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Introduction
This Service Catalogue documents the services delivered by IT to the business.  Such a catalogue is an essential foundation for Service Level Management (SLM).  SLM is the process of documenting and agreeing service targets in Service Level Agreements (SLA), then monitoring and reviewing the actual service levels against those targets.  The objective is to maintain and gradually improve business-aligned IT service quality.

· The improvements in service quality and the reduction in service disruption that can be achieved through effective SLM can ultimately lead to significant financial savings. Less time and effort is spent by IT staff in resolving fewer failures and IT customers are able to perform their Business functions without adverse Impact.  
Scope
The Service Catalogue lists all of the IT services currently being provided to the organisation.

For the purpose of this document, a service will be defined as the following:

One or more IT Systems which enable a business process

Assumptions
· x
Customer Responsibilities

[obligations and responsibilities of the users in return for services, eg adhering to password, virus, incident policies]

XYZ
[one of these sections for each service]
Description
[in business terms – avoid jargon]
Scope

Service Levels

Charges

Appendices 

Terminology
IT Service:

One or more technical or professional IT capabilities that enables a business process.

An IT service exhibits the following characteristics:

· Fulfills one or more needs of the customer

· Supports the customer’s business objectives

· Is perceived by the customer as a coherent whole or consumable product

IT System:

An integrated composite that consists of one or more of the processes, hardware, software, facilities and people, that provides a capability to satisfy a stated need or objective.  It is a collection of resources and configuration items or assets that are necessary to deliver an IT service

An IT system is sometimes referred to as a Technology Solution

Configuration Item (CI):

A component of an IT infrastructure that is part of an IT system

A CI is an ITIL term for what is often known as an IT Asset

CIs may vary widely in complexity size and type – from a document or policy

to an entire system or a single module or a minor hardware component
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