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AGENDA

e Who am I?

 What do you mean by Actionable Service

Catalog?

 Qualcomm Case Study and Journey to an

Actionable Service Catalog
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WHO AM 17

e Customer Success Manager at ServiceNow

—CSM'’s ensure the long-term success of their
customers. We field the customer’s tactical
guestions, provide strategic guidance and are the
voice of the customer internally.

* Previous lives
—IT Manager
—Business Intelligence and Reporting Developer
—Business Process Analyst
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WHAT IS A SERVICE CATALOG?

The Wikipedia answer:

A service catalog (or catalogue), as defined in Information
Technology Infrastructure Library Service Design, is a list of
services that an organization provides, often to its employees or
customers. Each service within the catalog typically includes:

— A description of the service

— Timeframes or service level agreement for fulfilling the service
—Who is entitled to request/view the service

— Costs (if any)

— How to fulfill the service
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THE SERVICE CATALOG

It looks something like this:
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WHAT IS AN ACTIONABLE SERVICE
CATALOG?

* The Actionable Service Catalog is
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CASE STUDY
QUALCOMM Inc. is:

*Over $11B annual revenue company

* Multi-national corporation

* An engineering company at heart

* Focused on leading the advancement of 4G

* Fortune 100 best companies to work for - 10 consecutive years
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QUALCOMM IT OVERVIEW

* QUALCOMM IT = 500+ staff globally
30 functional departments

« 85 Worldwide locations; including 21
domestic and 64 international locations

 IT handles 150,000+ requests per year
(and rising), in addition to the 200,000+
support calls

« 20,000+ calls per year are people
Inquiring about the status of the ticket

« Computerworld 100 best places to
work In IT — 4 consecutive years
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WHERE WE WERE

Operating environment

Obsolete intranet web site for IT
Low use of web, high volume of email requests
Minimal “standards” encouragement

Higher labor costs to collect sufficient information to process
requests due to lack of customer input

No mechanism for self-service status
Service Desk lacking info to update customers upon request
Zero customer expectation management at initial request

Service Implication

Poor service coordination, customer dissatisfaction
Frustration and poor communication within IT
Exceedingly difficult to order IT services

Higher call volume in the Service Desk
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FOR EXAMPLE...
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WHY A NEW TICKETING SYSTEM?

 IT teams refusing to use legacy
system

e Tabs, Tabs, Tabs — IT teams in
the system were frustrated by
the inabllity to effectively access
iInformation/fields necessary to
do their jobs

e The tool in place didn’t
effectively capture information
for reporting



WHY A SERVICE CATALOG?

 We needed a
comprehensive plan

We had to rethink our entire
approach to customer
service fulfillment

Implementation of a Service
Catalog is instrumental for
comprehensive SLM

For maximum impact, the
solution should improve
things for both ends of the
fulfillment process; IT and
our customers

Vision

Implement a consolidated
and integrated service
catalog and ticketing
solution that will yield a
single, web-based
Interface for IT and our
customers
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Project Name  ———p

Technology
Vendor

—

Functionality
Provided

OUR PROJECT: ORDERIT

Ticketing — AllIT service groups will
receive their problem & request tickets via
the Service-now web interface. This
includes any queues set up for the service
groups

Reports - Since all of the tickets and
queues will be in the Service-now tool, you
can also use this tool to run your own
customized reports (e.g. volume, type,
aging, etc.)

Dashboards - Service-now will also have
a customizable dashboard for your
convenience. You can create custom
queries against the database to show only
the data that you would like to see.

Service Catalog - All IT service groups
will make their services available via this
online “catalog”. Instead of going to
individual group web forms, the end user
will go to this single web page to order IT
services and make requests. We will have
a similar catalog for “IT to IT” type requests
that will not be visible to end users

Service Delivery Workflow - Service-
now will also house all of the workflow
associated with the delivery of IT services,
whether that delivery is for an end user or
another IT group
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HIGH LEVEL DESIGN GOALS

* Create “one-stop” experience for IT requests within
the corporate intranet: “Consumerize” IT

 Drive toward stronger standards by influencing
customer choice

* Improve management of customer expectations
through service levels and on-line status

* Provide accurate and timely reporting on system
wide volume as a course of doing business
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OVERALL PROJECT APPROACH

Shared Philosophy Rollout Plan
* Deliver on time  Phased by IT Service Group
« Don’t waste our customers’ time » Built in capacity for multiple

« Communicate clearly and often Team Structure

Detailed Build Process » Clearly defined roles and
responsibilities

e Combination of technical and
Process resources

» Each service built the same way
* Process tied to roles

» Clarified work to be done and

e Customer
helped enforce standards

specialists/advocates



STANDARDS

 Significant design component

* Development of specific standards: mandatory
— Typography
— Wording/phraseology
— Graphics
— Look and feel

 The Service Catalog Is an experience and
successful adoption will require commonality across
the board

e Assign a “Design Lead”



STRUCTURE

« Categories and sub-categories are only the beginning
e Pay special attention to the user perspective
» Test your Service Catalog structure

 Potential Trap: try to avoid creating the catalog according to
organizational boundaries
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ENTITLEMENTS

 Entitlements account for “who gets what?”

e Mechanism for supporting existing fulfillment
needs
— Centralized control
— Local regulation

* Applied to BU and geographic location
e Can provide and element of control
* Not to be confused with approvals



APPROVALS

*Not to be confused with Entitlements

*Define your corporate approval structure up front
Include your finance team...negotiate

*Validate the mechanics
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SERVICES

o Catalog Development began with a service
Inventory

» Services were prioritized and aligned with our
phased implementation plan

 Existing content migration: WIKI

o Groups of services were assigned to Service
Designers

e Service Designers (advocates) own services though
UAT

« Service definition details
— Keywords
— Durations are fulfillment time only
— Delivery task names
— WIFR: Workflow, Integration, Form Data & Reporting



SERVICE DESIGN PROCESS
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LOOKING BACK...LESSONS LEARNED

e Consider phased approach versus big-bang style as incremental
successes could help with project momentum

e Designate leaders that understand business value and are
committed to project success...heroes are a great thing

« Commit to what is probable

» Market business proposition at all levels; executive and especially
user level — grass roots “what's in it for me” show and tell worked
very well with IT service groups

* Remain flexible and constantly reassess direction and progress
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