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ABSTRACT
Challenges in Service Catalog Management and

Recommendations for Higher Success

The service catalog is a priceless resource, providing a single point of access to all of
the services that the company provides to external and internal clients through IT and
other departments. It delivers several benefits when it works effectively and is
structured holistically, including clarity in pricing the services given, cost reduction,
operational efficiency, successful service level management, and increased customer
satisfaction. Furthermore, because it is linked to so many other processes,
unsuccessful applications here have a detrimental impact on many other operations.
Despite all its criticality and usefulness, many companies fail to build the service
catalog structure successfully. This research aims to identify the challenges
companies face while trying to implement and manage service catalogs and, based
on their criticality, share some recommendations for better adoption. The stages of
service catalog process implementation are grouped under four categories for service
identification, service catalog implementation, maintenance, and adoption. Based on
the data collected from 98 respondents, the critical challenges in providing higher
success in IT service catalog management are identified and recommendations are
given for higher success. Accordingly, keeping service catalog up-to-date,
identifying the services and service relations, and creating ownership and adoption
have been identified as the top three most important challenges for successful service
catalog management. Companies that have strategic plan, assign service catalog

manager and implement best practices have higher success in SCM.



OZET
Servis Katalog Yonetiminde Karsilasilan Zorluklar ve Basarili Uygulama igin

Oneriler

Hizmet katalogu, sirketin BT ve diger departmanlar tarafindan i¢ ve dig miisterilere
sagladig1 tim hizmetlere tek noktadan erisim saglayan paha bigilmez bir kaynaktir.
Etkin bir sekilde calistiginda ve biitlinsel olarak yapilandirildiginda, verilen
hizmetlerin fiyatlandirilmasinda netlik, maliyet diisiirme, operasyonel verimlilik,
basarili hizmet diizeyi yonetimi ve artan miisteri memnuniyeti dahil olmak tizere
cesitli faydalar saglar. Tiim bunlara ek, diger pek ¢ok siirecle baglantili oldugu igin,
buradaki basarisiz uygulamalar, diger bir¢ok siireci de olumsuz etkilemektedir. Tiim
kritikligine ve faydasina ragmen, bir¢ok sirket hizmet katalogu yapisini basarili bir
sekilde olusturamiyor. Bu arastirma, sirketlerin hizmet katalogu yonetimi siirecini
uygulamaya ¢alisirken karsilastiklar1 zorluklari belirlemeyi ve bu zorluklarin
kritikliklerini goz oniine alarak daha iyi benimseme i¢in neler yapilabilecegine
yonelik Onerileri paylasmay1 amaglamaktadir. Servis katalog yoknetim stirecini
uygulama asamalar1 dort kategori altinda toplanmistir; hizmet tanimlama, hizmet
katalogu uygulamasi, benimseme ve bakim. 98 katilimcidan toplanan verilere gore,
BT servis katalogu yonetiminde karsilagilan zorluklar belirlenmis ve basarili yonetim
i¢in Onerilerde bulunulmustur. Arastirma sonuglarina gore servis katalopu giincel
tutmak, servislerin ve servis iliskilerinin tanimlanmasi ve sirket i¢inde servis
katalogu sahiplendirmek en 6nemli ii¢ zorluk olarak belirlenmistir. Strtaejik
planlama yapan, katalogu yonetmek i¢in servis katalog yoneticisi atayan ve sirket
icinde iyi pratikleri implemente eden sirketler bu zorluklart asmada ve servis katalog

yonetiminde daha basarili bulunmustur.
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CHAPTER 1

INTRODUCTION

The management concept has a long history dating back to the Sumerians. There
were a lot of things happening that depended on trust and decency. If a service or a
product did not meet expectations, there may not have been written contracts, broken
or legal issues raised, but there were still unsatisfied customers. Since then,
everything has evolved, but some expectations from services and management have
stayed the same: innovation, quality, and customer satisfaction (Bright et al., 2019).

Managing information technology (IT) services was not a focus until the
1980s. IT organizations had not yet positioned themselves as service providers.
Instead of focusing on customer needs or requirements, they were mostly focused on
software, hardware, and technologies. The term IT service management (ITSM) got
popular with the release of the Information Technology Infrastructure Library (ITIL).
ITIL is a set of best practices for IT service management and provides a thorough
explanation of IT service management processes, including purposes, activities,
inputs, outputs, and roles that can be customized for any IT business (Nabiollahi,
Alias & Sahibuddin, 2011) (Arcilla, Calvo-Manzano & San Feliu, 2013). To be able
to manage IT services, first it is necessary to define these IT services. In many cases
this becomes a challenge since companies are not very successful in distinguishing
the difference between service and the elements that provide it and a coherent
definition of an IT service does not exist. At this point ITIL is appears as the one
that is the most extensively utilized approach to ITSM; indeed it has become a de
facto standard (Mendes & da Silva, 2010). ITIL defines service as “a means of

delivering value to customers by facilitating the outcomes that customers want to



achieve without the ownership of specific costs and risks.” (Hunnebeck, 2013).
However, even with that definition, each organization should have a policy outlining
what a service is and how it should be defined and agreed upon. Frequently, a smart
beginning step is to inquire about the IT services that clients use and how those
services relate to and support their business operations. Customers frequently have a
more precise understanding of what they think a service should be (Hunnebeck,
2013). Defining a service is like labeling commodities or products at a store. A
product label contains a concise description of the item to which it refers.
Prospective purchasers can use this information, along with the price, to make an
informed purchasing decision. Product labeling is done for the safety and benefit of
both buyers and sellers. Service definitions also serve the same purpose (Mendes &
da Silva, 2010).

The COVID-19 pandemic had a huge effect on speeding up the digital
transformation. The new business conditions have created new challenges and needs
that have increased the demand for IT service providers. Finding service providers
who can support the business in a more online world while also providing a cost
advantage to manage the pandemic's new needs and ambiguity became crucial. 92%
of the executives that took part in a survey about digital transformation say that
improving operational efficiency is their greatest priority (IBM: Digital
Transformation in Manufacturing 2021 | Manufacturing Digital). One of the main
benefits of service catalog management (SCM) is to support operational efficiency
for both service providers and customers (Hunnebeck, 2013). Companies that
provide IT services are always required to justify and assess their services from a
cost-benefit standpoint, and this is even more important in the pandemic business

world (Salle, 2004, Sauve et al., 2006). SCs can help to provide a service-based cost



profit mechanism that allows companies to make better financial forecasts and
business decisions and also collect indications of consumption and process efficiency
(Mendes & da Silva, 2010). Because of the trend changes, managing the quality of
the services and the cost profit mechanism for the service providers has become
more important than ever for better service and customer retention.

Figure 1 shows that the average rate of global digital adoption increased
significantly during COVID-19 period. There are several other studies that support
this acceleration. 85% of executives say that their businesses have somewhat or
greatly accelerated the implementation of technologies that digitally enable
employee interaction and collaboration—in a matter of weeks vs. months or even
years (The Postpandemic Workforce: Responses to a McKinsey Global Survey of
800 Executives | McKinsey, 2020). 97% of global IT directors say that their
companies went through digital transformation due to COVID-19, with 3 out of 5
stating they saw a "large amount of change" (Digital Transformation Investment:
Software AG in 2021). 89% of companies say the pandemic has shown a need for
more agile and scalable IT in order to allow for contingencies. (Dell Technologies
Digital Transformation Index in 2020). 67% of manufacturing decision makers say
their adoption of digital technologies has been accelerated due to the coronavirus
pandemic (IBM: Digital Transformation in Manufacturing 2021 | Manufacturing
Digital). COVID-19 accelerated the digitalization of customer interactions by three
years in North America only. (How COVID-19 Has Pushed Companies over the
Technology Tipping Point and Transformed Business Forever | McKinsey). COVID-
19 moved social and collaboration tools from the ‘nice-to-have’ column to the ‘must-

have’ column as seen by the projected 14% increase in revenue in these areas by



2022 (Gartner Forecasts Worldwide Social Software and Collaboration Market to

Grow 17% in 2021).

M Precrisis [l COVIDA19 crisis
100

Global Asia—Pacific Europe North America
Adoption Adoption Adoption Adoption
acceleration’ acceleration acceleration acceleration
7 years 10+ years 7 years 6 years 60
55
54 50
H
09 35 31 33 34 33 34
28 I I Qs I T I I I
0 I I I I I
June  May Dec. July
2017 2018 2019 2020
Years ahead of the average rate of adoplion from 2017 to 2019,
Figure 1. Average share of products and/or services that are partially or fully
digitized, %

Source: McKinsey, October 2020

KPMG Global Head of Advisory, Carande, emphasizes the importance of
developing a connected ecosystem of front-end and back-office technologies, which
has historically been a challenge for many organizations (Digital Acceleration,
2020). The SC and related processes to manage the SC are designed and targeted to
solve that challenge and create a linked ecosystem for front-end and back-office
technologies and services. A SC is a database (DB) or structured document that
contains information about all active IT services, including those that are ready for
deployment. The SC is the only component of the service portfolio that is made
available to clients, and it is used to assist in the sale and delivery of IT services
(Hunnebeck, 2013). The SC is a key IT tool that includes the services themselves and
also many key pieces of information related to services, such as pricing,

chargebacks, availability, default capabilities, metrics, and service level agreements



(SLA). SCs enable the coordination and orchestration of IT self-service tools and
conversational artificial intelligence (Al) solutions (Shetty and Andes, 2004). In a
nutshell, SC indicates the value it adds to corporate processes and operations.

Due to all its importance and benefits, the implementation of the SC is still
low. In a survey of over 100 businesses that attempted to adopt a SC, only 57%
indicated success, while 12% reported outright failure. Additionally, 34% of those
firms cited service definition as one of the "biggest risks" to successfully
implementing a catalog (Cole, 2008). The goal of this study is to identify the
problems that IT service providers face in various sectors while they manage their
services and to make suggestions for higher success with SCM in the company.

With these motivations in this study, we aim to explore the challenges that
organizations encounter while managing their SCs and identify correlations that lead
to higher success. The organization of the thesis study is as follows: In Chapter 2, we
provide a literature survey on SCM and identify challenges and factors that may
affect its success. In Chapter 3, methodology and research design are explained.
Chapter 4 includes the data preprocessing, reliability and validity tests along with the
calculation of SCM success scores. In Chapter 5, we analyze the data we collected,
test the related hypotheses and share the results. Chapter 6 is the final chapter that

concludes this study.



CHAPTER 2

LITERATURE REVIEW

In this section, the academic literature and widely accepted best practices are used to
explore and analyze the service, IT service, SC, the value of the SCM process, and
challenges encountered. In the first section, definitions and important aspects of
service and IT service are explained. The following sections outline the literature on
the SC and explains why having and managing a SC is important. The last section
explains the challenges that have been mentioned in best practices, academic

literature or subject matter expert (SME) interviews.

2.1 IT Service and service types

The origins of the term "service" may be traced back to the 12th century, when it
referred to a public worship celebration. In 1926, the definition of service changed to
providing service, which meant performing work, and today's dictionaries describe it
as useful labor that does not create a physical commodity. The primary distinction
between a product and a service is based on tangible and intangible outcomes. As
previously stated, the definition of service according to ITIL v3 is "a means of
delivering value to customers by facilitating outcomes customers want to achieve
without ownership of specific costs and risks."” In addition, services are described in
the preface of the ITIL v3 Service Design book as assets that give value to the
company, its customers, and its assets because they are used in its business
processes. The value that can be gained from service delivery and operation is
determined by how well services are structured with the needs and assets of the

consumers in mind. In the absence of service design, services would grow at random,



with little regard for the company's needs in the broader picture. This concept has not
changed much in ITIL v4, which was released as an extension of v3. The definition
in v4 is "a means of enabling value co-creation by facilitating outcomes that
customers want to achieve, without the customer having to manage specific costs and
risks."” The fundamental components of both definitions are the same: customers,
value, and outcome.

Probst (2013) shares some detailed definitions related to customers, value,
and outcome. According to Probst, a customer is any recipient of a service whose
value is generated, increased, or supported by the entity. When considering the IT
services and IT environment, the client may be within the IT department, such as a
DB team providing DB service to the engineers for development, or it may be within
the company, using the HR solution developed by the internal engineering team, or it
might be the company's customer who pays externally for the company's services.
An external customer is an individual or business outside of the organization that
purchases the goods or services, whereas an internal customer is an individual or
team within the organization that uses the service provided. Value implies that a
service gives a valuable benefit to the consumer for which they are willing to pay.
The customer determines the value. In the discipline of service management, the
focus is on the customers and what they think are vital or beneficial, depending on
the services that IT can supply them. Business goals and objectives are established
by organizations and organizational units. If IT can deliver or support an
organizational result (through a service), functions or units will be able to
accomplish their operational, tactical, or strategic objectives, which is a highly
advantageous development. The consumer would view this as valuable and would be

willing to pay for this service.



According to ITIL, an IT service is a service supplied by an IT service
provider. An IT service is composed of IT, people, and procedures. Macias et al.
(2018) define "IT service" as a collection of services offered by an IT system or an
IT department to support business activities. According to Anders et al. (2005), an IT
service is a comprehensive system designed to meet a specific demand but does not
provide information about who has to fulfill that request or what kind of resources or
capabilities are needed to accomplish it. It shows the desire to collaborate between
customers and service providers.

ITIL breaks down services into three main groups: core, enabling, and
enhancing. It also identifies two types of service views: customer-facing and
supporting. A customer-facing IT service that directly supports one or more
customers' business needs should have service level targets stated in a service level
agreement. Customer facing services assist the customer's business units or business
processes, directly supporting some or all of the customer's intended objectives.
These types of services are visible to customers who are internal or external. The
services that support or "underpin” the customer-facing services are called
supporting services. These are not used by the customer itself but are needed by the
service provider in order to provide customer-facing services to the customer. The
relationships between customer facing services and supporting services are managed

within the IT organizations.

2.2 Service catalog management and its importance
According to ITIL, a SC is a DB or structured document that provides information
about all currently operating IT services, including those that are ready for

deployment. The SC is the sole component of the service portfolio that is available to



clients; it is used to facilitate the sale and delivery of IT services. The SC details
deliverables, pricing, contact points, and buying and request processes. The SC is a
decision-making tool used to manage the service portfolio. It connects service assets,
services, and business outcomes. Additionally, it establishes the need for a service
and details how the service provider intends to satisfy that need. The SC demands
extra care and attention as one of the most critical components of a comprehensive
approach to service delivery. There are a lot of other processes that depend on the
SCM process. These processes include service level management, demand
management, change management, financial management, business relationship
management, monitoring and service development lifecycle management processes.
Anders (2005) summarizes the SC as a system for the management and
administration of IT business processes and services. He considers it as a method for
standardizing the delivery of IT services. According to Nord et al. (2016) IT service
catalog (ITSC) is a tool for defining, classifying, and inventorying IT services based
on a set of criteria. The ITSC management procedure is intended to direct all catalog
information and to ensure that data is accurate and up-to-date. Thus, service catalog
manager (SCMngr) is responsible for process activities like defining, standardizing,
renewing, publishing, and ensuring the quality of an ITSC. Macias and Alonso
(2018) define "ITSCas a structure that includes a list of IT services given by IT
departments in order to provide direct support to the organization's other
departments. Since the SC is the inventory of all live and in-pipeline services, the SC
also has two views, which are similar to service views: the customer-oriented (or
external) catalog, which specifies the services seen by customers; and the internal
catalog, which details the actions necessary to provide customer-oriented services

ITIL defines those views as business or customer SC views and technical support SC



views. The reasons behind this separation are that, firstly, not all services target the
same audience, and secondly, linking the internal support services to the desired
business outcomes is necessary to support the delivery of the service to the
customers. All those definitions highlight important aspects of the SC and SCM that
are still valid in today's world.

Organizations succeed through comprehending the company, which requires
the definition of services, which is accomplished via the identification of a service
catalog (Macias and Alonso 2018). Various research articles have emphasized the
value and usefulness of the service catalog from a variety of aspects, including
financial, quality, and customer satisfaction. To address issues such as increasing
commoditization and cost pressure, as well as rising individual consumer demands,
IT firms create IT service catalogs (DuMoulin, Flores and Fine, 2008). Businesses
demand cost-effective IT services in order to be efficient and productive with their
infrastructure and IT services (Baioco 2009). Additionally, a lot of IT managers at
businesses are realizing that they need to think about how IT services and business
processes work together in order to meet the needs of end users and customers while
also improving service quality and cutting costs (Wang et al., 2007).

