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Introduction

How can you quickly get visibility and access to your daily need of service

and their status? What services are being offered, what costs are associ-
ated with a given service level, and the ability to provision that service or
retire it as needed?

The answer is FrontRange Service Catalog. It provides visibility into IT's
services offerings for the enterprise. Services in today’s technology envi-
ronment begin and end on the fly - driving a need for agility, flexibility

and immediacy.
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Finally, an intuitive Service Catalog

The importance of Service Catalog Management increased with
the ITIL v3 family of processes and plays a critical role in defin-
ing the business needs of IT in business terms.

FrontRange Service Catalog is a published repository of all core
IT service offerings, which can include the business, technical,
and professional services offered to both internal and external
customers. Services in the catalog are grouped logically by busi-
ness customer, resulting in a clearly defined set of services of-
fered to the business.

FrontRange Solutions® ITSM Service Catalog™ was designed
with multiple audiences in mind. Now you can provide your in-
ternal and external customers with a one-stop shop of all avail-
able goods and services, allow service providers to design ap-
provals and fulfillment, and empower business owners to track

service consumption, all from an intuitive interface.

FrontRange Service Catalog is a Web-based shopping cart,
which clearly outlines and defines all IT services. Users can order
all service offerings directly online using the intuitive interface.
All service requests then go through individually configurable
approval processes — the initial request subsequently turns into
an approved and documented order.

This standalone module integrates with FrontRange ITSM and
Service Level Management out-of-the-box, so you can deliver,
measure, and tune your services to meet the changing needs
of your business. If you are not already a FrontRange ITSM user,
you can plug FrontRange Service Catalog into your existing ser-
vice desk solution to maximize your technology investment.

Purchasing services with the FrontRange Service Catalog is as
easy as Internet shopping. The Service Catalog is an inventory
of all service information and provides a clear overview of all IT
services and deliverables from application programs to a com-
plete PC workstation. Through a self-service portal, internal and
external customers browse services by category and initiate a
request. Approvals for the pre-defined IT services through OOB
templates are obtained automatically and the services are deliv-
ered and charged accordingly. The right information is revealed
incrementally as the service request workflow progresses, elimi-
nating guesswork at each step to expertly guide the customer

experience.
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Application Administration
CRM Senvice
ERP Senice
Reporting

Surveys

Hosting Services
Communication Services
Ceskiop Phone Service

E-mail Service

Mobile Phone Service -

Remote Service (VPN

Conferencing Service
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Audio Conferencing Service
Facility Services
Meeting Room Management

Office Supplies
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Audio Conferencing
Senvices

Extimated2 dayz

Request senvices related
to audio conferencing

Conference Room
Resenation

Iake areservation fora
conference reom including
catering and your needed
egquipment

Desktop Computer
Loaner

Estimated2 days

Request desktop
hardware to be loaned out
for a specified period of
time

Employes Transfer
Eztimateds dayz
Transfer an employes
from one department to
another
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Benefits Package Claim
Extimstec? davz

File a claim

Copy Request
Estimsted? dayz

Reqguest Photocopy and
Binding services

Direct Deposit
Estimated? weeks

Use this to begin direct
deposit or make changes
to your existing direct
depositamount

Equipment Return
Extimsted? dayz

Reguest equipmentto be
returned for repair or
replacement

Al

Benefits Package
Enroliment
timatea dayz

Enroll yourself or a

dependent in the company

penefits program

Cresate Distribution List
Extimstec asyz
Reqguest a new e-mail
distripution listto be
created

Domain Password Reset
Estimstea30 minuies
Requestto have your
domain password reset if
you have forgotten it

Escalator Senicing
Extimateds dayz

Reqguest senices related
to escalators
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Vaive one or maore
company benefits

Data Backup
Estimated? dayz

Request for data backup

or Servicing
5 days

Request senvices related
to elevators

Federal Exemption
Update

Extimated? dayz

Requesta change to your
federal exemptions
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Bonus Reguest
Extimsted2 weskz
Manager's will use this to
request a one-time bonus
for an employee. All bonus
requests mustinclude
Justification

Data Restore
Extimatea dsyz
Reguest datato be
restored from a backup

Emplo

e Termination
v

Log any type of Emplayes
Departure for all
employee’s including Full
Time, Part Time, and
Contractors

FTP Reguest

Estimated3 daye

Reguestfor assistance
with File Transfers

J

With FrontRange Service Catalog, requesting services is as easy as Internet shopping. Through an intuitive self-service portal, internal and external customers
browse services by category and initiate a request. FrontRange Service Catalog ships with 80 service templates, complete with contextually relevant pull down

menus, pop-up selections, and best practice business rules.
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Key Elements of the FrontRange

Through the catalog, everybody in the organization has the services view, Service Catalog

which is supplied to the client; how they are delivered, how these services are

used, for what purpose and at what quality level. Internal and external custom- Publishing — Minimize confusion and accelerate self-ser-
ers can see service descriptions, target delivery dates, and associated costs in a vice adoption by ensuring customers only see the services
single view. These are presented with a summary preview before submitting they are entitled to request. Role-based security defines
the request. The process is simple, intuitive, and completely transparent. who gets to see what.

