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Abstract

Information Technology Service Management (ITSM) is an integrated IT service
management framework that covers from the IT daily operation management to the IT service
strategy consideration. Information Technology Infrastructure Library (ITIL) is a best
practice of implementing ITSM. ISO/IEC 20000 which is based on ITIL is the international
standard for IT Service management. Therefore it will bring changes to the organization while
implementing ITSM standards.

Service catalogue, as defined in Information Technology Infrastructure Library Service
Design, is a database or documents of services which an organization provides to its
employees or customers. Service Level Management, the core of ITSM, is developed based
on the Service Catalogue. There has not yet been a systematic method of establishing a
service catalogue for the existing IT service neither in ITIL nor in 1ISO 20000 Standard.

The main purpose of this paper is to provide a systematic and structured approach to
establish a service catalogue for implementing ITSM or preparing the ISO/IEC 20000
certification.

The result of this research is the systematic and structured approach. Some suggestions
of Service Catalogue Management principles are also proved to be workable by a case study
of a large-scale research institute which has been certified successfully. A clear and
complete service catalogue also helps the institute to implement ITSM and solve some events
quickly.

Keyword: Information Technology Infrastructure Library , ITIL, Service Catalogue,
Information Technology Service Management, ITSM
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Where do we want to be?

Vision & Business
Objectives

Where are we now?

Assessments

How do we get where we want
to be?

processes improvement

Skill developing &

or re-engineering

How do we know we have
arrived?

Metrics & measurements

How do we maintain the quality
of service management?

Im

Continuous Service
provement Tracking &
Excution
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# 4.3 1§ 1S0 20000 = 78 2. #* [¥](scope) & 12

PR | HEHREER 5 77 4 IF)

- #* | Exsior Data & Information | The Service Management System that supports the provision of
Technology information security monitoring, management and analysis for IT critical
i@ pEp ot 3/26/2008 facilities and devices at Legislative Yuan Xindian backup site in

accordance with the Service Catalogue.

- # | Exsior Data & Information | The IT Service Management System covering all service items for
Technology, Inc. Service legislative Yuan including operation and maintenance services to all
Management Center at users and deptartments via Service Management Center in accordance
Legislative Yuan with the latest Service Catalogue
WiEp ot 3/26/2009

- # | Industrial Technology IT Service Management System covers the provision of all internal IT
Research Institute Services include the 18899 Help Desk for all employees via the
i i p ¥t 5/9/2008 Information Service Center (ISC) in accordance with the latest Service

Catalogue.

-~ # | KPMG Advisory Services | The IT Service management system that supports the provision of IT
Co Ltd. advisory services by IT Advisory team in accordance with the service
WiEp Pt 1/24/2008 catalogue version 1.0.

% % | Yell Limited (UK) The IT Service Management System that covers the provision of IT
iWiEpEpor 2/7/2008 Services to Yell users within Yell Limited in the UK. This is in

accordance with the Yell Limited Service Catalogue and includes all IT
service management processes and the management control of those
interfaces that support them

# R | Isle of Man Government The IT Service Management System that supports the provision of to Isle
i iE p g o 8/8/2008 of Man Government departments, of managed IT Services denoted as

'1SO20000" in the Service catalogue.

# ] | Oxford University Press The IT Service Management System for application and infrastructure
Group IT Services services supporting the activities of the Oxford University Press
iWiEp g oc 12/24/2008 according to the Service Catalogue of OUP Group IT Services delivered

from sites in Oxford and Corby

# F | BAESYSTEMS The Logistics and Information Services (L&IS) IT Service Management
(Operations) Ltd Logistics | System that supports the provision of L&IS Through Life Delivery
& Information Services Services to BAE Systems Businesses within the technical and
i iE Pt 1/28/2010 organisational boundaries of the L&IS e-Capability Service Catalogue

4 ® | BadenlT GmbH The IT Service Management System that supports the provision of the IT
i iE p#p t 4/20/2007 services of badenlT GmbH according to the service catalogue

4 ® | European Central Bank The Service Management processes used to support the provision of the
i iE p#p o 10/22/2008 services contained within the service catalogue of the IT Operation &

Support Division of the European Central Bank.

R | BT (Germany) GmbH & The Service Management processes used to support the provision of the
Co. OHG service contained within the Service Catalogue of the IT Operations
i iE P : 5/10/2008 unit.

W ® | FIDUCIAIT AG The IT-Service Management System that supports the provision of
i@ pE ot 12/5/2008 IT-Services for Information Technology Service Provider for

Cooperatives and Banks according to service catalogue for internal and
external customers

4 ® | Union IT-Services GmbH | The IT Service Management system that provides the processes for the
Wi pE ot 12/21/2009 provision of IT Services according to the service catalogue of Union

IT-Services GmbH for internal customers of the Union Investment
Group

4 ® | Honigsberg & Duvel The IT Service Management system the provides the processes for the
Datentechnik GmbH supply of IT Services based on a service catalogue for internal and
Wi p Pt 12/21/2009 external customers

B | VHV Insurance Services The IT Service Management system that supports the provision of the IT

GmbH
i iE p #p ¢ 11/9/2009

services of VHV insurance services GmbH according to the service
catalogue.
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