
	Description

	1
	Corporate Functions Profile
	6
	Internal Access
	Corporate Functions service is customer-facing dependent on the Internal Access Service which is IT-facing.

	2
	Corporate Store Functions Profile
	7
	External Portal
	Store Functions service is customer-facing dependent on the External Portal Service which is IT-facing.

	3
	Enterprise Resource Planning (ERP)
	4

5

1

2
	Customer Profile and Billing

Payment Processing

Corporate Functions Profile

Corporate Store Functions Profile
	ERP service is customer-facing dependent on 4 related customer-facing Services.

	4
	Customer Profile and Billing
	1

2
	Corporate Functions Profile

Corporate Store Functions Profile
	Billing service is customer-facing and dependent on 2 related customer-facing Services.

	5
	Payment Processing
	1

2
	Corporate Functions Profile

Corporate Store Functions Profile
	Payment service is customer-facing and dependent on 2 related customer-facing Services.

	6
	Internal Access
	
	
	Internal Access service has no dependencies.

	7
	External Portal
	
	
	External Portal service has no dependencies.


Note: 

· Internal Access and External Portal services have no dependencies. Such services are typically underlying and enabling services which IT must be aware of, but are not typically Customer-Facing.

Appendix D: Service Catalog Interface Example

The following Service Catalog interface example is a high level view of a web-enabled Service Catalog. Service Catalog display and search options are based on Appendix B.
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ADDITIONAL IT SERVICE MANAGEMENT FROM THOUGHT ROCK
Thought Rock has brought LEARNING Innovation to the Global ITSM community.   Our team at the B Wyze Group of Companies – the people behind Thought Rock – has much more to offer.
GET THE HELP YOU NEED – ON DEMAND
New! >> On-Demand Virtual Consulting


 $60 per ½ hour

Move that ITSM project downfield today!

Break down consulting into granular prescriptive guidance, utilizing our Video-to- Video Live Virtual Meeting Rooms.  Get practical, prescriptive how-

to advice as you need it.  This is a bold new approach to consulting help.   Book 1 hour or more and experience a live video feed.  So no matter where you are, you have just-in-time, just enough access to our top experts.

Give it a try!  
On-Demand Expertise includes:

· ITSM implementations

· Help Desk 

· Strategy for the IT Executive

· Implementing and Managing Virtual IT Staff

Contact us at: info@thoughtrock.net or 1-877-581-3942 to learn more. 

RESOURCES ON-DEMAND
Help Desk Virtual Resources




Call for Quote
Augment your team with overflow support from our world-class virtual team.
Innovative staffing strategies with on-shore people at offshore rates!

ITSM On-site or Virtual Resources




Call for Quote
Augment your team with our resource pool of ITSM experts.  Nice folks who know their stuff!

WORLD CLASS INNOVATION IN ITSM 

ITIL Accredited Bundle





Call for Quote

Cut your costs, empower your team. This is the MOST innovative ITIL training bundle for enterprise ITIL training.

· Become your own ATA (Authorized Training Associate) – we can help you register and SAVE you a bundle on your ITIL training.

· ITIL V3 Foundations

· ITIL V3 Service Transition

· ITIL V3 Service Operations

· Instructor/Student Guides, 

· ITIL V3 Foundations Online

· ITIL V3 Lite, 

· Thought Rock Membership 

· Study notes, collaboration, exam samples

Innovative eLearning Solutions



$50 per screen

Communicate your systems and process changes rapidly and interactively with Shift – disruptive eLearning – you can have interactive courses built in hours, not weeks.    

CLICK HERE FOR SAMPLES >>
HOW DO YOU FIND OUT MORE?

To find out more, contact one of our incredible Client Solutions Specialists.
Contact us at: info@thoughtrock.net or (888) 418-4230 to learn more. 
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