A service catalog provides a solid foundation for best practice efforts and
enables enterprises to comprehend their business's requirements and the
technological services that support them. The SC serves as the foundation for
determining the IT business's requirements (Arcilla, Calvo-Manzano, San Feliu,
2013).

The SCM process's purpose is to provide and maintain a centralized
repository of consistent information about all operational services and those that are

ready to be operational, as well as to ensure that this information is accessible to
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those authorized to access it. The goal is to keep the information in the catalog up-to-
date and accurate; make sure everyone who has permission to see the catalog can see
it; and make sure other service management processes can keep up with the changing
needs of the SC (Hunnebeck, 2013). According to Arcilla, Calvo-Manzano, and San
Feliu, the SC management process's purpose is to guarantee that the catalog is
generated and maintained in such a way that it contains correct information on all
operational services as well as those that are getting ready to run in an operational
capacity. Therefore, it is vital to precisely identify services, construct SCs, and
manage them (2013).

To begin implementing SC management, firms must first complete the
activity of service identification, which the majority of enterprises conduct
incorrectly. The service description, service type, policy, and SLA for all IT services
that a business provides should be in the SC (Rosa, Gama & Da Silva, 2012). An
ITSC is similar to a restaurant menu that highlights the IT services that may be
supplied to the clients. (Macias and Alonso 2018). Clients can use the SC to
determine what services the service provider can provide for them and to
communicate with the service provider about those services. Employees of the
service provider can utilize the SC to gain an understanding of how the service
provider's services, resources, capabilities, and commercial activities are supported
within the company. Users or people who use a service can use the SC to find out
what services are available and how to make service requests and report incidents
with those services. ITIL (Hunnebeck, 2013) defines the primary activities SCM as:

« Identify, define, and document each service with all the parties involved.

o Create and keep an accurate SC and its contents.
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e Show how business processes and customer-facing IT services are linked to
each other.

 Interact with support teams, vendors, and service asset management to help
IT services and their supporting parts as configuration items (Cls) in the SC.

« Interface with business relationship manager (BRM) and service level
manager (SLM) to ensure information is aligned with the business and its
related processes.

Some of the important inputs into the SCM process are business and IT
strategies, vision and plans for future requirements, service portfolio, business
impact analysis (BIA), request for change (RFC), configuration management system
(CMS), and feedback mechanisms. BIA is a way to figure out how important
business activities are and what resources are needed to keep operations going during
and after a business interruption. The importance and resources are part of SCM.
Additionally, an RFC is a request for change and the predecessor to the "Change
Record”. It contains all of the information needed to authorize a change. It is a
critical input into SCM process since keeping SC up-to-date is a main challenge.
RFC and change management process set the mechanism to serve this purpose. A
CMS is a collection of tools and data used for collecting, storing, managing,
updating, analyzing, and displaying information about all configuration elements and
their connections. A CMS may administer many physical configuration management
DBs. Any SC related change in CMS feeds the SCM as an input (Hunnebeck, 2013).

The main outputs can be summarized as service definition, an up-to-date
service portfolio, and updates to the RFCs.

Since each service provider process utilizes the SC, one could argue that the

SCM process interfaces with all processes. These include service portfolio
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management, business relationship management, service asset and configuration
management, service lifecycle management, demand management, and service
portfolio management (Hunnebeck, 2013).

Numerous studies have been conducted on ITSC. Some viewed it through the
lens of maturity, while others viewed it through the lens of generating or maintaining
it. Niessink and van Vliet began developing a maturity model for IT service
capabilities in 1998 with the purpose of helping organizations be more efficient with
their services by providing a framework for improvement. Walker covered SC
maintenance in 2001 in his book "IT Issue Management,” where he examined the
process of adding and removing services. However, no data supporting the proposed
techniques' efficacy was discovered. Sullivan et al. then released a review of the
literature on the fundamental character of services in 2002. They talked about the SC
as a catalog of services that were sorted by different classification schemes. Sallé
undertook a study of the available literature in 2004 and emphasized the critical
nature of service design, development, operation, and delivery as a basic part of
service management. ITIL, British Standards (BS) 15000, the HP IT Service
Management Reference Model, the Microsoft Operations Framework (MOF), and
IBM's Systems Management Solution Lifecycle are just a few of the frameworks that
outline how to accomplish this. In 2005, Anders proposed the creation of a generic
ITSC that could be adjusted and utilized by an IT provider in the context of a service
management project; it was distinguished as an approach based on a universal
modeling language (UML). In 2008, Bartsch et al. suggested a technique for
decomposing and identifying hierarchical services. They wanted to help service
providers keep control of their operational service processes by setting up and

following core service procedures. Lyons established an ITSC in 2009 to manage a
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university's technology services; this SC is responsible for customer requests, action,
and the implementation of the ITIL framework, which simplifies the process of
obtaining and understanding information for customers. In 2010, Xu et al. developed
a technique for expressing the ITSC, focusing on the architecture of the ITSC system
DB and administration capabilities, as well as an analysis of the method's
representation from both perspectives. In the same year (2010), Mendes and da Silva
published the findings of an analysis recommending many strategies for mitigating
the dangers associated with an ITSC deployment. Many of the studies included a
definition of a service, its components, the roles and responsibilities of the people
who run it, an identification process, and a life cycle process. In 2013, Mendes,
Ferreira and da Silva created a method for identifying IT services, while Rosa et al.
established a method for identifying services based on events from a reference ITSC
(ITSRC). Gama et al. expanded on their work in 2013 by suggesting a reference
ITSC to address the issue of establishing a basis for starting a SC. In the same year,
Heikkinen and Jantti conducted a study on the issues of IT service management in
general and a case study on two IT service providers focusing on continuous service
improvement (CSI). Similarly, Arcilla, Calvo-Manzano, San Feliu presented a
financial management-focused ITSC for small enterprises. They desired to create a
standardized ITSC that would assist small and medium-sized enterprises in
determining how much money to spend on IT and how to track it. In 2014, McLean
wrote a book that is an ITSM success story for the SC and portfolio. In the same
year, Martinez reviewed existing frameworks for SC maturity in IT organizations
and presented a new framework (ECAT) for measuring and evaluating an ITSC's
maturity level. Nord, Dorbecker and Bohmann examined the ITSC's structure,

content, usage, and implementation in 2016 and developed and iteratively evaluated
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a maturity model that encompassed the four attributes described above for the ITSC.
In the same year (2016), Sembiring and Surendro produced a model for ITSC
implementation, the same one that was based on the integration of many frameworks
to address the absence of other frameworks and be sufficiently generic to be accepted
by a wide variety of organizational kinds. However, before this ITSC
implementation model could be utilized to construct a catalog of services in a real
organization, it needed to be checked and validated. Gartner also published
numerous papers on SCs in 2016, 2017, and 2018, including how to build an ITSC,
how to develop a single SC for all IT services, best practices for SC design, and
templates and samples for project management SCs as a professional service.
Macias, Alonso and Velez assessed the 14 proposals for developing and managing
catalog information submitted in 2018 and concluded that none of them adequately
addresses all aspects of SC administration. In the same year, Macias et al. conducted
a survey of 45 employees from 22 public organizations in the Republic of Ecuador
and discovered that the majority of organizations had not adopted the SC. Since
2020, Gartner's ITSM hype cycles have included SCM.

Mora et al. (2014) state that integrating IT services into all related processes
and schemes will make IT management more effective and efficient and increase the
value of the organization. This is why managing IT services is important and has
become a main focus for organizations.

The focus on business processes supported and business value given is a core
element of IT service management as defined by ITIL. With this lens in place, it is
possible to forecast both the influence of technology on business and the impact of
business transformation on technology. Creating a fully integrated SC that includes

business units, processes, and services, as well as their relationships with and
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dependencies on IT services, technology, and components, is important for the IT
service provider to be able to better meet the needs of the business.

All components of service design are critical in sustaining and expanding the
competence of the IT service provider, but notably the design of the service
portfolio, SC, and individual IT services. All of these steps will also make sure that
IT services are more closely linked to the business's goals and needs.

The business-oriented approach of ITIL service management (ITSM) enables a firm
providing IT services to:
« Align the supply of IT services with the business's aims and objectives.
o Prioritize all IT initiatives according to their business effects and urgency,
ensuring that key business processes and services receive the highest priority.
e Increase corporate productivity and profitability by optimizing IT procedures.
« Sustain compliance with corporate governance standards.
« Provide competitive advantage by improving the IT infrastructure and
enhancing the quality of service, customer happiness, and user impressions.
o Guarantee compliance with regulatory and legal requirements.
e Assure that all IT and information assets are adequately protected.
o Verify that IT services remain aligned with evolving business requirements

over time (Hunnebeck, 2013).

2.3 Challenges while implementing service catalog

A thorough literature review was conducted to identify the challenges in
implementing and managing a SC. Through interviews with professionals with
experience in SC implementations, additional challenges have been identified.

Further details of the interviews are provided in Section 3.2.
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In Table 1, we present 19 challenges, Ck, k=1,2,...,19 that are obtained
through literature reviews and professional interviews. We summarize our findings
by classifying these challenges in two hierarchical levels. The major classification is
made with respect to the order of SCM processes. Accordingly, there are four
Challenge Groups, CG1.: identification, CG2: implementation, CG3: maintenance
and CG4: adoption. Next, a minor classicification is made in each challenge group.

Accordingly, there are seven Main Challenges, MGj, j=1,2,...,7.
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Table 1. Challenges Identified in Academic Studies, ITIL, and Expert Interviews

Maintenance

an accurate, up to
date service catalog

should be entered into the
service catalog once its initial
definition of requirements has
been documented and agreed

Challenge Main Challenge Challenge Source
Group
CGL: MC1: Identifying C1: Identifying the core Mendes et al.
Identification services, service services that a company
linkages and cost provides
relations that a C2: Identifying the enabling Interview
company has and services that support core
provides services
C3: Linking enabling services | Interview
to core services
C4: Linking assets to services | Mendes et al.
C5: Identifying and linking Interview
the efforts of employees to the
related services
CG2: MC2: Integrating C6: Making service catalog as | Arcilla et al.
Implementation | the SCM process part of other related processes
with other related
processes
MC3: Making SCM | C7: Stored services as a setof | ITIL
process automation ‘service’ Cls within a CMS
(ITSM tool C8: Maintain SC with change | ITIL
implementation) management
C9: Incorporating all catalog ITIL
views as part of an overall
CMS and SKMS
C10: Integrating SCM tool to | Interview
other tools that are used for
related processes
C11: Time and investment Macias et al.
that is required to implement
is costly
MC4: Make it C12: Make it available to ITIL
available to anyone | anyone within the
within the organization
organization
CG3: MC5: Maintaining C13: Every new service ITIL &

Rudolph and Krcmar

C14: The service catalog ITIL
should record the status of

every service, through the

stages of its defined lifecycle

C15: Create acceptance that ITIL

SC and portfolio are essential
sources of information

CG4:
Adoption

MCS6: Creating
ownership of SC
within the
organization

C16: Low involvement and
ownership of senior level
management

Rudolph and Krcmar

C17: Create acceptance that
SC and portfolio are essential
sources of information

Interview

MCT7: Need of
training and best
practice knowledge

C18: Lack of knowledge of
ITIL makes it harder to adopt

Rudolph and Krcmar

C19: Most organizations fail
to implement ITIL due to its
complexity

Macias et al.
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The first main step of SCM is CG1: identification, which requires the
identifying services, service linkages, and cost relations that a company has and
provides (MC1). There are five challenges identified during the academic literature
survey and interviews. In the study, Macias et al. (2018) mention that companies are
having challenges identifying their core services (C1) and there is a confusion
between service and asset (C4). In the interviews, SMEs often mention that during
the identification phase, companies also face challenges while they are trying to
identify which services enable the customer-facing ones (C2), how they link to each
other (C3), and how much effort is required to develop or maintain each specific
service (C5).

CG2: implementation challenges are identified from three different resources.
Initially, ITIL defines some important aspects and challenges associated with
managing a SC, such as it should ideally be saved as a set of service Cls within a
CMS (C7) and managed under a change management process (C8); there is
inadequate access to and support for a proper CMS and SKMS for SC integration
(C9), and anyone in the organization should be able to access it. Also, each new
service should be added to the SC once the initial description of requirements has
been written and agreed upon (C12) (Hunnebeck, 2013). Secondly, in the interviews,
SMEs highlight that, based on their experiences, integrating the SCM tool with other
tools that are used for related processes (C10) is also a challenge to overcome in the
implementation phase of the SCM. Lastly, two other challenges to the
implementation are mentioned in two different academic papers. The study by
Arcilla et al. (2013) points out that it can be hard to link SC to related processes
(C6), and the study by Macias et al. (2018) says that it can be hard for some

companies to implement SC because it requires time and money (C11).
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For the CG3: maintenance challenge group, there is one main challenge
(MC5) and three related challenges, which are: making each service part of SC after
initial definition (C13), managing statuses up-to-date through the service lifecycle
(C14), and creating acceptance that SC and portfolio are essential sources of
information (C15). According to ITIL, as emphasized many times earlier, the most
difficult task for SCM is keeping an accurate SC (MCS5) as part of a service portfolio,
which encompasses all catalog views as part of an entire CMS and service
knowledge management system (SKMS). The SC should keep track of the progress
of each service as it moves through the stages of its life. Each service should be part
of SC when it is defined (C13), and removed from SC when it is retired (C14). One
method may be to create stand-alone documents or DBs before attempting to
integrate the SC and service portfolio into the CMS or SKMS (Hunnebeck, 2013).
To do this, the firm’s culture must acknowledge that the catalog and portfolio are
critical sources of information that everyone in the IT department must utilize and
help maintain (C15). This will often help standardize the SC and service portfolio,
which will make it easier for the company to save money and improve its
performance through economies of scale (Hunnebeck, 2013).

Finally, Rudolph and Krcmar mention in their 2009 study that a lack of
ownership and involvement from senior management (C16) as well as a lack of
knowledge of ITIL within the company (C18) create a challenge for successfully
adopting SCM. Additionally, Macias et al. (2018) mention that most organizations
fail to implement ITIL due to its complexity (C19). SMEs complete the CG4:
adoption challenge list with one addition, which is to create acceptance that SC and
portfolio are essential sources of information. It is also required that all related

parties see and use SC as a trusted source of service information (C17).
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CHAPTER 3

METHODOLOGY AND RESEARCH DESIGN

This section explains the research methodology, as well as the development of the

questionnaire and the data collection process.

3.1 Methodology
The thesis study starts with a literature review to explore the academic research in
SCM and identify the implementation challenges mentioned in the earlier studies.
Additionally, all the best practices related to SCs are studied to identify the
challenges while implementing and managing SCs. Following the review of
literature, interviews with SMEs have been held to identify more challenges and also
confirm the overall challenge list. In Section 2.3, the challenge list has been finalized
from the literature, interviews, and best practice content.

Next, an online survey has been prepared in Chapter 4 to measure the level of
SC usage, significant challenges, and determine the factors that affect the success of
SCM. The survey was distributed to the people who work for IT service providers
that serve in different sectors. The collected data is pre-processed, and the validity
and the reliability of the survey are tested.

