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Introduction

Introduction

Faced with continued cost pressures, as well as growing business unit demand for
new services and higher service levels, the IT organizations of most Global 2000
corporations are embarking on a fundamental transformation. CIOs and other 
IT executives must align their services with the needs of the business, improve 
internal customer satisfaction, and deploy standardized processes to achieve
greater operational efficiency.

This need to do more, at a higher level of quality – with fewer resources – is 
driving many IT organizations to implement process methodologies such as the
ITIL® (IT Infrastructure Library) framework. As a foundation for defining services 
and communicating with the business, the Service Catalog represents an essential 
element for ITIL or any process-based IT transformation initiative. The Service
Catalog offers a way to define and publish available services, standardize service
fulfillment processes, establish achievable service levels, determine the associated
costs, and manage performance. 

By focusing on standardization and process automation, IT leaders can drive
down costs while still achieving a high level of service. Service Catalogs can 
provide the means to:

• Define IT services and service level agreements (SLAs) that align with 
business needs.

• Manage service ordering processes and adapt to customer demand.

• Ensure efficient service delivery by automating fulfillment and monitoring 
service quality.

• Communicate the value that those services represent to the business.

Creating a Service Catalog that Matters

The Service Catalog is a critical first step in ensuring that IT services align with 
the business unit’s needs. By establishing a standard set of service offerings, 
with associated service levels and costs – and then publishing that information 
to the internal customers of IT – the IT organization can leverage market forces 
to manage demand for services. IT can become more demand-driven, based on
informed customer requests for pre-defined service offerings, and thus improve
alignment.

The Service Catalog should be created with an unwavering focus on internal 
customer needs. A customer-focused IT strategy provides the basis for a balanced,
business level discussion on trade-offs regarding the cost of service and the quality
of service. The result is an ongoing conversation between the customer and the
service provider that delivers greater value to both sides, ensuring higher customer
satisfaction and superior SLA compliance. Customer demand then drives actions
and choices and thereby produces alignment.

Once in place, a Service Catalog can also enable changes internal to the IT 
organization that will both reduce operational costs and improve service quality.
The ability to accurately measure the value and performance of service delivery
enables IT to adapt to changing business conditions and apply resources –
whether internal or external to the company – in the most optimal way.

“ Although less than 15
percent of IT organiza-
tions currently have 
a product/service 
catalog, more than 70 
percent will by 2008 ” 

– dan vogel, 
senior vice president,
meta group, 
“building a more 
complete it product
catalog: integrating
operational, 
infrastructure, and
other it services”

“Though still relatively
rare, internal IT catalogs
that list services and
products available to
the enterprise are 
perhaps the best 
vehicle for achieving
cost transparency and
reinforcing IT as a 
business within a 
business.”

– cio magazine,
“how to run it 
like a business”
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Avoiding Common PItfalls

The ITIL framework advocates that IT organizations begin their process improvement
initiatives by creating a Service Catalog to define and describe standard services
offerings. Many IT groups produce a Service Catalog as part of their ITIL Service
Level Management deployment. Others see the opportunity to leverage the
Service Catalog as the focal point for communication between IT and the business,
as prescribed in the most recent ITIL Business Perspective publication from the
Office of Government Commerce.  

Wherever you are in your ITIL initiative, the Service Catalog can serve as a 
cornerstone for success: an actionable, customer-focused Service Catalog can
make the difference between a tactical and a strategic implementation of ITIL.
However, ITIL doesn’t provide concrete recommendations on how to build a
Service Catalog. Too often, we see IT organizations invest thousands of hours 
to create hundreds of documents in an effort to develop a Service Catalog that 
no customer will ever read or act upon. 

It is important to recognize that the business unit customers of IT don't want to
review detailed catalogs in “IT-speak.” This challenge is compounded by the fact
that most Service Catalog templates are rooted in the IT community's technical
roots. The common tendency is to focus on the underlying technical infrastructure
and support activities performed by IT, but not on how the service will be inter-
preted and acted upon by its customers.

