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• EMA Background

• Service Catalog and CMDB Debunked

• Why They Belong Together – the Commoditization Issue

• Automation, the Service Catalog, and the CMDB

• Actionable CMDBs 

• Common Problems

• An Integrated Approach

• Service Catalog or CMDB:  Where to Start?

• Q&A with Chris and Hank
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Why is EMA Different?
Because of the real-world experience of our skilled analysts, our reputation 

for objectivity, and our focused insight into the IT Management market.
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The Service Catalog provides a single source of con sistent information 
on all of the agreed services, and ensures it is wi dely available to 

those who are approved to access it.

• A Service Catalog is not :
• A list of services in a spreadsheet, document, or Web page

• Service request management software solutions

• Paper-based, Excel, Visio, PowerPoint, Access, or the like

• A Service Catalog is :
• A system for business execs and IT to manage the IT portfolio

• The primary system IT consumers use to obtain services from IT 

• An IT service improvement framework that organizes and 
optimizes IT workflow

• A dynamic application (graphical Web or user interface) tied into 
IT workflow and service request management

• Genesis of service level management and reporting
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The Configuration Management Database (CMDB) provid es a common 
trusted source for all IT data used by the business .

• A CMDB is :
• Federated

• Multi-vendor

• Implemented in stages

• A real world solution that requires a 
real world approach

• A CMDB is not :
• A single product for a single 

technology silo

• Nice to have (it is required)

• A silver bullet
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• A Service Catalog 

• Transforms IT assets into a portfolio of manageable business 
investments 

• Improves both user productivity and IT service quality

• Often has tangible cost reductions

• A CMDB system

• Provides unified access to infrastructure content and context 

• Discovers and builds relationships between assets 

• Sets the stage for improved IT decision making
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• IT Workflow, Service Request Management are common points

• Justify further expenses for either Service Catalog or CMDB based on the 
enhanced returns of their joint operation

• The Service Catalog and CMDB are partners

• Improve IT service quality

• Control IT costs

• Align IT with the business
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• Knowledge plays a key role in every IT organization
• The CMDB is a collection of infrastructure content and context

• The Service Catalog is a collection of financial, workflow, and service 
definitions

• Combining the Service Catalog with the CMDB provide s a powerful 
solution 

• Steering IT

• Controlling user demand

• Managing IT along business lines
• Improving IT service quality

• Reducing costs
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• IT commoditization means 

• Growing dependence upon IT

• Many day-to-day business activities essentially are IT services

• Increasing demand for new and different IT services 

• Higher demands upon the IT organization

• Diminished tolerance for errors, delays, and variation

• Requirements for rapid and accurate provisioning of services 

• On time and defect-free changes in near-real time
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• Demand is outpacing budget and staffing

• Cost of acquisition is plummeting

• IT must support more applications, more 
devices, more connectivity options, and more 
users than ever before

• As workload goes up, tolerance for variability 
goes down

1990

Moore’s
Law

IT Budget
and Staffing

2000 2005 20101995

Tolerance for 
Variability Decreasing

Complexity 
and IT Workload 

Increasing
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• Couple a CMDB with a Service Catalog to bridge the n eeds of three important 
constituencies:

• Senior IT and business management

• Consumers and users of IT services

• IT workers and managers

• Service Catalogs have evolved from contact lists to  software systems to 
automated IT operations 

• Standardize and streamline IT operations with Service Request Management 
(SRM) features 

• Dramatically decrease the time to deliver services while increasing the quality of 
services delivered

• Make governance and demand management a reality 

• Provide senior IT and business leaders with a financial portfolio metaphor to fund 
IT projects based on risk and value, not simply cost

• Improve user productivity by simplifying how they obtain IT services

• Track status of IT activities, set and manage expectations, and monitor 
consumption 
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• There are three levels of capability with regard to  
Service Catalogs:  

• Manual service mapping and fulfillment

• User-initiated workflow coupled with more formal SRM

• Finally, automated provisioning

• Automation is the key factor in Service Catalog 
evolution
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• Taking action requires service visualization