Chapter 5 includes the development of theoretical model and the analysis of
hypotheses that have been tested in the scope of this research. Finally, general
recommendations are provided for successful implementations of SCM systems in

accordance to the findings of the survey.
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3.2 Interviews
During the review of the literature, an initial set of challenges in SCM were
identified. In order to have a complete and comprehensive list before the survey,
face-to-face interviews have been conducted with five different SMEs. Three of the
SMEs have more than twenty-five years of experience, and two of them have fifteen
years of experience in IT environments specialized as internal or external consultants
for Enterprise Governance, Risk and Compliance (GRC), ITGRC, ITSM, and
Development and IT Operations (DevOps). Their expertise is in the consultancy and
delivery of complex GRC, IT governance, and ITSM transformation programs with
processes and tool implementations for clients. Some of the certifications that the
interviewed SMEs have are Certified Information Systems Auditor (CISA), Certified
in Risk and Information Systems Control (CRISC), Certified in the Governance of
Enterprise IT (CGEIT), Certified Data Privacy Solutions Engineer (CDPSE), Control
Objectives for Information and Related Technologies (COBIT) 5 Trainer, ITIL
Expert, Devops Agile Skills Association (DASA) DevOps Coach, Resilia Practioner,
International Organization for Standardization (1SO) 27000LA, 1SO2000 Consultant,
and one of them has also worked as a skilled reviewer of RiskIT, COBIT 5, COBIT
2019, and ITIL4 DSV. The interviews were conducted in a semi-structured way as
the fixed questions were asked with the flow of the conversation and the answers
were noted to the questions related to the topic. The interview questions are provided
in Appendix A.

In addition to the challenges found in the literature review, the following
challenges are mentioned in the interviews: linking assets to services; identifying and
linking the efforts of employees to related services; integrating the SCM tool with

other tools that are used for related processes; the time and money needed to
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implement (high cost); and explaining the process and benefits of the SCM to the
executive level to get their support. The overall list of challenges is provided in

Table 1 in Section 2.3.

3.3 Questionnaire development
The questionnaire was developed to measure the significance of the challenges that
have already been identified, and explore the factors that can affect the success of
implementations. The questionnaire is developed upon the categorization of
challenges developed in Table 1 in Section 2.3. Hence, there are 19 challenges that
are categorized into 7 main challenges, which are further classified into four groups:
1) identification, ii) implementation, iii) maintenance, and iv) adoption. The
questionnaire contains questions about each of these challenges in five sections.
There are total of 79 questions in the questionnaire, but respondents are
directed to different sets of questions based on their answers during the survey, so
the number of respondents for each question varies. The flow of the questions in the

questionnaire is provided in Figure 2.

Company
does not
Part 1: 12 questions have a SC

Demographics

Company has SC

Part 3: 27-46 questions
Importance of main

Implemented a SC

challenges, and difficulty
and success of challenges

UsedasC /’/
- Part 4: 7 questions
Importance of main ’
challenges

Figure 2. The flow of questions in the questionnaire

Part 2: 9 questions
Level of SC
implementations

Part 5: 5 questions

Knowledge on best
practices
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The first part of the questionnaire is composed of 12 questions, which are
related to demographic questions such as education, sector, and years of experience.
If the respondent’s company has a SC, it moves to the second part. Part 2 has 9
general questions about the level of SC implementations. If the respondent has ever
implemented a SC, it moves to the third part. There are 27 to 46 questions in Part 3
based on the respondent’s answers. The aim of this part is to rate the importance of
the main challenges and identify how hard each challenge is for respondents.
Furthermore, the success levels in dealing with these challenges are also assessed.
Part 4 has questions for SC users who have used the catalog but never implemented
it. These participants answer 7 questions to identify the importance of main
challenges but they do not assess their difficulty or success levels. The last Part 5
consists of five questions about the best practices they know, and/or their companies
follow.

The survey is developed in Turkish. The questions of the survey can be found
in Appendix B and C for English and Turkish versions. Appendix D and E show the

mapping of challenges and related questions in the survey.

3.4 Survey participants
There were 108 participants that took part in the survey. They were selected by
purposive sampling among IT professionals experienced in SC development and

implementations.

3.5 Distribution of the survey
Google Forms is used as the online survey provider to conduct the survey. The

survey was active between February 8", 2022 and April 10", 2022, and was
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completed anonymously by the participants. Respondents were invited to participate
in the survey through a link on communication platforms like WhatsApp, e-mail and

LinkedIn.
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CHAPTER 4

DATA PRE-PROCESSING, RELIABILITY AND VALIDITY

4.1 Data pre-processing
The survey was open for two months to and received 108 responses. During the
analysis phase, ten of them were eliminated from the dataset because they had never
heard of the term "service catalog".

The data set is checked for outliers by using 3-sigma limits and no further
eliminiations are needed. Finally, the data is checked for missing values. Since

all questions are mandatory, there are no missing values in the survey data.

4.2 Scoring
The responses for the questions are generated by using likert scales (1-5) and
multiple-choice answers such as (Yes/No/I Don’t know) or Checkboxes. The
response options to the survey questions are provided in Appendix B. There are 4
challenge groups, 7 main challenges and 19 challenges in the survey. The basic
response variables are i) the importance levels of 7 main challenges, ii) the difficulty
levels of 7 main challenges, and iii) the success levels of 5 challenge groups. The
questions used to assess the importances of 7 main challenges are provided in
Appendix D. The related questions to evaluate the difficulty levels and the success
levels of 19 challenges are given in Appendix E.

The importance levels of the 7 main challenges are obtained directly by the
assessments which are measured in Likert scales. The related questions to assess the

importance levels are provided in Appendix D.
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The difficulty levels of the 7 main challenges are calculated by the related
questions provided in column 4 and 5 of Appendix E. If the challenge in column 4 is
experienced by the respondent, then its difficulty level is assessed by the question in
column 5. The assessments of the difficulty levels of challenges are made in Likert
scale. The difficulty level of a main challenge is the average of the difficulty levels
of the challenges related to that main challenge.

The success scores are calculated for each of the 4 challenge groups by the
related questions provided in column 4 of Appendix E. The success score of a
challenge is one point if the challenge stage is successfully implemented— that is, if
the answer is "yes" to the challenge implementation question; the success score is 0.5
if it is partially implemented; and zero points if the challenge stage is not completed.
The success scores are calculated for each of the four main challenge categories as
the sum of related challenge scores as provided in Table 1. Accordingly, the
maximum success scores for the main categories will be identification (5),
implementation (7), maintenance (3), and adoption (4) as seen in Table 2. Next, the
overall success score is calculated by adding the scores from all four groups. Higher
the success score means the company is more successful in specific challenge group

or overall SCM.

Table 2. Maximum Success Scores for Each Success Group
Challenge Group Identification | Implementation Maintenance Adoption Overall
Max Success Score 5 7 3 4 19

Nevertheless, each participant mentions the names of best practices
implemented in their companies. Total number of implemented best practices for

each company is calculated. Additionally, participants mention the names of
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certificates they have, and the total number of certificates for each respondent are
calculated. These factors are used to test the significance of their effect on the

difficulty and success levels of challenges.

4.3 Reliability and validity analysis
Two criteria have been used to evaluate the goodness of the data in this survey:

validity and reliability. The ways to evaluate the goodness of data are represented in

Figure 3.
Test-retest rehability ]
Stability
Parallel-form reliability ‘
Reliability
(aceuracy in
measurement)
Interitemn consistency reliability l
Goodness .
of data Consistency
Validity Split-half reliability J
{are we
measuring
the right
thing?}
content construct
; . Criterion-related -
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Sekaran, U., Research Methods for Business, John Wiley and 5Sons Inc.,, 2010, p.158.
Figure 3. Goodness of data measures as cited from Sekaran et al., 2010, p.158

According to Sekaran and Bougie, content validity is defined as ensuring that
all measuring items are relevant to the research concept and the outcome that they
are intended to evaluate (2010). After doing a comprehensive literature search and
interviewing a number of SMEs in this domain with expertise such as internal
consultants, external consultants, and tool implementers, we identified potential

success factors, challenge groups, and associated challenge stages for each group.
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Prior to conducting the survey, all identified factors and challenges are validated by a
separate group of experts for content (face) validity purposes.

It is not enough to have a valid basis for an analysis; it must also be proven to
be reliable based on sample data. Four challenge group scores are considered to
calculate the overall success score. To establish convergent validity, the scores
collected under the same dimension must correlate. Cross correlations between
challenge success groups and internal consistency of group variables have been
examined.

The consistency of the group variables should be re-examined due to setting
groupings and challenges from various academic and professional resources. Table 3
displays the internal consistency of the questions in groups as supplied by the survey.
Cronbach'’s alpha values must be greater than 0.70 to be considered reliable. The first
two are slightly below 0.70, but we decide to tolerate them. None of them scored
higher than 0.95, so we don’t have concerns about redundant variables. Therefore,

we conclude that our evaluations are reliable.

Table 3. Cronbach’s Alpha Values for Variables

Challenge Group | Cronbach's Alpha Question Set
Identification 0.693 Challenge Question (CQ) 1,2,3,4,5
Implementation 0.689 CQ6,7,8,9,10,11,12
Maintenance 0.806 CQ 13,14,15
Adoption 0.702 CQ 16,17,18,19
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CHAPTER 5

ANALYSIS AND FINDINGS

The results have been analyzed under six main sections. In the first section, the
demographics of the respondents are analyzed. Section 5.2 explores the level of SC
usage among companies. Section 5.3 focuses on the theoretical model which
hypothesis tests are based on. Section 5.4 examines the statistically significant
differences between the importances of the main challenges, as well as company and
personal attributes. In Section 5.5, significant factors that lead to SCM success are

identified and in Section 5.6, the results are summarized.

5.1 Demographics

Among 98 valid responses, 43.9% of respondents hold a bachelor's degree, while the
remainder hold a master's degree (Table 4). 52% of respondents have a degree in
computer engineering, industrial engineering, or mathematical engineering.
Respondents from business administration, management information systems,
chemical engineering, and electronics and communication engineering are each 5-

10% (Table 5).

Table 4. Distribution of Respondents” Education Levels

N %
Master 55 56.1%
Bachelor 43 43.9%
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Table 5. Distibution of the Departments That Respondents Graduated From

N %
Computer Engineering 19 19.4%
Industrial Engineering 19 19.4%
Mathematical Engineering 13 13.3%
Business Administration 9 9.2%
Chemical Engineering 7 7.1%
Management Information Systems 7 7.1%
Electronics and Communication Engineering 5 5.1%
Software Engineer 4 4.1%
Electrical Engineering 3 3.1%
Aircraft Engineering 2 2.0%
International Trade and Money Management 2 2.0%
Materials Science and Engineering 2 2.0%
Textile Engineering 2 2.0%
Business Administration Engineering 1 1.0%
Economics 1 1.0%
Mechanical Engineering 1 1.0%
System Engineering 1 1.0%

Almost half of the respondents work at their current companies for less than
two years (49%), while 24.5% work for three to five years (Table 6). Although
respondents have a short tenure with their present employers, their cumulative years
of experience are fairly significant. 39.8% of them have more than 15 years of
experience, 39.8% have worked for 10-15 years, and 15.3% have worked for 6-10
years. Only 5.1% of the people who attend the survey have less than five years of
experience, which could mean that they have a good understanding of the business
and can compare different organizations to see what is best or missing from the SCM

perspective (Table 7).
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Table 6. Distibution of the Years of Experience in the Current Company

N %
2 years or less 48 49.0%
3-5 years 24 24.5%
6-10 years 14 14.3%
More than 15 years 7 7.1%
10-15 years 5 5.1%
Table 7. Distibution of the Total Years of Experience
N %

More than 15 years 39 39.8%
10-15 years 39 39.8%
6-10 years 15 15.3%
3-5 years 3 3.1%
2 years or less 2 2.0%

From a personal standpoint, there are 18 distinct certifications listed. 72
respondents have at least one certification, and 18 of them have at least three
certifications. 29% of respondents hold an ITIL Foundation qualification, the most
popular type. Project Management Institute (PMI) is ranked 2" on this list at 12%.
9% of respondents hold COBIT certification, ITIL Expert certification is held by 8%,
and Professional Scrum Master (PSM) certification is held by the same number of
people as ITIL Expert. However, only 29% of all respondents are members of
platforms such as Axelos, ISACA, and itSMF.

The responders come from fifteen distinct sectors. However, three sectors
account for 70% of total responses: technology (52%), banking and capital markets
(13.3%), and telecommunications (9.2%) (Table 8). The vast majority of respondents
(60%) work for a company headquartered in Turkey, and 23% work for a company

headquartered in the United States of America. The Netherlands, Germany, the
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United Kingdom, India, and Switzerland are the other countries for company origins

(Table 9).

Table 8. Distribution of the Sectors

N %
Computer Engineering 19 19.4%
Industrial Engineering 19 19.4%
Mathematical Engineering 13 13.3%
Business Administration 9 9.2%
Chemical Engineering 7 7.1%
Management Information Systems 7 7.1%
Electronics and Communication Engineering 5 5.1%
Software Engineer 4 4.1%
Electrical Engineering 3 3.1%
Aircraft Engineering 2 2.0%
International Trade and Money Management 2 2.0%
Materials Science and Engineering 2 2.0%
Textile Engineering 2 2.0%
Business Administration Engineering 1 1.0%
Economics 1 1.0%
Mechanical Engineering 1 1.0%
System Engineering 1 1.0%
Table 9. Distribution of the IT Service Providers’ Origins
N %
Turkey 59 60.2%
USA 23 23.5%
German 5 5.1%
Dutch 4 4.1%
United Kingdom 4 4.1%
India 2 2.0%
Switzerland 1 1.0%

Next, we explore the company demographics. Businesses provide services to

both internal and external customers in 55.1% of cases. 36.7% of them serve
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exclusively external clients, while the remaining 8.2% serve exclusively internal
customers.

The vast majority of the companies (78.6%) have 3-5-year strategic plans that
include the long-term targets for the company's future. However, 4.1% of the
respondents do not know if their company had a long-term strategic plan or not,

while 17.3% state that their company do not have one (Table 10).

Table 10. Distribution of Having Long-term Strategic Planning of IT Service
Providers

N %
es 77 78.6%
No 17 17.3%
I do not know 4 4.1%

Twelve different best practices implemented by businesses are listed in the
survey responses. Agile is the most frequently mentioned best practice among
responders. 71 out of 98 respondents indicate that their organizations adopted agile
methodologies. ISO 27001 is the second most frequently selected standard, and ITIL
is the third most frequently selected best practice, with 53 respondents. Following
that, 1ISO 20000, COBIT, Capability Maturity Model Integration (CMMI), and Six
Sigma are also stated. 67 of the respondents state that their organizations use more
than one best practice, and 49 state that they use more than three.

56 of the respondents only used the SC, whereas 42 of them both used and
implemented (Table 11). A total of 98 of them ranked the importance of main
challenges, and 42 of them also answered which challenge stages they implemented
and how challenging they found those stages. The number of responses changes

depending on the number of people who successfully overcome that specific
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challenge during SC implementation. More than half of the respondents work as
individual contributors. There are 23 individual contributors working in their
companies, and 19 managers that are in charge of at least one team in their

organizations.

Table 11. Distribution of Respondents’ Service Catalog Experience

N %
Used 56 57.1%
Implemented 42 42.9%

Out of 42 individuals that implemented the SC, half of them have a bachelor's
degree, while the other half have a master's degree (Table 12). The top departments

from which they graduated are aligned with the whole list of participants (Table 13).

Table 12. Distibution of SC Implementers’ Education Level

N %
Bachelor 21 50.0%
Master 21 50.0%

Table 13. Distribution of the Departments That SC Implementers Graduated From

N %
Industrial Engineering 11 26.2%
Computer Engineering 7 16.7%
Mathematical Engineering 7 16.7%
Business Administration 5 11.9%
Software Engineer 4 9.5%
Chemical Engineering 2 4.8%
Electrical Engineering 2 4.8%
Management Information Systems 2 4.8%
Materials Science and Engineering 2 4.8%
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Approximately 85% of respondents have more than ten years of experience

and expertise (Table 14), and approximately 70% have worked for their current

employers for less than five years (Table 15).

Table 14. Distibution of the SC Implementers’ Total Years of Experience

N %
10-15 years 20 47.6%
More than 15 years 16 38.1%
6-10 years 4 9.5%
3-5 years 4.8%

Table 15. Distibution of the SC Implementers’ Years of Experience in Their
Current Companies

N %
More than 15 years 6 14.3%
6-10 years 7 16.7%
3-5 years 10 23.8%
2 years or less 19 45.2%

SC implementers operate in seven distinct sectors (Table 16) and come from
five distinct origins (Table 17). Around 85 percent have long-term strategic plans
within their companies (Table 18), and around 65 percent serve both internal and

external clients (Table 19).