The technical details of a service may matter to IT – and perhaps they should matter
to the customers of IT – but the simple fact is that the employees and executives
in the business units won't understand the service unless the description is written
in terms they can understand. The customers of IT are too busy to be bothered
about whether the e-mail system's SLA is 99.999% or 99.98% up time, or whether
the help desk average call wait time is 30 seconds or 60 seconds. They just want
e-mail to work and someone to answer the phone when they call.

These types of technical Service Catalog documents never achieve the expected
results because they never connect with the customer and their business concerns.
They may provide extensive and exhaustive service documentation, yet they fail
to articulate those services in a way that is meaningful to the business. Ultimately,
the majority of these static Service Catalog documents are rarely seen or read by
the end user and business unit community – and thus have little to no impact.

IT then continues to do what it has always been doing, and the customers of IT
continue to complain that IT is too costly and not responsive to their concerns. In
fact, a national survey revealed that 43 percent of employees are dissatisfied with
the quality and responsiveness of IT service delivery.

Getting Started

To be effective, the Service Catalog must actionable: it must be relevant to the
customer, written in a way that can be understood by any end user or business 
unit executive, easily accessible from a Web browser, and flexible to accommodate
changes to the business. In order to build an actionable Service Catalog, we 
recommend that IT organizations follow three simple guidelines.

Avoiding Common Pitfalls

“ Service catalogs are 
the cornerstone of 
service delivery and
automation, and the
starting point for any
company interested in
saving money and
improving relationships
with the business.”  

– julie giera, 
vice president 
and research fellow,
forrester research,
inc., “service 
catalogs: the heart
of service delivery
management”
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Define and Communicate Services 
First, an effective Service Catalog must contain services in terms that are familiar
and can be easily understood by the customer. Said another way, a Service
Catalog cannot be simply a list of what the IT organization thinks it does.  

The most common mistake IT organizations make is to articulate their services
from an IT perspective. Instead, the services contained in a customer-friendly
Service Catalog must be written in non-technical terminology and address an
immediate concern or need of the customer. If possible, each service should tie 
to a desired business goal or outcome. For example, customers of IT may want 
to increase the size limit on their e-mail inbox or create a new distribution list.
But they don't necessarily care about the technical specifics of the e-mail system
or the number of e-mail servers that IT needs to satisfy these and other demands.  

Successful Service Catalogs are defined from the customer in, rather than from the
infrastructure out. When endeavoring to create a Service Catalog that speaks in a
language familiar to your customer, turn for guidance to real-life catalogs that your
customers use every day. Your internal customers include the employees, business
unit executives, and even other IT managers throughout the company. They are all
consumers, and in today's world, they are intimately familiar with the online sites
of companies like Amazon.com, Dell, and eBay. These familiar Web sites process
thousands of transactions every day from your internal customers – this is the type
of catalog that your customers expect to interact with and use from their IT service
providers. 

To be rapidly adopted and continuously used, your catalog must look like these
online consumer catalogs, with easy-to-understand descriptions and an intuitive
store-front interface for browsing available service offerings. Effective Service
Catalogs should also segment the customers they serve – whether end users, 
business unit executives, or other IT managers – and provide different content
based on role and needs. In substance, they should contain the elements listed
below – all of which your customers have come to expect and demand from their
other catalog-based providers.

Table 1: Essential Catalog Elements for Service Definition & Communication

Appropriate expectations

Service level commitments

Efficient searching

Streamlined ordering

Complete orders

Correct orders

Real-time status

Service names, descriptions

Pricing, SLA metrics

Categories, keywords, icons

Auto-fill forms

Service-specific forms

Field-level instructions

Status e-mail templates

Key Objectives Catalog Elements

Getting Started

“ If services are not
expressed in business
terms then it will be 
all but impossible to
deliver, and certainly 
to measure, them in 
a way that, above all,
supports the business
needs.” 

– office of government
commerce, “business
perspective: the is
view on delivering
services to the 
business”



Deploy Standard Service Delivery Processes 
Second, the Service Catalog should be transactional in nature. A consumer 
viewing an online catalog at Dell.com or Amazon.com assumes that if she sees
something she wants in the catalog that she can order it. The same must hold 
true for a Service Catalog from IT. If the Service Catalog does not also provide 
the means by which services are requested and fulfilled, then it will not be used
or viewed.