• Context for Configuration Items (e.g., hardware, software, networking, etc.) 
as well as organizational context

• CIs in logical constructs associated with activities

• Service Catalogs provide visualization for CMDBs

• An actionable CMDB must:

• Consist of federated Management Data Repositories (MDRs) 

• Have automated interfaces for data exchange between its members

• Allow staff to take action upon the data federated and managed by the 
CMDB
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• My background and EMA’s consulting practice

• Most large projects (i.e., ITIL) fail the first time , many fail the second time

1. Staff Buy-in (35)

2. Staffing and Budget (26)

3. Detailed Requirements (24)

4. Executive Management Support (20)

5. Follow Through (17)

6. Process (12)

7. Managing Expectations (11)

8. Resistance to Change (10)

9. Integration (6)

10. Auto Discovery (6) 

• The leading cause of CMDB failure is a lack of 
understanding about the value or the requirements o f the effort

• 48% cited lack of staff or management buy-in or a failure to understand requirements

• High-level values understood, detailed values are missing
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• How many of you have a CMDB in place?

• How many of you have Service Level Agreements in pl ace?

• How many of you have Service Catalogs in place?



Slide  20 © 2007 Enterprise Management Associates, Inc.

���������	
	��
��	���������

• Looking up from the CMDB

• Many CMDB projects accumulate massive amounts of data yet struggle 
to deliver benefits

• A major obstacle is determining how to take action on the data the 
CMDB aggregates

• Looking down from the Service Catalog

• A common Service Catalog issue is determining which infrastructure 
assets comprise a service

• Links between service and infrastructure assets increase utility, but 
establishing these linkages is often difficult

“We need an actionable system, one 
that allows a decision to be made 

and action taken.”
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• An actionable CMDB requires that you know what you want to do wit h the 
data once you get it

• Avoid data for data’s sake

• “We are awash in data, but we don’t have any information.”

• Every organization has a CMDB – implicit or explicit, ITIL or not

• An actionable Service Catalog requires data about the IT services  and an 
understanding of how that service will help the bus iness at large

• Making a CMDB actionable starts with Detailed Requi rements

• Based on business need

• Focus on getting data that takes a phone call or page today – CMDBs provide 
data aggregation for disparate data types and sources

• Link business requirements to functional requirements to assets, relationships, 
and CIs

• Leverage the data across technology silos for improved decision making

• Use automation to eliminate those annoying manual tasks (i.e., asset surveys)
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• Start with Service Catalog for:

• Improving IT service delivery, consistency of quality, and timeliness

• Significantly improving customer satisfaction 

• Providing a single interface point for users and customers to obtain services 
from IT

• Understanding the big picture before you dive deep into the CMDB

• Start with CMDB for:

• Transforming IT from technology-centric to service-centric focus

• Setting the stage for business and IT alignment

• Improving performance when making changes

• Understanding what’s possible with integration, reconciliation, and 
synchronization before setting expectations with a Service Catalog
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• Should I try to do both efforts at the same time?

• It depends.  Could you successfully implement ITIL across the organization 
while rolling out several new customer applications?

� Managing two complex IT projects simultaneously is tough, but not impossible

• Pragmatic advice from the trenches

• “Big picture, baby steps”

• Six month roadmaps

• Look into the mirror:  what’s working and what’s not

• Do your homework:  know your Detailed Requirements first
� Identify your services

� How does the business interact with IT?

• Start with the pain points but keep the scope small – if you can’t do a pilot, 
you can’t do a project

• Don’t forget process and organizational issues – Top 8 pitfalls

• Communicate:  Service Catalogs and CMDB go together
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• Hopefully, you have come away with some questions 
answered

• Debunked some myths about the Service Catalog and CMDB

• Linked the value proposition of both initiatives together

• Demonstrated the value of automation and the big picture

• Started you thinking about actionable Service Catalogs and CMDBs

• Given you some good pointers to success

• Provided a place to start

• If not…
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For more information about EMA, 
please contact:

Bruce Lehman at 

303.543.9500 x112 or

blehman@enterprisemanagement.com
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