Table 16. Distribution of the Sectors that SC Implementers Work

N %
Information Technology 22 52.4%
Banking and Capital Markets 8 19.0%
Audit and Consultancy 3 7.1%
Healthcare 3 7.1%
Defense Industry 2 4.8%
Entertainment and Media 2 4.8%
Telecommunication 2 4.8%
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Table 17. Distribution of the IT Service Providers’ Origins that SC Implementers
Work

N %
Turkey 26 61.9%
USA 9 21.4%
Dutch 3 7.1%
India 2 4.8%
United Kingdom 2 4.8%

Table 18. Distribution of Having Long-term Strategic Planning of IT Service
Providers that SC Implementers Work

N %
Yes 36 85.7%
No 6 14.3%

Table 19. Distibution of the Types of Customers That SC Implementers’
Companies Serve

N %
We provide services to both internal and external customers 27 64.3%
We provide services to external customers 9 21.4%
We provide services to internal customers 6 14.3%

5.2 Level of service catalog usage
The level of SC and portfolio usage has been evaluated using eight questions in Part
2: keeping up-to-date ITSC (Q13); assigning a SCMngr (Q14); the visibility of
retired services (Q15); the visibility of services in pipeline (Q16); the location of the
SC to keep and manage (Q17); the visibility of supporting services (RFS) (Q18); the
level of integration of the SC with related processes (Q19); and the level of
integration of services with related customers (Q20).

This section's analysis is based on the data set obtained for 98 companies that

have SCs. All SCs fully or partially reflect the up-to-date information so even if it is
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partially up-to-date, which implies that it does not contain all of the accurate
information, it demonstrates that in every company, some attempt is being made to
keep it up-to-date. 57% of the respondents state that their company's SC is up-to-date
and the rest mentioned that it is partially up-to-date. 82% of the answers mention that
there are SCMngrs assigned within the company. 8% of them are not aware of
whether there is an assigned SCMngr or not, and 10% mention that there is not an

SCMngr role within the company (Figure 4).

SCM ASSIGNED

| don't know
m No
mYes

Figure 4. The number of companies that assigned service catalog manager

74% of respondents manage their SCs with the help of an ITSM or ERP
application. 47% of all SCs are managed entirely within the tool, while 15% are
maintained both within the tool and on the company website. Nine percent say that
they keep SC in the tool and also in the documents, and 7% say they keep SC in the
tool, the documents, and the company website. Only 38% of respondents maintain
SC on their company website, which is an excellent location to showcase customer-

facing services. Eight percent of respondents retain their SC just as a document,
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which appears difficult to integrate with other processes and maintain effectively

(Figure 5).

SC LOCATION

DOCUMENT, COMPANY WEBSITE
DOCUMENT, TOOL (ITSM, ERP ETC.), COMPANY WEBSITE
DOCUMENT

DOCUMENT, TOOL (ITSM, ERP ETC.)

COMPANY WEBSITE

TOOL (ITSM, ERP ETC.), COMPANY WEBSITE

TOOL (ITSM, ERP ETC.)

0 5 10 15 2 25 30 3 40 45
Figure 5. Locations where the service catalog is stored and managed

More than half of those surveyed can see retired services as part of their
service portfolio. 11% are unsure whether they are visible, and 34% are unable to
view the services that are no longer offered to clients (Figure 6). The ratio is greater
for services that are not yet ready to be delivered to a client but are in the
development stage; 71% of the respondents state that they generate the services in
the pipeline in the SC and begin to manage them. 19% of them do not generate
services until they are ready to propose to a client, and 10% do not know if they
manage the services in the catalog while they are in the pipeline and preparing to
propose to an end customer (Figure 7). Furthermore, 67% of respondents manage
supporting services, which are not visible to customers but enable the customer-
facing service to perform. Consider, as described in Section 2.1, a DB team offering
DB service to engineers designing an application for an external customer. The
application is a consumer-facing service, while the DB service is visible and used by

internal teams rather than the customer. These services are also known as "'resource-
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facing services" (RFS). 19% of respondents do not see those resource-facing services

in the catalog, and 14% are unsure if they are visible or not (Figure 8).

RETIRED SERVICES VISIBLE

Yes

mNo

| don't know

Figure 6. Distribution of managing retired services

IN PIPELINE SERVICES VISIBLE

Yes
mNo
m | don't know

Figure 7. Distribution of managing in-progress services

ENABLING SERVICES VISIBLE

Yes
ENo
| don't know

Figure 8. Distribution of managing support services
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Approximately 50% of 98 respondents link their incident and request
management processes to their SCs. This means that they can see their incidents and
requests in relation to the service that they provide. It is very important to resolve
those tickets within the defined SLA. When the service information is available, it is
faster to map those tickets to the related teams and internal processes. 46 of the
respondents mention that they are managing the changes for each service, and 45 of
them use the service information in their SDLC processes. 41% of them perform
service-based monitoring rather than only monitoring specific components like DBs
or networks independently. From a cost perspective, those are the least implemented
ones. The last three items selected are all related to cost-profit analysis. 38% of the
respondents link their SC to their financial management processes. Additionally,
main cost items in IT companies are asset investments and labor.

29% of respondents enter their time logs to the related service for which they
worked, and 24% link the assets to the services they enable, and thus know the total
cost of each service they provide. For a company that has just one service they
provide, this may not seem important because total profit will show the information
for profitability and the financial effect of each change. However, for companies that
provide multiple services, this result indicates that they are not aware of whether they
are losing money or making a profit for a specific service they provide or whether
they did well or badly financially when they changed something. In the business
review meetings, this information has the power to assess the current situation and
make decisions accordingly. From highest to lowest, the top 9 most integrated
processes are: incident management, request fulfillment, change management,
SDLC, demand management, monitoring, financial management, time management

and asset management (Figure 9).
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Figure 9. Number of companies that linked their SC with the processes

A question was also asked about creating a relationship between the SC and
the customer portfolio. This link informs businesses about which clients are now
using particular services, as well as which additional services may be possible
sources of future sales. According to the responses, 52% of them have this link in
their internal process tools, and 19 percent can access this information from

documents in their hands, such as invoices or contracts (Figure 10).

SERVICE-CUSTOMER LINK DEFINED

1 1
YES, LINKED iN YES, FROM NO | DON'T KNOW YES FOR
THE TOOL DOCUMENTS INTERNAL
LIKE INVOICES CUSTOMERS, NO
ETC. FOR EXTERNAL
CUSTOMERS

Figure 10. Number of companies that linked their services with customers
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5.3 Theoretical model for hypothesis testing

Based on the literature reviews and interviews, our questionnaire includes 19

challenges that are classified in 7 MCs and 4 CGs in Table 1. In this section, we

develop a theoretical model (Figure 11), where we explore the potential factors that

affect the importance levels of 7 MCs, |j, j=1,2,...,7, the success levels of 4 CGs, i.e.,

S1, S2, S3, S4, and the overall SCM success, Sb.

Individual Factors (IFi)

IF1. Education

IF2. Total years of experience

IF3. Company tenure

1F4. Contribution type

IF5. Having ITIL certificate

IF6. Number of certificates individual have
IF7. Membership on best practice platforms

Ve - N
HL

Company Related Factors (CFm)

CF1. Sector

CF2. Origin

CF3. Service provider type

CF4. Having a strategic plan

CF5. Number of best practices implemented
CF6. Existence of a SC Manager

Ny

. H2 )

( nmz )

Importance of Service Catalog
Challenges (Ij)

11. Service identification

12. Process integration

13. Tool implementation

14, Make SC visible to all related parties
15. Maintain accurate SC

16. Create ownership

17. Train the company

. H4

Level of Service Catalog Success (Sn)

S1. Identification success
S2.Implementation success
S3. Maintenance success
S4. Adoption success

S5. Overall SCM success

Figure 11. Theoretical model for hypothesis testing

In this theoretical model (Figure 11), affecting factors are separated into two

distinct groups. In addition to the factors determined in the academic literature and

ITIL, additional factors affecting the importance of main challenges and success of

the SC are identified and determined in the expert interviews as shown in Table 20.
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Table 20. Factors Identified in Academic Studies, ITIL, and Expert Interviews

Factor Groups Variable Factors Source
IF1-Education Macias et al.
IF2-Total years of experience Macias et al.
Individual Factors IF3-Company tenure Interview
Related IF4-Contribution type Interview
(IFi, i=1,2,...,7) IF5-ITIL certificate Macias et al.
IF6-Number of certificates individual have Macias et al.
IF7-Membership on best practice platforms Interview
CF1-Sector Interview
CF2-Origin Interview
E:Qg’rasny Related CF3-Service provider type Interview
(CFm, m=1,2,....6) CF4-Having a strategic plan Interview
CF5-Number of best practices implemented Interview
CF6-Existence of a SC Manager ITIL

Individual factors, IFi, i=1,2,...,7 are unique to the person who implements
and manages the SC. The following are 1-education level of the implementer; 2-total
years of experience that the implementer has; 3-years of experience in the current
company that implemented or used the SC; 4-contribution type, which shows if the
respondent is an individual contributor in the team or manages a team; 5-having an
ITIL certificate; 6-total number of certificates that respondent has; and 7-having
membership to best practice platforms like ISACA or Axelos. In their study, Macias
et al. (2018) observed that some individual factors may affect the successful
implementation of SC; also, during the interviews with SMEs, the same observation
was made.

The companies' attributes are identified as company related factors, CFm,
m=1,2,...,6 such as 1-sector that the company performs in, 2-origin of the company,
3-whether they serve internal or external customers or both, 4-having a long-term
strategic plan, 5-number of best practices implemented within the company, and 6-

assigning SCMngr to be responsible from SC from end to end. Knowing the effects
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of these factors on the importance and success levels of challenges provides valuable
guidance for the success of SC implementations. Hence, several hypothesis tests are

generated in Table 21 to explore these effects.

Table 21. Set of Hypotheses and Number of Tests

Number of
Set of Hypotheses Tests
HY;: Individual factor i, IFi has a significant effect on the importance of main
R . 49
challenge j, 1j, i=1,2,..,7, j=1,2,...,7
H2yj: Company factor m, CFm has a significant effect on the importance of
: — . 42
main challenge j, Ij, m=1,2,..,6, j=1,2,...,7
H3in: Individual factor i, IFi has a significant effect on the success level n, Sn,
. 35
i=1,2,..,7,n=1,2,...,5
H%ma: Company factor m, CFm has a significant effect on the success level n,
30
Sn, m=1,2,..,6, n=1,2,...,5

H1 set of hypotheses are used to explore the effects of individual factors, IFi
on the importance of main challenges, 1j. Since there are 7 personal factors, and 7
main challenges, there are 49 hypotheses in this form. Using H2 set of hypotheses,
we investigate the influence of company related factors, CFm on the importance of
the main challenges, lj. Since there are 6 company factors and 7 main challenges, H2
contains 42 hypotheses. In order to investigate the impact of individual factors, IFi
on the challenge group success, as well as the overall SCM success, Sn, the H3 set of
hypotheses will be used. There are total of 35 hypotheses in this form since there are
7 individual factors and 5 success groups. H4 set of hypotheses is used to explore the
role of company related factors, CFm on challenge group success and the overall
SCM success, Sn. Given that there are 6 company related factors and 5 success

groups, n=1,2,...,5, H4 contains 30 hypotheses.
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5.4 Identifying the main challenges and the affecting factors

One of the key objectives of this research is to conduct a comprehensive analysis of
the impediments that lead to a lower SCM success, despite the companies' best
intentions and desires. This section explores whether the main challenges are truly
critical success factors for SCM, i.e., which of the seven main challenges are the
most difficult and/or important to overcome for those who have implemented SCs,
and which individual or company factors affect the importance of these challenges.

In order to have successful SCM, 98 individuals rated the importance of
seven main challenges. All main challenges received an average importance score of
more than 4.48, with a minimum individual importance score of three, and a
maximum importance score of five. This demonstrates that all of the main challenges
are very important for the success of SCM.

There are some differences in terms of the importance and difficulty level of
the main challenges (Figure 12). According to the findings, MC6: the adoption and
ownership challenge is considered as the most challenging one with a score of 3.57
and the third most important challenge with a score of 4.76. The second most
difficult step is MC5: maintaining an accurate, up-to-date SC with a score of 3.40. It
is also ranked as the most important challenge for SCM success. The third most
challenging main challenge is MC3: tool implementation with a score of 3.34.
However, MC3: implementing SC and the processes that go along with the tool are
seen as the least important main challenge when it comes to managing SC well.
Although it is ranked as the least important, its importance score of 4.49 out of 5 is
still high. The fourth one is MC2: integrating SCM processes with other related
processes with a score of 3.28, and it is also the fourth most important challenge with

a 4.73 score. MCT: training the company to increase awareness and follow best
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practices is the fifth most difficult tmain challenge and the challenge score of the
training is 3.261. The importance score is 4.53, which makes training the fifth in
challenge level and sixth in importance.

According to this survey, MC1: identifying services and service linkages is
regarded as the most difficult problem by only 2% of respondents. MC1 is relatively
less challenging with a score of 3.255 but indeed it is the second most important
challenge to overcome to manage SC with a 4.82 score. The least challenging step is
MC4: making SC visible, and the challenge score is relatively low at 2.66. It is
considered as the fifth most important challenge with a score of 4.57.

In brief, all of the main challenges considered are important. MC4: making
service catalog visible, MC1.: identifying the services, service relations and MC7:
training are considered as the least challenging ones which can be good starting

points for demonstrating success and gaining the benefit.

Main Challenge Importance and Challenge Level

MC1: SERVICE MC2:PROCESS RELATION MC3: TOOL MC4:MAKING SC VISIBLE ~ MC5:UP-TO-DATESC ~ MC6:ADAPTATION AND MC7: TRAINING
IDENTIFICATION AND IMPLEMENTATION OWNERSHIP
RELATION

= Challenge Level = Importance

Figure 12. Comparison of the importance and difficulty level of the main challenges

Another key objective of this study is to identify which of the 19 challenges

are implemented most frequently and how hard they are to accomplish. This section
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delves into 19 challenges placed under the main challenges in Table 1. In Figure 13,
the mean difficulty levels of 19 challenges are found to be between 2.62 to 3.76. The
most difficult challenge and its mean difficulty level is C11: obtaining the required
investment and time from all related stakeholders (3.76). The others are C17:
positioning the SC as the central data source (3.75), C16: get managers support
(3.68), C4: linking assets to the related services (3.58) and C14: Identify retired
services (3.57).

The most implemented steps are C18: giving ITIL training, C1: identifying
core services, C10: integrate internal tools, C16: getting C-level and C7: defining
each service in the tool. C2: Indetify enabling services, C12: Making the SC visible
and C4: linking assets to the services comes next (Figure 13).

We see that C16: getting C-level managers support is a critical challenge

since it is implemented very frequently and it is very challenging.

Sub-Challenge Implementation and Challenge Degree
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Figure 13. Number of respondents who implemented challenge and its average
difficulty level

Next, we identify the factors that affect the importance of the seven main

challenges, H1 and H2 sets of hypotheses tests are performed in accordance with the
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theoretical model in Figure 11 and list of hypotheses in Table 21. We use the
intervals for the p-values and the colours in Table 22 to evaluate the significance of
our results. Hypothesis tests on the group means are conducted by ANOVA and t-
tests. Results are validated further by checking the homogeneity of variances in the

groups by Levene tests.

Table 22. Significance levels used in hypothesis tests

Highly significant p-value < 1%
Significant 1% <= p-value < 5%
Weakly significant

Not significant p-value >=10%
Significant but failed in Levene test p-value < 5%

In hypotheses set H1, the effects of 7 individual factors, IFi on the
importance of 7 main challenges, 1j are tested respectively. In total there are 49 tests

in H1 hypotheses tests as provided in Figure 11 and Table 20.