For the most part, your customers do not want to think about IT or even meet with
IT relationship managers to review detailed Service Catalogs. IT matters to your
end users when something is broken or when they need to request something. IT
matters to your business unit customers when they are building their budgets or
when they receive your bill. It is at these moments when your Service Catalog
needs to available and actionable.  

To be effective, your Service Catalog must be the means by which you offer your
services and transact business – readily accessible at the moment your customers
want to transact business – or it simply won't be read or used. Successful Service
Catalogs support service ordering, with an electronic shopping cart approach to
submitting service requests and tracking services online. They should serve as 
the vehicle for service consumption and billing. This means that you must tie your
published service offerings to your service delivery operations, with a 
Service Catalog that contains the elements listed in the table below.

Table 2: Essential Catalog Elements for Service Delivery Operations

Implement Service Performance Management 
Finally, an actionable Service Catalog can serve as the system of record for data
that you need to run your IT service organization like a business within a business.
The Service Catalog can provide the vehicle to manage customer demand, map
fulfillment processes for each service, track your service levels, drive process 
efficiencies, govern vendor performance, and determine your costs. No service-
oriented business can run effectively without such operational and financial data
readily and easily available.

Organizational design

Governance

Consistancy

Quality

Efficiency and speed

Automation

Appropriate expectations

Continuous improvement

Control

Service teams, work queues

Standard authorizations

Standard delivery plans

Checklists

Intelligent workflows

Task-level APIs

Service level standards

Operating level standards

Alerts and escalations

Key Objectives Catalog Elements
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Getting Started

“ By 2006, business 
customers should
require their IT groups
to deliver IT service 
catalogs that incorporate
brief and non-technical
definitions, and facilitate
product and underlying
service use (e.g., auto-
mated workflow for
service requests and
manager authorization).”

– Dan Vogel, Senior
Vice President, 
Meta Group,
“Building a More
Complete IT Product
Catalog: Integrating
Operational,
Infrastructure, and
Other IT Services”
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The good news is that if your catalog markets your services well, and is 
transactional in nature, then the elements listed in the table below will be 
natural extensions. The data to manage performance, increase service quality,
track costs, and ensure continuous process improvement will be maintained
through the actionable Service Catalog.

Table 3: Essential Catalog Elements for Service Performance Management

Foundation for Success

IT executives at leading Global 2000 companies are providing their internal 
customers with interactive, transactional Service Catalogs – enabling these 
customers to order business-relevant services online, with electronic request forms
connected to automated processes for service delivery. Similar to the Amazon.com
model, this same interface can provide a mechanism for communicating the
expected service levels and costs, including online updates on service request
authorizations and fulfillment status.

In short, these industry leaders are creating an actionable Service Catalog that:

• Defines services in the language that your customers will understand 

• Is the place where a service order can be placed

• Provides performance management data for IT services

Table 4: Benefits of an Actionable Service Catalog

Ensure enforceable standards

Identity cost drivers

Create a communication vehicle

Standard delivery processes

Governance

Demand planning

Demand driven alignment

One-stop shopping

Price comparison

Service selection support

Reliable delivery commitments

Spend control

Budget transparency

Business value

IT Benefits Business Benefits

Demand management

Cost management

Billing management

Resource management

“Smart” work routing

Management visibility

Compliance

Vendor management

Published prices

Activity based costing

Billing dictionaries

Utilization benchmarking

Routing algorithms

Dashboards, drill-down analytics

Audit and compliance reports

Vendor performance reports

Key Objectives Catalog Elements

Getting Started

“ Each service will rely on
one or more fulfillment
processes. By knowing
which processes map 
to which services, and
by measuring the 
outcomes of those
processes, IT can 
explicitly identify what
drives service perform-
ance and develop key,
perhaps even real-time
indicators of service
degradation. 

