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Business

Customer

Manage IT Budgets & Costs,
Track Service Quality

Emails

L o E5 i :
End User
On-Board a New Employee, Help Desk Calls

Request System Access,
Change a Report...

Applications

Projects

Enhancements

i/

Hosting

Infrastructure

Server

Storage

Network

Other

Workplace

Desktop

Access

Telecom
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% of Executives Agreeing that "Our investments
in IT are delivering business value”

“"What does IT do? Does
IT do it cost effectively?”

80%-

70%7

60%-

"“"Can we move IT from a
fixed allocation to a

variable cost, consumption 407
based model?”

50%-

30%-

20%-
“"How does IT compare to { 1
outsourcing alternatives?” ' 10%-

A ———

0%

Finance Marketing Strategic Sales
Planning

Source: IBM and Gartner Survey of 456 CEOs "Find Out What
Senior Executives Really Think of You”, June 2004
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% of National Survey Respondents
Unhappy with Internal Services

50%'/

“"Why does it take so long to
fulfill a simple service request?

“"Move request forms (office,
phone, PC, network) typically
take between 25 minutes and
45 minutes to fill out.”

m

“"Usually it takes an employee
about 10 minutes just to find

the proper form.” Employee " IT & Network
Moves Services

Source: TNS National Omnibus Survey,
September 2003
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° SRR
« To provide and maintain a single source of consistent
information on all operational services and those being
prepared to be run operationally, and to ensure that it is
widely available to those who are authorized to access it.

(REHEYERFSFIHNEE  AHEPBEREEANAREEIE. )

° =N

- REZBR (Service Catalogue)

- EREFHKRS (Customer-facing services)

- X#EMRS (Supporting services)
o Wie

- RFERPHUBRSNIZREBLFE ?

- RFERPHRSUME D ERE ?

- HIEERFSERNEBRIZANEATF?

- BRBSBZR(SC) SRFEAMDPIN (SLA) IXREEHA?




BR%E B A1) (SCView type) P iz

Business
process 3

Business
process 2

Business
process 1

Business/customer
service catalogue view

Service 1 Service 2 Service 3 Service 4 Service 5 Service 6

Technical/supporting service catalogue view

Links to related
information

Key - = Customer-facing services D = Supporting services
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Wholesale service catalogue view

Wholesale Wholesale Retail Retail
customer 1 customer 2 customer 1 customer 2




RE EREEES (Activities of SCM) ® iEEa

® FERAT

Agreeing and documenting a service definition and description for each service with all
relevant parties (BT A XKEBITBIARS E )

Interfacing with service portfolio management to agree the contents of the service portfolio and
service catalogue GZiI 5RFHEHIIZED)

Producing and maintaining an accurate service catalogue and its contents, in conjunction with
the overall service portfolio (£KREZBF)

Interfacing with the business and ITSCM on the dependencies of business units and their
business processes with the customer-facing IT services contained within the service
catalogue (5MS5ERIIFAITARSS EL I EIRER I IR ITHE B E P BIARSS)

Interfacing with support teams, suppliers and service asset and configuration management on
interfaces and dependencies between IT services and the supporting services, components
and Cls contained within the service catalogue (538 HRITZ RS

Interfacing with business relationship management and SLM to ensure that the information is
aligned to the business and business process. (5% xR ERMREZ RN EBRBIRRZER

FElFFRSIFRIE)
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Stepl : REAF. RSBEESFMNE
Step2 : MR ITIRSREES SAFZENEORE , ohk "IRSE
Step3 : EEHIAZINARSS

Step4 : (LILARSSBER , DiTPoSEEdE |, WEKREEE | TCalSFINaRATIE),

IRERRTE], SEIO4MIERT B
Step5 : MRS EHR | FERlRSS BRI
Step6 : FRtRHESLA/OLA/UC
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BIREHE TR ?
Did we answer your confusion ?

Any other questlons?

BAIRHERESRBE ?
Did you get our ideas?

Thank You

EAERRIA] ?

How to Contact us?

fanzhonglin@northuniverse.com
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