H11j: IF1: Education level of the interpreter has a significant effect on the importance
of main challenge 1j, j=1,2,...,7

lej: IF2: Total years of experience of the implementer has a significant effect on the
importance of main challenge 1j, j=1,2,...,7

H13j: IF3: Current company tenure of the implementer has a significant effect on the
importance of main challenge |j, j=1,2,...,7

H14j: IF4: Contribution type of the implementer has a significant effect on the
importance of main challenge |j, j=1,2,...,7

Hlsj: IF5: ITIL certification of the implementer has a significant effect on the

importance of main challenge |j, j=1,2,...,7

49



H16ji IF6: Number of certificates of the implementer has a significant effect on the

importance of main challenge |j, j=1,2,...,7
H17j: IF7: Membership in the best practice platform of the implementer has a

significant effect on the importance of main challenge |j, j=1,2,...,7
The results of the H* tests are provided in Table 23. The individual factors for

IF1: education, IF2: total tenure, IF3: company tenure, IF5: ITIL certificate and IF7:
membership to IT platforms are found to be the significant factors for the importance
of some main challenges. However, the significance of Levenes’s test for equality of
variances is less than 0.05 in all these cases, so all those hypotheses are rejected.
Ultimately no significant individual factors can be identified for the importance of

challenge levels.

Table 23. The results of H1 hypothesis tests: Effects of individual factors on the
importance of main challenges

Importance of Main Challenges
Se'nll'ice 12- 13-Tool [14-Make | 15-Up- 16 7.
Tests Factors Identifi- Process [Implemen-| SC to-date ownershiol Trainin
. Relation | tation visible SC P 9
cation
IF1-
T-test Education 0.007 0.860 0.984 0.247 0.285 0.855 0.696
Anova | P& Totl 10607 | 0024 | 0278 | 0613 | 0.956 | 0775 | 0302
Tenure
IF3-
Anova Company 0.011 0.397 0.133 0.563 0.359 0.515 0.22
Tenure
IF4-
T-test |Contribution| 0.348 0.909 0.868 0.647 0.672 0.925 0.878
Type
Anova | MPOITIL 16451 | 0285 | 0411 | 0018 | 0102 | 0649 | 0497
Certificate
Correlation| . 'F6- 022 | 0762 | 0623 | 0204 | 0192 | 0928 | 0.405
Certificates
IF7-
t-Test [Membership| 0.133 0.917 0.949 0.199 | 0.762 0.054 0.368
BP Platforms
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The second set of hypotheses H2 focuses on the effect of 6 company related
factors, CFm on the 7 importance of main challenges, lj. In total there are 42 tests in

H2 hypotheses tests as provided in Figure 11 and Table 21.
H21j: CF1: The sector that company operates in has a significant effect on the
importance of main challenge |j, j=1,2,...,7
H22ji CF2: The origin of the company has a significant effect on the importance of
main challenge 1, j=1,2,...,7
H23j: CF3: The service provider type of the company has a significant effect on the
importance of main challenge |j, j=1,2,...,7
H24j: CF4: Having a long-term strategic plan has a significant effect on the
importance of main challenge |j, j=1,2,...,7
H25j: CF5: Number of best practices implemented within the company has a
significant effect on the importance of main challenge 1j, j=1,2,...,7
H26j: CF6: Assigning SCMngr has a significant effect on the importance of main
challenge 13, j=1,2,...,7

The results of the H? tests are provided in Table 24. The company related

factors for CF1: sector, CF3: service provider type and CF4: having long-term
strategic plan are found to be the significant factors for the importance of some main

challenges. However, the significance of Levenes’s test for equality of variances is

less than 0.05, so H21j, H23j and H?4j are not justified. H%s; are not justified due to

insignificant p-values while H?22 H?5 and H%g1 are validated which means CF2:

origin and CF6: existence of SCMngr can be identified as significant factors for the

importance of some challenge levels.
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Table 24. The results of H2 hypothesis tests: Effects of company related factors on
the importance of main challenges

Importance of Main Challenges
12- 14- 1 15up-
11-Service 13-Tool | Make P 16- 17-
Tests Factors ... .. |Process . to-date . ..
Identification . |Implementation| SC Ownership|Training
Relation e SC
visible
Anova |CF1-Sector 0.44 0.819 0.002 0.904 | 0.216 0.49 0.377
Anova |[CF2-Origin| <0.001 0.042 <0.001 0.015 | <0.001 | 0.119 0.401
CF3-
Anova SPType 0.353 0.12 0.46 0.632 | 0.248 0.076 0.674
Anova |CF4-StrPlan 0.002 0.507 0.164 0.969 | 0.207 0.531 0.672
Correlation CFS'. 0.101 0.705 0.462 0.436 | 0.205 0.843 0.771
BestPractice
CF6-
Anova SCMngr 0.003 0.007 0.542 0.718 | 0.561 0.249 0.776

In H222, we find that CF2: The origin of the company has a significant effect

on 12: the importance of linking SC with related processes for successful SCM (F(6,

91) = 2.286, p-value = 0.042). Based on the post hoc Tukey test significance, a

difference occurs between the UK and the rest of the origins. The mean score of the

UK for the 12: importance of linking SC with related processes for successful SCM is

4.00 while the rest of the countries have mean 12 scores between 4.5 and 5.0 (Figure

14).
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related processes

Mean scores for12: Importance of linking SC with

Dutch German Turkey USA India United
Kingdom

CF2: Country of origin of the company

Figure 14. Mean scores for 12: Importance of linking SC with related processes for
successful SCM versus CF2: Country of origin

In H?25, we find that CF2: the origin of the company has a significant effect

on the 15: the importance of keeping SC up-to-date for successful SCM (F(6, 91) =
12.594, p-value <0.001). There is a significant difference between the UK and the
other origins. The Tukey HSD test p-values between the UK and the other origins are
less than 0.001. The mean importance score of UK for keeping SC up-to-date is 4.0.
The rest of the origins’ means are scored between 4.86 and 5.0. The companies
whose origins are India, Germany, and the Netherlands give full score to the
importance of maintaining accurate SC to be able to manage SC successfully

(Figurel5)
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Mean scores forI5: Importance of maintaining accurate
sC

India German Dutch USA Turkey United
Kingdom

CF2: Country of origin of the company
Figure 15. Mean scores for 15: Importance of maintaining accurate SC for successful
SCM versus CF2: Country of origin

In H?%61, we find that CF6: assigning SCMngr has a highly significant effect

on I1: the importance of identifying services and linking them together (F(2, 76) =
6.230, p-value = 0.003). The mean score of CF6: The importance of service
identification and relationships in order to manage SC successfully is higher (4.86)
when there is an assigned SCMngr within the company. The mean importance score

decreases to 4.38 when there is no SCMngr within the company (Figure 16).
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Mean scores for for I1: Importance of identifymg
services and linking them successful SCM

Yes | don't know MNo

CF6: Existence of SCMngr

Figure 16. Mean scores for 11: Importance of identifying services and linking them
for successful SCM versus CF6: Existence of SCMngr

5.5 Identifying the factors that influence the level of service catalog success
The other major objective is to do statistical analysis to determine which factors and
SC success groups are related. This will help us in determining which elements
contribute to the success of SCM.

In hypotheses set H3, the effects of 7 individual factors, IFi on the levels of 5
SC success groups, Sn are tested respectively. In total there are 35 tests in H3

hypotheses tests as provided in Figure 11 and Table 20.

H31n: IF1: Education level of the interpreter has a significant effect on the level of
SC success group Sn, n=1,2,...,5

H3on: IF2: Total years of experience of the implementer has a significant effect on

the level of SC success group Sn, n=1,2,...,5
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H33n: IF3: Current company tenure of the implementer has a significant effect on the
level of SC success group Sn, n=1,2,...,5

H34n: IF4: Contribution type of the implementer has a significant effect on the level
of SC success group Sn, n=1,2,...,5

H35n: IF5: ITIL certification of the implementer has a significant effect on the level
of SC success group Sn, n=1,2,...,5

H3gn: IF6: Number of certificates of the implementer has a significant effect on the
level of SC success group Sn, n=1,2,...,5

H37n: IF7: Membership in the best practice platform of the implementer has a

significant effect on the level of SC success group Sn, n=1,2,...,5
The results of the H3 tests are provided in Table 25. The individual factors for

IF1: education, IF3: company tenure, IF4: contribution type and IF7: membership in
the best practice platforms are found to be the significant factors for the level of SC

success groups. However, the significance of Levenes’s test for equality of variances

is less than 0.05 in all these cases, so hypotheses H311, H312, H313, H315, H333,

H344, H371 are not justified. Ultimately, no significant individual factors can be

identified for the SC success groups.
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Table 25. The results of H3 hypothesis tests: Effects of individual factors on the
level of SC success groups

Level of SC Success Groups

BP Platforms

S1- S2- S3- S4- S5- Overall
Tests Factors |ldentification{Implementation| Maintenance| Adoption SCM
Success Success Success Success Success
IF1-
t-Test Education 0.053 0.004 0.083 0.171 0.011
Anova | 'F&Total | 4669 0.662 0.642 0.666 0.768
Tenure
IF3-
Anova Company 0.525 0.164 0.049 0.191 0.186
Tenure
IF4-
t-Test Contribution 0.95 0.327 0.925 0.061 0.514
Type
Anova | JPOITIL 6959 0.453 0.79 0.131 0.439
Certificate
Correlation | . 'F6- 0.725 0.167 0.657 0.111 0.307
Certificates
IF7-
t-Test Membership 0.007 0.751 0.257 0.965 0.165

Lastly, in hypotheses set H4, the effects of 6 company-related factors, CFm

on level of 5 SC success groups, Sn are tested respectively. In total there are 30 tests

in H4 hypotheses tests as provided in Figure 11 and Table 20.

H*1n: CF1: The sector that company operates in has a significant effect on level of

SC success group Sn, n=1,2,...,5

H®n: CF2: The origin of the company has a significant effect on level of SC success

group Sn, n=1,2,...,5

H*3n: CF3: The service provider type of the company has a significant effect on the

level of SC success group Sn, n=1,2,...,5

H*an: CF4: Having a long-term strategic plan has a significant effect on the level of

SC success group Sn, n=1,2,...,5
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H*5n: CF5: Number of best practices implemented within the company has a

significant effect on the level of SC success group Sn, n=1,2,...,5
H*n: CF6: Assigning SCMngr has a significant effect on the level of SC success
group Sn, n=1,2,...,5

The results of the H* tests are provided in Table 26. Accordingly, the

company related factors for CF4: having long-term strategic plan, CF5: number of
best pactices implemented within the company and CF6: existence of SCMngr are

found to be the significant factors for some of the SC success groups.

H*43 and H*45 tests indicate that CF4: company having a strategic plan has a
significant effect on S3: maintenance, and it has weakly significant effect on S5:
overall SCM success. Furthermore, H*s1, H*s2, H*s3, H*s5 tests show that CF5:

number of best practices implemented has a significant effect on S1: identification

and S2: implementation, and it has highly significant effects on S3: maintenance and

S5: overall SCM success. Lastly, by H*1, H%62, H*3, H%s5 tests we see that CF6:

assigning SCMngr has a significant effect on S1: identification, and it has highly
significant effects on S2: implementation, S3: maintenance and S5: overall success

groups.
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Table 26. The results of H4 hypothesis tests: Effects of company related factors on
the level of SC success groups

Level of SC Success Groups
S1- S2- S3- S4- S5-
Tests Factors [ldentification|[Implementation| Maintenance | Adoption | Overall SCM
Success Success Success Success Success
Anova |CF1-Sector 0.484 0.852 0.638 0.701 0.646
Anova [CF2-Origin 0.812 0.975 0.571 0.907 0.915
Anova | CF% 0.491 0.754 0.755 0.651 0.921
SPType
CF4-
Anova 0.172 0.214 0.012 0.927 0.099
StrPlan
. CF5-
Correlation . 0.012 0.014 <0.001 0.221 0.004
BestPractice
tTest | GO 0.023 0.002 0.003 0.735 0.003
SCMngr

Now we further explore the significant factors for S1: identification success.

CF5: number of best practices has a significant effect on the identification success (r

=0.383, n =42, p-value = 0.012). In Figure 17, we see that the mean score for S1:

Identification success is tend to increase when CF5: the number of implemented best

practices i

ha W Y

Mean scores for S1: Identification success

ncreases.

45
=
3
B
1 2 3 4 5 6 T 8+

CF5: Number of best practices implemented

Figure 17. Mean scores for S1: identification success versus CF5: number of best
practices implemented
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Additionally, CF6: existing of SCMngr has a significant effect on S1:
identification success (t(34) = 2.380, p-value = 0.023). In Figure 18, the mean score
of the S1: identification success is 4.1 for the companies that assign SCMngr. The

mean success score decreases to 2.6 when there is no SCMngr within the company.

500
4,00

3,00

1,00

Mean scores forS1: Identification success

Yes Mo

CF6: Existence of SCMngr
Figure 18. Mean scores for S1: identification success versus CF6: existence of

SCMngr

There are two significant company related factors for S2: success of
implementation. CF5: the number of best practices implemented within the company
has a significant effect on the S2: implementation success (r = 0.376, n = 42, p-value
= 0.014). In Figure 19, the mean score for S2: Implementation success tend to

increase when the number of implemented best practices increases.
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CF5: Number of best practices implemented
Figure 19. Mean scores for S2: implementation success versus CF5: number of best

practices implemented

Nevertheless, CF6: existence of SCMngr has a highly significant effect on
S3: implementation success (t(34) = 3.330 p-value = 0.002). In Figure 20, the mean
score of S2: implementation success is 5.23 for the companies that assign a SCMngr.
The mean S3: implementation success score decreases to 2.7 when there is no

SCMngr within the company.

600
00
400
300

200

Mean scores for $2: Implementation success

Yes Mo

CFo6: Existence of SCMngr

Figure 20. Mean scores for S2: implementation success versus CF6: existence of
SCMngr
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There are three significant company related factors that affect S3: success of
the maintenance.

CF4: having a long-term strategic plan in the company has a significant effect
on the S3: maintenance success (F(1, 40) = 1.595, p-value = 0.012). In Figure 21, the
mean score of the S3: maintenance success score is 2.25 for the companies that have
a long-term strategic plan and it decreases to 1.0 when there is no long-term strategic

plan in the company.

230

Mean scores for 83: Maintenance success

Yes Mo

CF4: Having a strategic plan
Figure 21. Mean scores for S3: maintenance success versus CF4: having a strategic

plan

CF5: the number of best practices implemented has a highly significant effect
on the S3: maintenance success (r = 0.516, n = 42, p-value < 0.001). In Figure 22, the
mean score for S3: Maintenance success is tend to increase when the number of

implemented best practices increases.
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Mean scores for 83: Maintenance success
-

Figure 22. Mean scores for S3: maintenance success versus CF5: number of best
practices implemented

The effect of CF6: existence of a SCMngr is highly significant on S3:
maintenance successt (t(34) = 3.179, p-value = 0.003). In Figure 23, the mean of the
S3: maintenance success is 2.32 for the companies that assign a SCMngr. The mean

success score decreases to 0.8 when there is no SCMngr within the company.

250

2,00

Mean scores for S3: Maintenance success

fas Mo

CF6: Existence of SCMngr

Figure 23. Mean scores for S3: maintenance success versus CF6: existence of
SCMngr
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For S4: adoption success, none of the company related factors are found to

have a significant effect.

Lastly, there are three company related factors that affect S5: overall SCM
success.

CF4: having a long-term strategic plan in the company has a significant effect
on S5: overall SCM success (F(1, 40) = 2.851, p-value = 0.099). In Figure 24, the
mean score of the S5: overall SCM success is 13.5 out of 19 for the companies that
have a strategic plan. The mean success score decreases to 10.25 for the ones that do

not have a long-term strategic plan within the company.

1250
10,00
750
500

250

Mean scores for S5: Overall SCM success

Yes Mo

CF4: Having a strategic plan
Figure 24. Mean scores for S5: overall SCM success versus CF4: having a strategic
plan
CF5: the number of best practices implemented has a highly significant effect

on S5: overall SCM success (r = 0.442, n = 42, p-value = 0.004). In Figure 25, SCM

success tend to increase when the number of implemented best practices increases.
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Figure 25. Mean scores for S5: overall SCM success versus CF5: number of best
practices implemented
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Also, CF6: existing of SCMngr has a highly significant effect on S5: overall
SCM success (t(34) = 3.185, p-value = 0.003). In Figure 26, the mean score of the
S5: overall SCM success is 14.19 out of 19 for the companies that assigned SCMngr.
The mean success score decreases to 8.5 when there is no SCMngr within the

company.