Subscription — Business owners maintain control by

FrontRange ITSM Service Catalog puts the power of designing services in the subscribing to services with associated levels and costs
hands of non-technical business users. Business unit managers and service pro- and then set entitlements for people in their organiza-
viders create service definitions, design fulfillment workflow, and publish ser- tion. FrontRange even provides business owners with ac-
vices all within an easy to use, graphical interface. Drag-and-drop controls al- cess to service consumption and demand information so
low users to build forms in real time. they can manage budgets proactively.
rFrontRange Service Catalog - Workflow design ) On-Demand Status — Reduce unnecessary service desk
Frontiianoe® it B0 calls with on-demand access to request fulfilment status

E vl cam s e e = through an intuitive self-service portal.

4. Publish Action
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i b ITIL — Accelerate compliance with ITIL v3 by linking your
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* Notification
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Bask with out-of-the-box templates for the most commonly
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Workflow — Quickly define services and design approval and fulfillment using familiar work-

. . Workflow — Quickly defi i d desi |
flow blocks and common ITSM objects, like tasks. You have complete flexibility over work- orkflow —Quickly define services and design approva

flow design. Identify serial or parallel flows, approval parameters by quantify or percentage, and fulfilliment using familiar workflow blocks and com-
and more. mon ITSM objects, like tasks. You have complete flexibil-

ity over workflow design. Identify serial or parallel flows,
To jumpstart your efforts, FrontRange Service Catalog ships with 80 service tem- approval parameters by quantitative measurement or
plates, complete with contextually relevant pull down menus, pop-up selections percentage, and much more.

and best practice business rules. Simply tailor the template to fit your requirements.

Dashboards — FrontRange helps you keep your finger

With FrontRange, requesting services is as easy as Internet shopping. Through on the pulse of all service requests with real-time dash-
an intuitive self-service portal, internal and external customers browse services boards. Choose what to display for each role from an ex-
by category and initiate a request. The right information is revealed incremen- tensive list of pre-defined metrics. You can then let users
tally as the service request workflow progresses, eliminating guesswork at each customize their views with drag-and-drop layout tools.

step to expertly guide the customer experience.
SLM & SLA — Having the capability to measure actual

Internal and external customers can see service descriptions, target delivery service delivery quality against established benchmarks
dates, and associated costs in a single view and are presented with a summary and availability metrics for every component within a
preview before submitting the request. The process is simple, intuitive, and service, means you can determine where tuning will im-
completely transparent. prove and transform the overall service.
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Standard services offerings:
e Standardized services offering in the IT Service Catalog

Key Features: e Transparent view of all costs, including usage-based billing
Standardized services offerings: e IT services can be ordered as easily as Internet shopping
e Transparent view of all costs, including e Approval and delivery processes are initiated immediately - from service re-
usage-based billing quest to service delivery

o e Kiek dhamslg - em sariee e Mapping of standardized and user-defined approval processes

. . ¢ Integration with Knowledge Management and Desktop & Server Management
request to service delivery

processes
e Transparency and cost control
e Fully automated and integrated process Control of IT costs
- from request to service delivery - with e Automatic, usage-based cross-charging of the respective cost center after each
Desktop and Server Management order

e Cost control with daily updates and reporting
e Trend analyses to better plan future costs

Key Benefits: e New employee provisioning
e On-demand self-service for the Cloud e Service Request templates with different choices and optional extras allow a
representing an entitlement-based manager to order a complete workplace for a new employee - including hard-
menu of service offerings for users ware, software, peripherals, account, and access permissions

. . . . . e Fully automated and integrated process - from request to service delivery -
¢ Single point of interaction for IT Service ity ad integ P qu Vi very

with Desktop and Server Management

requests e Speed service delivery and save money by automating fulfillment and provi-
* Holistic picture of all services sioning of standard service requests
e High performance and cost transpar- e Allow software distribution into daily business processes
ency for providers and users e Assign the software to employees in their personal web portal with the click of
a mouse
e |ess administrative effort due to lean,
audit-proof processes
e Higher cost savings — up to 70% for FrontRange Solutions develops software and services that growing midsized compa-
service delivery nies and distributed enterprises rely on every day to build up excellent customer re-

. . lationships and deliver high-quality customer service. The company applies a unique
e Less administration through stream- P gh-quality pany app q

: . combination of innovation and automation with a standards based approach to sim-
lined, revision-proof processes i ) ) i ) )

plify core business processes, including IT Service Management, Customer Relation-
* On-Demand Reporting and metrics ship and Sales Force Management, and IT Asset Management. More than 150,000
e Improved customer satisfaction organizations, including some of the world’s best known brands use FrontRange
services to quickly improve their interactions with external and internal clients and

achieve better business results.
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