This positions the IT
organization to positively
affect service outcomes
in a proactive, targeted
manner. Based on the
outcome results, 
some processes will 
be selected for further
analysis to find breaks,
bottlenecks or other
variables adversely
affecting their 
outcomes.” 

– colleen young, 
vice president 
and distinguished
analyst, 
“it performance 
management helps
service delivery”



With the Service Catalog in place, IT organizations can begin to truly operate as 
a business. IT has a powerful tool for managing costs, marketing the value of 
IT, and producing true business/IT alignment. Services that are not frequently
requested by customers can be discontinued. Delivery processes for high volume
services can be optimized. Statistics provide greater visibility to control costs and
respond to customer demand. And this same data can help drive infrastructure
requirements and support broader budgeting conversations. 

The newScale Approach

newScale is the leader in Service Delivery Management (SDM) software solutions
for the Global 2000, with more than 500,000 end users in production worldwide.
newScale provides packaged application software, service catalog content, and
deployment solutions that help IT organizations improve operating efficiencies;
articulate, track, and defend IT's value proposition; align IT with the demands 
of its customers; and provide financial and operational visibility.

newScale ServiceCatalogs™ enable IT organizations to rapidly deploy an action-
able Service Catalog, by leveraging best practice catalog structure and pre-built
services designed by industry thought leaders and deployed in production at
Global 2000 corporations. These pre-built services can be easily configured 
“out-of-the-box” to reflect your company’s unique service offerings, entitlements,
processes, prices, and service levels.  

newScale ServiceCatalogs provide more than 1,000 pre-built services, each with
service-specific:

• Descriptions written in terms familiar and easily understood by the requestor

• Interactive forms with pricing and categorization

• Components, prerequisites, recommended accessories

• Authorization, escalation, and notification policies

• Service delivery team organizational structures

• Delivery processes for optimal quality, speed, efficiency

• Internal and external cost structures and pricing

• Service level and operating level standards

• Integrated reporting and analytics to monitor performance

newScale RequestCenter® is an end-to-end Service Delivery Management software
solution that allows IT organizations to:

• Define, catalog, and promote IT services and SLAs aligned with business needs,
to ensure services are relevant.

• Provide a web-based, self-service interface for internal customers to order 
services and monitor delivery status. The simple, no-training-required order
process makes IT more accessible and helps IT quickly respond to customer
demand.

• Ensure service level compliance and improved service quality through 
standardization and process automation across all IT services.
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The newScale Approach

“We believe newScale
has one of the most
suitable offerings in 
the service automation/
SDM markets because
the tool is designed
specifically for man-
agement of complex, 
interdependent service
requests and tasks 
and, perhaps more
importantly, the tool 
is catalog-based.  

The system,
RequestCenter, was 
created with SDM in
mind, and therefore
is quite robust with 
features and functions
that are specifically
geared toward the
needs of a service 
delivery organization.”  

– julie giera, 
vice president and
research fellow,
forester research,
“service catalogs:
the heart of 
service delivery 
management”



• Control costs and achieve operational efficiencies. newScale customers typically
see a 30% decrease in service delivery costs (ranging from $2 million to $20
million per year), as well as a 50% reduction in the time to deliver IT services.

• Communicate the value that IT represents to the business, transform IT to a
consumption-based model with full cost visibility, and enable continuous
process improvement. 

By deploying newScale ServiceCatalogs together with newScale RequestCenter, 
IT organizations can begin to truly operate as a business. CIOs and other IT 
executives can standardize and automate their service delivery operations to
achieve greater efficiency, increase internal customer satisfaction, and achieve 
IT-business alignment.
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The newScale Approach
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1850 Gateway Drive
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European Operations
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5 Kew Road
Richmond
Surrey TW9 2PR
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+44 208.334.8077
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For specific questions, please send your E-mail request to the appropriate 
address below:

General Information: informationrequest@newscale.com
Sales Information: sales@newscale.com
Press and Analysts Information: press@newscale.com

© 2005 newScale Inc. All rights reserved. All newScale brand and product names are trademarks or registered trademarks of newScale Inc. in the U.S. and other
countries. All other products or company names mentioned are used for identification purposes only, and may be trademarks of their respective owners. 