Yes Mo

Mean scores for S5; Overall SCM success

CF6: Existence of SCMngr

Figure 26. Mean scores for S5: overall SCM success versus CF6: existence of
SCMngr
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5.6 Results

This research examines 98 replies from twelve sectors and companies originating

from eight countries. 56 of the respondents only used the SC, while the remaining 42

also implemented it. 156 hypotheses are tested during this study. Figure 27

demonstrates the 13 hypotheses that are validated.

Individual Factors (IFi)

IF1. Education

IF2. Total years of experience

IF3. Company tenure

IF4. Contribution type

IF5. Having ITIL certificate

IF6. Number of certificates individual have
IF7. Membership on best practice platforms

Company Related Factors (CFm)

CF1. Sector

CF2. Origin

CF3. Service provider type

CF4. Having a strategic plan

CF5. Number of best practices implemented
CF6. Existence of a SC Manager

Importance of Service Catalog
Challenges (Ij)

I1. Service identification

12. Process integration

13. Tool implementation

14. Make SC visible to all related parties
I5. Maintain accurate SC

16. Create ownership

17. Train the company

Level of Service Catalog Success (Sn)

S1. Identification success
S2.Implementation success
S3. Maintenance success
S4. Adoption success

S5. Overall SCM success

Figure 27. Hypothesis tests that are validated

We show in our hypothesis tests that company related factors have significant

impacts on the level of SC success (Figure 27). Companies that have assigned

SCMngrs (CF6) and have implemented best practices in the company (CF5) have

higher successes in identification (S1), implementation (S2), and maintenance (S3)

phases of SCM that further leads to higher overall success of SCM (S5).

Additionally, companies that have strategic plans (CF4) tend to have higher success

in maintaining SC (S3) which results in higher overall success in SCM (S5).

Surprisingly, we fail to show any significant effect of individual factors on

the issues related to SCM. Although in Section 5.4 education (IF1), total years of

experience (IF2), current company tenure (IF3), having ITIL certificate (IF5) and

membership on best practice platforms (IF7) are found to be significant individual
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factors, they fail in homogeneity tests. We note these potential factors and leave the
exploration of their significances for further research.

In our study, there are seven main challenges in SCM that belong to four
challenge groups (Table 1). We assess and compare the importance and the difficulty
of these main challenges (Figure 12). Finally, we explore the company related
factors that affect the success of the challenge groups (Figure 27). Now we
summarize our findings for each challenge group respectively, in the order of their
importances.

Maintaining SC accuracy (MC5) main challenge is ranked top in terms of
importance and ranked second in terms of challenge level (Figure 12). It is the only
main challenge that belongs to the maintenance (CG3) challenge group (Table 1).
We explore that the importance of this main challenge (15) differs in accordance to
the country origin of the company (Figure 27). In UK originated companies
maintaining SC accuracy (MC5) seem to be less important (Figure 15). At this point
we find that company related factors such as having a strategic plan (CF4),
implementing best practices (CF5) and assigning SCMngr (CF6) lead to higher
success in Maintaining an accurate, up to date service catalog (S3) (Figure 27).

Identifying services and service linkages (MC1) is ranked as the second
important main challenge (Figure 12). It is the only main challenge that belongs to
the Identification challenge group (CG1) (Table 1). It is crucial and one of the initial
steps that need to be taken in order to have a catalog. Without defining the services
and linking them together, it is not possible to have a service catalog that will be
shown to the customers. We find that existence of a SCMngr (CF6) is critical in
coping with this important challenge (Figure 27). Importance of identifying services

and service linkages (11) is less in companies with an assigned SCMngr (CF6)
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(Figure 16). Nevertheless, the number of best practices (CF5) and existence of an
assigned SCMngr (CF6) are significant company related factors in the success of
identification stage in SCM (S1) (Figure 27).

Tool implementation (MC3) is the third most challenging step (Figure 12),
and it is one of the three main challenges that belong to the implementation (CG2)
challenge group (Table 1). None of the individual or company related factors are
found to have a significant effect on the importance of tool implementation (MC3).
However, in addition to tool implementation (MC3), there are two other main
challenges under implementation (CG2) challenge group, i.e., process integration
(MC2) and making SC visible to all related parties (MC4) (Table 1). We explore that
the importance of the process integration (12) main challenge differs in accordance to
the country of origin of the company (CF2) (Figure 27). In UK-originating
companies, integrating related processes with the SC (12) seems to be less important
(Figure 14). Nevertheless, making SC visible (MC4) is considered as the least
challenging of the seven main challenges (Figure 12). Finally, we find that company-
related factors such as implementing best practices (CF5) and assigning SCMngr
(CF6) have significant effects on achieving higher implementation success (S2)
(Figure 27).

Finally, creating ownership inside the organization (MC6) is the most
difficult main challenge to overcome for one-third of the responders (Figure 12). It is
one of the two main challenges of the Adoption (CG4) challenge group; the other
one is the need for training and best practice knowledge (MC7) (Table 1), which is
fifth in terms of importance (Figure 12). We find that the importances of these main
challenges are not affected by any individual or company-related factor. Although in

Section 5.4 membership on best practice platforms (IF7) and service provider type
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(CF3) are found to be significant factors for the importance of creating ownership
within the organization (MC6), they fail in homogeneity tests. Also, in our analysis,
we fail to show any significant effect of an individual or company-related factor on
adoption success (S4). In Section 5.5, contribution type (IF4) is found to be a
significant individual factor for adoption success (S4), but it fails in the homogeneity

test. Further research can be carried out on these factors.
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CHAPTER 6

CONCLUSION

The SC is the only client-facing component of the service portfolio and is used to
deliver and sell IT services. It includes many important components related to
services. SC also establishes the need for a service and how the provider intends to
meet it. A comprehensive approach to service delivery necessitates extra attention
and care for the SC. The SCM process, which has been on Gartner's hype-cycle lists
for the last three years, is important to many important business-wide processes.

The primary goal of this research is to uncover the challenges that businesses
face when trying to manage their SCs and to discover the factors that contribute to
greater success. Success is classified into five categories: identification,
implementation, maintenance, adoption, and overall success. A questionnaire is
developed where 98 participants shared their perspectives on the perceived
importance of challenges in achieving more success and key factors associated with
SCs. 42 participants with experience of implementing SCs ranked the challenges
associated with each step they implemented. Five SMEs in this field were
interviewed face-to-face during the challenge identification phase and also for the
purpose of content validation. The 19 SCM challenges were classified into seven
main categories. The importance of identified challenges and variable factors that
contribute to greater success in SCM was demonstrated through analyses.

This study makes significant academic contributions and gives valuable
industry insights. The dissertation analyzes a variety of hypotheses in order to
comprehensively examine the challenging factors affecting the successful

management of a SC.
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There are certain limitations to this research. To begin with, due to the fact
that the questions need highly specialized expertise and knowledge, the studied
sample has only 98 responses. A considerably larger sample size may be more
appropriate in order to obtain more accurate and demographically reflective results.
Some of our tests have failed due to homogeneity of variances; so, we couldn’t see
the results mainly on individual factor or sector level analysis. More and more evenly
distributed data would aid in delving deeper into these factors. Even though site
visits would be better for collecting data, they haven't been done because of the
COVID-19 outbreak. Instead, only electronic methods of communication and data
collection have been used.

All success factors are determined through analysis of current SCM
applications by the IT service providers. Additional research can be done focusing on
the challenges and success factors of a specific group like adoption to find new ways
to set up SC ownership in a company as well as ways to create a company culture
that acknowledges the catalog and portfolio as critical sources of information or
create guidance for the best ways to link assets to the services in a fast-paced multi
technology IT environment. Additionally, we have strategic planning as one
challenge. However, having a long-term strategic plan and having an IT plan that is

aligned with the strategic plan would be an improvement for further research.
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APPENDIX A

INTERVIEW QUESTIONS

Q1: What are the challenges of implementing the SCM process within a company?
Q2: What are the phases of SCM process implementation that you can group the
challenges under?

Q3: In which challenge do companies most often fail?

Q4: In which phase companies mostly face the challenges?

Q5: Which factors affect the service catalog management success?
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APPENDIX B

QUESTIONNAIRE

Dear Attendee,

The aim of this survey is to identify the challenges that IT service providers face

while implementing or managing service catalogs.

This survey has been prepared by Efsun Bal, under the supervision of Assoc. Prof.
Dr. Asli Sencer for the aim of a M.A. study at Bogazig¢i University (Business

Information Systems).

According to our preliminary research, the difficulties that companies face while
adapting to the service catalog process can be categorized into four main groups. The
questionnaire below contains questions about these challenges in five sections. Your
data will be kept completely confidential and will be used for academic purposes

only. It takes 3 to 10 minutes to complete this survey, depending on your answers.

Thank you for your time and interest.
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Part 1: Demographic Questions

There are 12 questions in this section.

Questions

Answers

1. Which sector do you work
in?*

(Multiple Choice)
o Banking and Capital Markets

o Entertainment and Media
o Electricity and Infrastructure
o Industrial Production
o Real Estate
o Pharmaceuticals and Life Sciences
o Construction and Engineering
o Public Services
o Chemical Industry
o Mining and Metals
o Automotive
o Private Equity
o Retail and Consumer Products
o Oil and Gas
o Health
o Insurance and Private Pension
o Transportation and Logistics
o Information Technology
o Telecommunications
o Asset and Wealth Management
o Other:

2. Which department do you (Text)

work in?*

3. What is your job title?* (Text)

4. What is your job (Text)

description?*

5. What is your education
level?*

(Multiple Choice)

o High School
o Associate Degree
o Bachelor
o Master
o Ph.D.
o Other:

6. What department did you
graduate from at the
university?*

(Text)
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7. How many years of work
experience do you have?*

(Dropdown)
e 2 yearsor less
e 3-5years
e 6-10 years
e 10-15years
e More than 15 years

8. How long you have been
working for your current
company?*

(Dropdown)
e 2 yearsor less
e 3-5years
e 6-10 years
e 10-15years
e More than 15 years

9.What is the origin of your

(Multiple Choice)

company?* o Turkey

o Other:
10. Does your company have | (Multiple Choice)
long-term (3-5 years) o Yes
strategic planning?* o No

o | do not know

11. What type of service
provider is your company?*

(Multiple Choice)
o We provide services to internal
customers
o We provide services to external
customers
o We provide services for internal and
external customers

12. Does your company have
a service catalog (List of
services offered by your
company)?*

(Multiple Choice)
o Yes (If selected, proceeds to the part 2)
o No (If selected, proceeds to the part 3)
o | do not know (If selected, proceeds to
the part 3)
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Part 2: There is service catalog in the company

There are 9 questions in this section.

13. Does the Service Catalog
reflects up to date
information?*

(Multiple Choice)
o Yes
o Partially
o No
o | do not know

14. Do you have a service
catalog manager within the
company?*

(Multiple Choice)
o Yes
o No
o | do not know

15. Do you able to see the
retired services of your
company (used to provide but
not anymore)?*

(Multiple Choice)
o Yes
o No
o | do not know

16. Do you create your
services which are in the
pipeline (not ready to provide
to the customers -in
development) in your service
catalog?*

(Multiple Choice)
o Yes
o No
o | do not know

17. Do you keep your service
catalog as a document or in
the tool?*

(Checkbox)
"] Document
1 Tool (ITSM, ERP vb.)

1 Web site of the company

18. Do you have enabler
services in the catalog (not
seen by the customer but
enable the business/customer
facing services like network
service, firewall service
etc.)?*

(Multiple Choice)
o Yes
o No
o | do not know
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19. Which of your processes
are linked with the service
catalog?*

(Checkbox)

O

[]

0o

|

[

Customer request tickets are associated
with service information.

Customer incident tickets are associated
with service information.

We keep the service information while
developing new services.

We have service-based monitoring.
We know the total costs of each
services we provide.

Our current or potential customers see
the list of services we provide.

We manage change for each service.
We log the time to the services we
provide or develop.

All asset investments are linked to the
services they will enable.

Other:

20. Do you know which
clients gets which services
from your company?*

(Multiple Choice)

(@]

(@]

@)
@)

Yes, we can have this information from
documents like invoices etc.

Yes, we keep customers and services
they use linked in the tool

No

Other:

21. Did you implemented a
service catalog process or only
used the service catalog within
your company?*

(Multiple Choice)

(@]

(@]

(@]

Implemented (If selected, proceeds to
the part 3)

Used (If selected, proceeds to the part
4)

I have never heard this term (If selected,
proceeds to the part 5)
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Part 3: Implemented service catalog

There are 27 to 46 questions in this section based on your answers.

22. What is the importance of
identifying services and link
the related ones for a
successful service catalog
management (Service
relation)?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

23. What is the importance of
linking service catalog with
related internal processes for
a successful service catalog
management (Process
relation)?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

24. What is the importance of
creating and managing
service catalog in the tool for
a successful service catalog
management (Tool
implementation)?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

25. What is the importance of
making service catalog
visible to all related people
for a successful service
catalog management?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

26. What is the importance of
keeping service catalog up to
date for a successful service
catalog management?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

27. What is the importance of
adapting service catalog
within the company and make
people own it for a successful
service catalog
management?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

28. What is the importance of
training employees for
service catalog and best
practices for a successful
service catalog
management?*

(Likert Scale)
1: Not important
2

3
4
5: Very important
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29. Which stage was the
hardest while implementing
the service catalog?*

(Multiple Choice)

o ldentifying services and service linkages
that company has and provides

o Integrating SCM process with other
related processes

o Maintaining an accurate, up tp date
service catalog

o Making SCM process automation (ITSM
tool implementation)

o Creating ownership of SCM within
company

o Getting executive level support

O Awareness and best practice knowledge
of the company

30. Have you identified the
core services your company
provides?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 30)
o No (If selected, proceeds to the
question 31)
o Tried but could not succeed (If
selected, proceeds to the question 31)

31. How challenging was the
identifying core services?

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

32. Have you identified
enabling services (resource
facing services)?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 33)
o No (If selected, proceeds to the
question 36)
o Tried but could not succeed (If
selected, proceeds to the question 36)

33. How challenging was the
identifying enabling
services?*

(Likert Scale)

1: 1t was not challenging
2

3

4

5: It was very challenging

34. Have you linked the
enabling services to the core
services?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 35)
o No (If selected, proceeds to the
question 36)
o Tried but could not succeed (If
selected, proceeds to the question 36)
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35. How challenging was the
linking enabling services to
the core services?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

36. Have you linked the
services to the assets that are
used to enable them?

(Multiple Choice)
o Yes (If selected, proceeds to the
question 37)
o No (If selected, proceeds to the
question 38)
o Tried but could not succeed (If
selected, proceeds to the question 38)

37. How challenging was the
linking services to the assets
that are used to enable
them?*

(Likert Scale)

1: 1t was not challenging
2

3

4

5: It was very challenging

38. Do you enter your time
logs linked with the
services?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 39)
o No (If selected, proceeds to the
question 40)
o Tried but could not succeed (If
selected, proceeds to the question 40)

39. How challenging was the
designing a process that
allows people to log their
times related with the services
they worked for?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

40. Did you link the internal
processes with the service
catalog?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 41)
o No (If selected, proceeds to the
question 42)
o Tried but could not succeed (If
selected, proceeds to the question 42)

41. Which processes did you
link with the service catalog
and how challenging was to
integrate each process with
the service catalog (1: It was
not challenging, 5:1t was very
challenging)?*

(Text)
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42. Have you defined each
service as a configuration
item (ci) within the tool you
use internally (like ITSM,
ERP, CRM etc.)?*

(Multiple Choice)

o Yes (If selected, proceeds to the
question 43)

o Partially (If selected, proceeds to the
question 43)

o No (If selected, proceeds to the
question 44)

o Tried but could not succeed (If
selected, proceeds to the question 44)

43. How challenging was to
define each service as
configuration item?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

44. Do you manage the
change in your service
catalog?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 45)
o No (If selected, proceeds to the
question 46)
o Tried but could not succeed (If
selected, proceeds to the question 46)

45. How challenging was to
manage every change in the
service catalog and keep it
always up to date?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

46. Do you manage the
service catalog as part of
knowledge management
system?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 47)
o No (If selected, proceeds to the
question 48)
o Tried but could not succeed (If
selected, proceeds to the question 48)

47. How challenging was to
manage service catalog as part
of knowledge management
system?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

48. If you manage your
service catalog in the ITSM
tool, have you integrated that
tool with other internal tools
(like CRM)?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 49)
o No (If selected, proceeds to the
question 50)
o Tried but could not succeed (If
selected, proceeds to the question 50)
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49. How challenging was to
integrate all internal tools that
Is related to service catalog?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

50. Do you think there is high
amount of investment and
time needed to implement
service catalog successfully
in the company?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 51)
o No (If selected, proceeds to the
question 52)

51. How challenging was to
get the required investment
and time?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

52. Is service catalog visible
to every related parties?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 53)
o No (If selected, proceeds to the
question 54)
o Tried but could not succeed (If
selected, proceeds to the question 54)

53. How challenging was to
make service catalog visible
to all related parties?*

(Likert Scale)

1: 1t was not challenging
2

3

4

5: It was very challenging

54. Does each service added
to service catalog while they
are in pipeline (in
development — not ready to
provide to customers)?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 55)
o No (If selected, proceeds to the
question 56)
o Tried but could not succeed (If
selected, proceeds to the question 56)

55. How challenging was it to
identify each service in the
pipeline from the start and
make them part of service
catalog?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging
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56. Do you keep the status of
the services up to date
(active, retired, in pipeline
etc.)?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 57)
o No (If selected, proceeds to the
question 58)
o Tried but could not succeed (If
selected, proceeds to the question 58)

57. How challenging was to
keep up to date statuses of
each service in the service
catalog?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

58. Do you always identify
the services that the company
no longer provides to the
customers (retired services)?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 59)
o No (If selected, proceeds to the
question 60)
o Tried but could not succeed (If
selected, proceeds to the question 60)

59. How challenging was to
identify retired services?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

60. Have you ever started or
be part of the first service
catalog implementation
initiative for that company?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 61)
o No (If selected, proceeds to the
question 63)

61. How challenging was it to
explain the service catalog and
the value it creates to the C-
levels?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

62. How challenging was it to
get managers support while
implementing?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

63. Were you able to position
the service catalog as a central
and important data source
within the company?*

(Multiple Choice)
o Yes (If selected, proceeds to the
question 64)
o No (If selected, proceeds to the
question 65)
o Tried but could not succeed (If
selected, proceeds to the question 65)
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64. How challenging was to
position service catalog as a
central and important data
source?*

(Likert Scale)

1: It was not challenging
2

3

4

5: It was very challenging

65. How does the level of
ITIL knowledge affects the
success of service catalog
implementation?*

(Likert Scale)

1: Does not affect
2

3

4

5: Affects a lot

66. How challenging is to
explain and train employees
for ITIL?*

(Likert Scale)

1: 1t was not challenging
2

3

4

5: It was very challenging

67. Is there any more
challenges that you would like
to add that are not mentioned
in this survey?

(Text)

(When part 3 completed, proceeds to part 5)
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Part 4. Service catalog user

There are 7 questions in this section.

68. What is the importance of
identifying services and link
the related ones for a
successful service catalog
management (Service
relation)?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

69. What is the importance of
linking service catalog with
related internal processes for
a successful service catalog
management (Process
relation)?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

70. What is the importance of
creating and managing
service catalog in the tool for
a successful service catalog
management (Tool
implementation)?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

71. What is the importance of
making service catalog
visible to all related people
for a successful service
catalog management?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

72. What is the importance of
keeping service catalog up to
date for a successful service
catalog management?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

73. What is the importance of
adapting service catalog
within the company and make
people own it for a successful
service catalog
management?*

(Likert Scale)

1: Not important
2

3

4

5: Very important

74. What is the importance of
training employees for
service catalog and best
practices for a successful
service catalog
management?*

(Likert Scale)

1: Not important

2

3

4

5: Very important

(When this part completed, proceeds to part 5)
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Part 5: Best practices

There are 5 questions in this section.

75. What are the process (Text)
maturity scores for each
process and overall for your
company if any process
maturity assessment held
before?

76. Have you ever heard ITIL | (Multiple Choice)
before?* o Yes, | heard
o No, I never heard

77. Which practices are (Checkbox)

applied in your company?* 1 Agile Methodologies
ITIL

COBIT
CMMI

ISO 20000
ISO 27001
Lean

Six Sigma
TOGAF
None of them
Other:

(N Y A B O

78. Do you have any (Multiple Choice)
membership to the platforms o Yes

like Axelos, ISACA, itsmf?* o No

o Other:

79. Which certifications do (Checkbox)

you have? 71 ITIL Foundation
ITIL Expert
COBIT
CMMI
CISA
CGEIT
CRISC

6 Sigma
Prince 2
PMI

PSM

PSPO

[IBA
Other:

N Y Y O I A
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APPENDIX C

QUESTIONNAIRE (TURKISH)

Degerli Katilimci,

Bu anket bilgi teknolojileri servis saglayicilarinin Servis Katalog Y6netim siirecini
uygularken ya da yonetirken karsilastiklari zorluklar1 belirlemek amaciyla

olusturulmustur.

Calisma akademik bir arastirma olup, Bogazi¢i Universitesi Isletme Bilisim
Sistemleri Boliimii Yiiksek Lisans Programi 6grencisi Efsun Bal’in, Prof. Dr. Ash

Sencer danismanliginda yiiriittiigii tezi kapsaminda gergeklestirilmektedir.

Yaptigimiz on aragtirmaya gore servis katalog siirecini kurumlara uyarlarken
karsilagilan zorluklar 4 ana baglikta toplanmistir. Asagidaki ankette 5 boliimde bu
zorluklar ile ilgili sorular bulunmaktadir. Verileriniz tamamen gizli tutulacaktir ve
akademik amacl kullanilacaktir. Anketi tamamlamak cevaplariniza gore 3 ile 10 dk

arasinda surmektedir.

Vakit ayirdiginiz ve ilginiz i¢in tesekkiir ederiz.
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Boliim 1: Demografik sorular

Bu boliim 12 sorudan olugmaktadir.

Soru Cevaplar

1. Hangi sektorde (Multiple Choice)

calistyorsunuz?* o Bankacilik ve Sermaye Piyasalari
Eglence ve Medya

Elektrik ve Altyapi

Endiistriyel Uretim
Gayrimenkul

fla¢ ve Yasam Bilimleri

Insaat ve Miihendislik

Kamu Hizmetleri

Kimya Endiistrisi

Madencilik ve Metaller
Otomotiv

Ozel Sermaye

Perakende ve Tiiketici Uriinleri
Petrol ve Gaz

Saglik

Sigortacilik ve Bireysel Emeklilik
Tasimacilik ve Lojistik
Teknoloji

Telekomiinikasyon

Varlik ve Servet Yonetimi

o Diger:

O O OO0 O OO O0OO0OO0OO0OOoDO0OO0oOOoODOoOO0oOO0oO0

2. Hangi departmanda (Text)
calistyorsunuz?*

3. Is unvanimz nedir?* (Text)

4. Is taniminiz nedir?* (Text)

5. Egitim seviyeniz nedir?* (Multiple Choice)

o Lise
o On Lisans
o Universite
o Yiksek Lisans
o Doktora
o Diger:
6. Universitede mezun (Text)
oldugunuz boliimiin ad1
nedir?*
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7. Kag yillik bir is tecriibesine
sahipsiniz?*

(Dropdown)
e 2 yil veya daha az

e 3-5yi
e 6-10y1l
e 10-15yil
e 15 yildan fazla
8. Su anki sirketinizde kag (Dropdown)
yildir ¢alistyorsunuz?* e 2 yil veya daha az
e 3-5yi
e 6-10y1l
o 10-15yil

15 yildan fazla

9.Sirketinizin mensei?*

(Multiple Choice)

o Tirk

o Diger:
10. Sirketinizde uzun vadeli (Multiple Choice)
(3-5 yil) stratejik planlama o Evet
yapiliyor mu?* o Hayrr

o Bilmiyorum

11. Sirketiniz ne tiir bir servis

(Multiple Choice)

saglayicis1?* o I¢ misterilere servis sagliyoruz
o Baska sirketlere servis sagliyoruz
o I¢ ve dis misteriler i¢in servis

sagliyoruz

(Multiple Choice)
o Evet (Segildiginde 2. boliime ilerlenir)
o Hayir (Segildiginde 3. boliime ilerlenir)
o Bilmiyorum (Se¢ildiginde 3. bolime
ilerlenir)

12. Sirketinizde servis katalog
var mi1 (Sirketinizin sunmus
oldugu hizmetlerin listesi)?*
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Boliim 2: Kurumda servis katalog var

Bu boliim 9 sorudan olusmaktadir.

13. Servis Katalog giincel
bilgileri yansitiyor mu?*

(Multiple Choice)
o Evet
o Kismen
o Hayir
o Bilmiyorum

14. Kurum i¢inde servis
katalogunun bir yoneticisi
/sahibi var m1?*

(Multiple Choice)
o Evet
o Hayir
o Bilmiyorum

15. Sirketinizin daha dnce
sundugu ama artik
miisterilere vermedigi
hizmetleri de (retired)
gorebiliyor musunuz?*

(Multiple Choice)
o Evet
o Hayir
o Bilmiyorum

16. Yeni gelistirilmekte olan
servisler de miisteriye
gosterilmeyen bir statii ile
kurum i¢inde tanimlanip
yonetilmeye baslaniyor mu?*

(Multiple Choice)
o Evet
o Hayir
o Bilmiyorum

17. Servis katalog bir
dokiimanda m1 yoksa
sistemde mi (tool)
tutulmakta?*

(Checkbox)
"] Dokiiman

71 Sistem (ITSM, ERP vb.)
"] Sirketin web sitesi

18. Sirketinizin sundugu
servisleri miimkiin kilan,
miisterinin gérmedigi ama
yonettiginiz hizmetler tanimhi
m1 (network, firewall, yazilim
servisleri vb.)?*

(Multiple Choice)
o Evet
o Hayir
o Bilmiyorum
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19. Sirketinizin sundugu
servis bilgisi hangi siiregler
ile iliskili?*

(Checkbox)

O

[]

O

Miisterilerimizin istekleri servislerimiz
ile iligkili geliyor.

Miisterilerimiz sorunlarini almig
olduklart servisler ile iliskili iletiyor.
Yazilim gelistirirken hangi servis i¢in
gelistirme yaptigimiz bilgisi
tutulmaktadir.

Sundugumuz hizmetleri servis bazli
monitor ediyoruz.

Sundugumuz hizmetlerin sirketimize
maliyetini hizmet bazli biliyoruz.
Miisterilerimiz bizden satin
alabilecekleri hizmetleri gorebiliyorlar.
Degisiklikleri servis bazli yonetiyoruz.
Eforlarimizi ¢alistigimiz hizmeti
secerek giriyoruz.

Varlik alimlar1 yatirimlar, sundugumuz
hizmetler ile iliskilendirilerek yapiliyor.
Diger:

20. Her bir miisterinizin hangi
servislerinizi kullandiklarini
biliyor musunuz?*

(Multiple Choice)

(@]

(@]

@)
©)

Evet, elimizdeki dokiimanlardan (fatura
vb.) ¢ikarabiliriz.

Evet, sistemde bu bilgiler iliskili bir
bi¢imde tutulmaktadir.

Hayir

Diger:

21. Sirketinizde servis katalog
stirecini kurguladiniz
/uyguladiniz m1 yoksa sadece
kullanicis1t m1 oldunuz?

(Multiple Choice)

(@]

(@]

Kurguladim (Seg¢ildiginde 3. boliime
ilerlenir)

Kullandim (Segildiginde 4. boliime
ilerlenir)

Bu kavrami daha 6nce hi¢ duymadim
(Segildiginde 5. boliime ilerlenir)
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Boliim 3: Servis katalog stireci kurgulayicisi

Bu boliim verilen cevaplara gore 27 ile 46 arasi sorudan olugsmaktadir.

22. Servislerin belirlenmesi
ve birbirleri ile
iliskilendirilmesi basarili bir
servis katalog siireci kurmak
icin ne kadar onemlidir
(Service relation)?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok 6nemli

23. Servis katalogun ilgili
siireclerle iliskilendirilmesi
basarili bir servis katalog
siireci kurmak i¢in ne kadar
onemlidir (Process relation)?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok onemli

24. Servis katalogun sistemde
uyarlanmasi/gelistirilmesi
basarili bir servis katalog
siireci kurmak i¢in ne kadar
onemlidir (Tool
implementation)?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok Oonemli

25. Servis katalog kurumda
ilgili herkesin erisebildigi ve
gorebildigi bir yapida
tutabilmek basaril1 bir servis
katalog siireci kurmak i¢in ne
kadar onemlidir?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok 6nemli

26. Servis katalogun giincel
tutulmasi basarili bir servis
katalog siireci kurmak icin ne
kadar 6nemlidir?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok onemli

27. Kurumun servis katalog
siirecine adaptasyonu ve
kurum i¢inde sahiplenilmesi
basarili bir servis katalog
siireci kurmak i¢in ne kadar
onemlidir?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok onemli

28. Kurumun servis katalog
siireci konusunda egitimler ve
iyi pratiklerin kuruma
anlatilmasi1 basarili bir servis
katalog siireci kurmak icin ne
kadar 6nemlidir?*

(Likert Scale)
1: Hi¢ 6nemli degil

N b wiN

: Cok 6nemli
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29. Servis katalog
yonetiminde en zorlandiginiz
asama hangisi?*

(Multiple Choice)
O Servislerin belirlenmesi
O Servis katalogun ilgili siireclerle
iliskilendirilmesi
O Servis katalogun giincel tutulmasi i¢in
gerekli siireclerin tasarlanmasi

O Servis yonetim slirecinin otomasyonu
(ITSM implementation)

O Kurumun sahiplenmesi ve siireci
isletmesi

O Ust yonetimin sahiplenmesi
O Kurumun farkindalik ve egitim diizeyi

30. Kurumun sundugu ana
servisleri belirlediniz mi?*

(Multiple Choice)
o Evet (Secildiginde 31. soruya ilerlenir)
o Hayir (Segildiginde 32. soruya ilerlenir)
o Denedik ama basaramadik
(Segildiginde 32. soruya ilerlenir)

31. Ana servisleri belirlerken
ne kadar zorlandiniz?

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

32. Etkinlestiren servisleri
(enabling services)
belirlediniz mi?*

(Multiple Choice)
o Evet (Secildiginde 33. soruya ilerlenir)
o Hayir (Segildiginde 36. soruya ilerlenir)
o Denedik ama basaramadik
(Segildiginde 36. soruya ilerlenir)

33. Etkinlestiren servisleri
(enabling services)
belirlerken ne kadar

zorlandiniz? *

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

34. Ana servisler ile
etkinlestiren servisleri
(enabling services)
iligkilendirdiniz mi?*

(Multiple Choice)
o Evet (Secildiginde 35. soruya ilerlenir)
o Hayir (Secildiginde 36. soruya ilerlenir)
o Denedik ama basaramadik
(Secildiginde 36. soruya ilerlenir)

35. Ana servisler ile
etkinlestiren servisleri
(enabling services)
iliskilendirirken ne kadar
zorlandiniz?*

(Likert Scale)
1: Hig¢ zorlanmadim

wn b whN

: Cok zorlandim
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36. Servisler ile servisler i¢in
kullanilan varliklar1 (asset)
iliskilendirdiniz mi?

(Multiple Choice)
o Evet (Segildiginde 37. soruya ilerlenir)
o Hayir (Segildiginde 38. soruya ilerlenir)
o Denedik ama basaramadik
(Segildiginde 38. soruya ilerlenir)

37. Servisler ile servisler i¢in
kullanilan varliklar1 (asset)
iligskilendirirken ne kadar
zorlandiniz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

38. Servisler ile servisler i¢in
caligilan zamani (time log)
iliskilendirdiniz mi?*

(Multiple Choice)
o Evet (Secildiginde 39. soruya ilerlenir)
o Hayir (Segildiginde 40. soruya ilerlenir)
o Denedik ama basaramadik
(Segildiginde 40. soruya ilerlenir)

39. Servisler ile servisler i¢in
calisilan zamani (time log)
iliskilendirirken ne kadar
zorlandimiz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

40. Servis katalogu baska
stirecler ile iligkilendirdiniz
mi?*

(Multiple Choice)
o Evet (Secildiginde 41. soruya ilerlenir)
o Hayir (Segildiginde 42. soruya ilerlenir)
o Denedik ama basaramadik
(Seg¢ildiginde 42. soruya ilerlenir)

41. Servis katalogu hangi
siireclerle iligskilendirmeyi
denediniz ve ne her bir siireci
iliskilendirirken ne kadar
zorlandimiz (1: Hig
zorlanmadim, 5:Cok
zorlandim)?*

(Text)

42. Servisleri, servis katalogu
yonettiginiz araca (ITSM vb.)
ayr1 6geler olarak
tanimladiniz mi1?*

(Multiple Choice)
o Evet (Segildiginde 43. soruya ilerlenir)
o Kismen (Seg¢ildiginde 43. soruya
ilerlenir)
o Hayir (Segildiginde 44. soruya ilerlenir)
o Denedik ama basaramadik
(Secildiginde 44. soruya ilerlenir)

43. Servisleri ayr1 6geler
olarak sistemde tanimlarken
ne kadar zorlandiniz?*

(Likert Scale)
1: Hig¢ zorlanmadim

wn b whN

: Cok zorlandim
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44, Servislerin giincelligini
degisiklik yonetimi ile
yonetiyor musunuz?*

(Multiple Choice)
o Evet (Segildiginde 45. soruya ilerlenir)
o Hayir (Segildiginde 46. soruya ilerlenir)
o Denedik ama basaramadik
(Secildiginde 46. soruya ilerlenir)

45. Servislerin giincelligini
degisiklik yonetimi ile
yonetmekte ne kadar
zorlandimiz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

46. Servis katalogu,
servislerle iligkili tiim
bilgileri ile bilgi yonetim
sisteminin bir parcasi olarak
yonetiyor musunuz?*

(Multiple Choice)
o Evet (Secildiginde 47. soruya ilerlenir)
o Hayir (Segildiginde 48. soruya ilerlenir)
o Denedik ama basaramadik
(Seg¢ildiginde 48. soruya ilerlenir)

47. Servis katalogu bilgi
yOnetim sisteminin bir parcasi
yapmakta ne kadar
zorlandimz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

48. Eger servis katalogu
sistemde yOnetiyorsaniz,
yonettiginiz otomasyon
aracini kurumda kullanilan
diger araclar ile entegre
ettiniz mi (CRM gibi)?

(Multiple Choice)
o Evet (Secildiginde 49. soruya ilerlenir)
o Kismen (Secildiginde 49. soruya
ilerlenir)
o Hayir (Segildiginde 50. soruya ilerlenir)
o Denedik ama basaramadik
(Segildiginde 50. soruya ilerlenir)

49. Servis katalogu
yOnettiginiz otomasyon
aracini kurumda kullanilan
diger araclar ile entegre
etmekte ne kadar
zorlandiniz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

50. Servis katalog siirecini
basarili kurgulamak i¢in ¢ok
fazla zaman ve yatirim
gerektigini diisliniiyor
musunuz?*

(Multiple Choice)
o Evet (Segildiginde 51. soruya ilerlenir)
o Hayir (Segildiginde 52. soruya ilerlenir)

51. Servis katalog siirecini
basarili kurgulamak i¢in
gerekli zaman ve para
yatirimini karsilamakta ne
kadar zorlandiniz?*

(Likert Scale)
1: Hi¢ zorlanmadim
2

3
4
5: Cok zorlandim
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52. Servis katalog kurumda
ilgili herkesin erisebildigi ve
gorebildigi bir yapida m1?*

(Multiple Choice)
o Evet (Segildiginde 53. soruya ilerlenir)
o Hayir (Segildiginde 54. soruya ilerlenir)
o Denedik ama basaramadik
(Segildiginde 54. soruya ilerlenir)

53. Servis katalogu kurumda
ilgili herkesin erisebildigi ve
gorebildigi bir yapiya
getirmekte ne kadar
zorlandimz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

54. Kurumda gelistirilen her
yeni servis kataloga ekleniyor
mu?*

(Multiple Choice)
o Evet (Secildiginde 55. soruya ilerlenir)
o Hayir (Secildiginde 56. soruya ilerlenir)
o Denedik ama basaramadik
(Seg¢ildiginde 56. soruya ilerlenir)

55. Kurumda gelistirilen her
yeni servisi kataloga
eklemekte ne kadar
zorlandiniz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

56. Servislerin statiileri servis
katalogda giincel tutuluyor
mu (aktif, pasif, gelistiriliyor
vb.)?*

(Multiple Choice)
o Evet (Secildiginde 57. soruya ilerlenir)
o Hayir (Secildiginde 58. soruya ilerlenir)
o Denedik ama basaramadik
(Seg¢ildiginde 58. soruya ilerlenir)

57. Servislerin statiilerini
giincel tutmakta (aktif, pasif,
gelistiriliyor vb.) ne kadar
zorlandiniz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

58. Artik sirketiniz tarafindan
miisteriye verilmeyen
servisler siirekli tespit edilip
katalogdan ¢ikariliyor mu?*

(Multiple Choice)
o Evet (Secildiginde 59. soruya ilerlenir)
o Hayir (Segildiginde 60. soruya ilerlenir)
o Denedik ama basaramadik
(Seg¢ildiginde 60. soruya ilerlenir)

59. Artik sirketiniz tarafindan
miisteriye verilmeyen
servislerin stirekli tespit edilip
katalogdan ¢ikarilmasi
stirecinde ne kadar
zorlandimiz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

60. Servis katalog siirecini
uyarlamak icin bir inisiyatif
baslattiniz m1 ya da mevcut bir
inisiyatifin parcasi oldunuz
mu?*

(Multiple Choice)
o Evet (Secildiginde 61. soruya ilerlenir)
o Hayir (Secildiginde 63. soruya ilerlenir)
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61. Servis katalog stirecinin
faydasini ve gerekliligini st
yonetime anlatmakta ve
sponsorluk almakta (C-level)
ne kadar zorlandiniz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

62. Orta yonetim seviyesinin
destegini servis katalog
stirecini uyarlarken almakta ne
kadar zorlandiniz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

63. Servis katalogu merkezi ve
onemli bir veri kaynagi olarak
kurum icinde
konumlayabildiniz mi?*

(Multiple Choice)
o Evet (Segildiginde 64. soruya ilerlenir)
o Hayir (Se¢ildiginde 65. soruya ilerlenir)
o Denedik ama basaramadik
(Segildiginde 65. soruya ilerlenir)

64. Servis katalogu merkezi ve
gerekli veri kaynagi olarak
konumlandirmakta ne kadar
zorlandiniz?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

65. ITIL bilgisinin kurumda
diisiik olmasi servis katalog
stirecini bagarili bir sekilde
uyarlamay1 ne kadar
etkiliyor?*

(Likert Scale)

1: Hig etkilemiyor
2

3

4

5: Cok etkiliyor

66. Servis katalogu siireci igin
ITIL'daki iyi pratik
uygulamasini kuruma
anlatilmasinda ne kadar
zorlanildi1?*

(Likert Scale)

1: Hi¢ zorlanmadim
2

3

4

5: Cok zorlandim

67. Yukaridaki sorularda
belirtilmemis, sizin eklemek
istediginiz baska bir zorluk
var m1?

(Text) (3. boliimiin sonunda 5. boliime gecilir.)
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Boliim 4: Servis katalog kullanicist

Bu boliim 7 sorudan olusmaktadir.

68. Servislerin belirlenmesi
ve birbirleri ile
iligskilendirilmesi basaril1 bir
servis katalog siireci kurmak
i¢in ne kadar onemlidir
(Service relation)?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok 6nemli

69. Servis katalogun ilgili
stireclerle iligkilendirilmesi
basarili bir servis katalog
stireci kurmak i¢in ne kadar
onemlidir (Process relation)?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok 6nemli

70. Servis katalogun sistemde
uyarlanmasi/gelistirilmesi
basarili bir servis katalog
stireci kurmak i¢in ne kadar
onemlidir (Tool
implementation)?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok 6nemli

71. Servis katalog kurumda
ilgili herkesin erisebildigi ve
gorebildigi bir yapida
tutabilmek basaril1 bir servis
katalog siireci kurmak icin ne
kadar 6nemlidir?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok onemli

72. Servis katalogun giincel
tutulmasi basarili bir servis
katalog siireci kurmak i¢in ne
kadar 6nemlidir?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok 6nemli

73. Kurumun servis katalog
siirecine adaptasyonu ve
kurum i¢inde sahiplenilmesi
basarili bir servis katalog
siirect kurmak i¢in ne kadar
onemlidir?*

(Likert Scale)

1: Hi¢ 6nemli degil
2

3

4

5: Cok 6nemli

74. Kurumun servis katalog
siireci konusunda egitimler ve
iyi pratiklerin kuruma
anlatilmasi basarili bir servis
katalog siireci kurmak i¢in ne
kadar 6nemlidir?*

(Likert Scale)

1: Hi¢ 6nemli degil

2

3

4

5: Cok 6nemli

(4. boliimiin sonunda 5. boliime gegilir.)
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Béliim 5: lyi pratikler

Bu boliim 5 sorudan olusmaktadir.

75. Sirketinizde siireg
olgunluk degerlendirmesi
yapildiysa genel olgunluk
notu ve siire¢ bazli sonuglari
(score) nelerdir?

(Text)

76. ITIL kavramini daha once
duydunuz mu?*

(Multiple Choice)
o Evet, duydum
o Hayir, hi¢ duymadim

77. Sirketinizde iyi
pratiklerden hangileri
kullanilmaktadir?*

(Checkbox)

1 Agile Metodolojileri
ITIL
COBIT
CMMI
ISO 20000
ISO 27001
Lean
Six Sigma
TOGAF
Higbiri
Diger:

N e Ay O O

78. Axelos, ISACA, itsmf ve
benzeri platformlara
tiyeliginiz bulunuyor mu?*

(Multiple Choice)
o Evet
o Hayir
o Diger:

79. Sahip oldugunuz
sertifikalar nelerdir?

(Checkbox)

1 ITIL Foundation
ITIL Expert
COBIT
CMMI
CISA
CGEIT
CRISC
6 Sigma
Prince 2
PMI
PSM
PSPO
[IBA
Diger:

N Y e e I Y O
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APPENDIX D

MAPPING OF IMPORTANCE OF MAIN CHALLENGES AND QUESTIONS

Challenge Group

Main Challenge

Questions for Importance
Levels

SC Identification

Identifying services and
service linkages that
company has and
provides

Q22 or Q68

What is the importance of
identifying services and link the
related ones for a successful
service catalog management
(Service relation)?

SC Implementation

Integrating SCM process
with other related
processes

Q23 or Q69

What is the importance of
linking service catalog with
related internal processes for a
successful service catalog
management (Process relation)?

Making SCM process
automation (ITSM tool
implementation)

Q24 or Q70

What is the importance of
creating and managing service
catalog in the tool for a
successful service catalog
management (Tool
implementation)?

Make it available to
anyone within the
organization

Q25 0r Q71

What is the importance of
making service catalog visible
to all related people for a
successful service catalog
management?

SC Maintenance

Maintaining an accurate,
up tp date service catalog

Q26 or Q72

What is the importance of
keeping service catalog up to
date for a successful service
catalog management?

SC Adoption

Creating an ownership of
SC within organization

Q27 or Q73

What is the importance of
adapting service catalog within
the company and make people
own it for a successful service
catalog management?

Need of training and best
practice knowledge

Q28 or Q74

What is the importance of
training employees for service
catalog and best practices for a
successful service catalog
management?
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APPENDIX E

MAPPING OF THE DIFFICULTY LEVELS AND THE SUCCESS LEVELS OF

CHALLENGES AND QUESTIONS

Group

Main
Challenge

Challenge

Questions for
Success Levels

Questions for
Difficulty Levels

Identification

Identifying services and service linkages that company has and provides

C1: Identifying
the core services
that company
provides

Q30: Have you
identified the core
services your
company
provides?

If Yes; Q31: How
challenging was the
identifying core
services?

If No; Q32: Have
you identified
enabling services
(resource facing
services)?

If Tried but failed;
Q32: Have you
identified enabling
services (resource
facing services)?

C2: Identifying
the enabling
services that
support core

services

Q32: Have you
identified enabling
services (resource

facing services)?

If Yes; Q33: How
challenging was the
identifying enabling
services?

If No; Q36: Have
you linked the
services to the assets
that are used to
enable them?

If Tried but failed;
Q36: Have you
linked the services to
the assets that are
used to enable them?

C3: Linking
enabling
services to core
services

Q34: Have you
linked the enabling
services to the core

services?

If Yes; Q33: How
challenging was the
identifying enabling
services?

If No; Q36: Have
you linked the
services to the assets
that are used to
enable them?

If Tried but failed;
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Q36: Have you
linked the services to
the assets that are
used to enable them?

C4: Linking
assets to
services

Q36: Have you
linked the services
to the assets that
are used to enable
them?

If Yes; Q37: How
challenging was the
linking services to
the assets that are
used to enable them?
If No; Q38: Do you
enter your time logs
linked with the
services?

If Tried but failed;
Q38: Do you enter
your time logs
linked with the
services?

C5: Identifying
and linking the
efforts of
employees to
related services

Q38: Do you enter
your time logs
linked with the

services?

If Yes; Q39: How
challenging was the
designing a process
that allows people to
log their times
related with the
services they worked
for?

If No; Q40: Did you
link the internal
processes with the
service catalog?

If Tried but failed;
Q40: Did you link
the internal
processes with the
service catalog?

SC Implementation

Integrating SCM process with

other related processes

C6a: Making
service catalog
as part of a
service portfolio

C6b: Making
service catalog
as part of
demand
management

Cé6c: Making
service catalog
as part of
financial

Q40: Did you link
the internal
processes with the
service catalog?

If Yes; Q41: Which
processes did you
link with the service
catalog and how
challenging was to
integrate each
process with the
service catalog (1: It
was not challenging,
5:1t was very
challenging)?

If No; Q42: Have
you defined each
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management -

service based

cost and profit
model

C6d: Making
service catalog
as part of
request and
incident
management

C6e: Making
service catalog
as part of
service
monitoring

C6f: Making
service catalog
as part of SDLC
and monitoring

service as a
configuration item
(ci) within the tool
you use internally
(like ITSM, ERP,
CRM etc.)?

If Tried but failed,;
Q42: Have you
defined each service
as a configuration
item (ci) within the
tool you use
internally (like
ITSM, ERP, CRM
etc.)?

Making SCM process automation (ITSM tool implementation)

C7: Stored
services as a set
of ‘service’ Cls

within a CMS

Q42: Have you
defined each
service as a

configuration item
(ct) within the tool
you use internally
(like ITSM, ERP,
CRM etc.)?

If Yes; Q43: How
challenging was to
define each service
as configuration
item?

If No; Q44: Do you
manage the change
in your service
catalog?

If Tried but failed;
Q44: Do you
manage the change
in your service
catalog?

C8: Maintain
SC under
change
management

Q44: Do you
manage the change
in your service
catalog?

If Yes; Q45: How
challenging was to
manage every
change in the service
catalog and keep it
always up to date?
If No; Q46: Do you
manage the service
catalog as part of
knowledge
management
system?

If Tried but failed,;
Q46: Do you
manage the service
catalog as part of
knowledge
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management
system?

Co9:
Incorporating all
catalog views as

part of an
overall CMS
and SKMS

Q46: Do you
manage the service
catalog as part of
knowledge
management
system?

If Yes; Q47: How
challenging was to
manage service
catalog as part of
knowledge
management
system?

If No; Q48: If you
manage your service
catalog in the ITSM
tool, have you
integrated that tool
with other internal
tools (like CRM)?
If Tried but failed;
Q48: If you manage
your service catalog
in the ITSM tool,
have you integrated
that tool with other
internal tools (like
CRM)?

C10: Integrating
SCM tool to
other tools that
are used for
related
processes (i.e.
ERP for
financial mng.)

Q48: If you
manage your
service catalog in
the ITSM tool,
have you
integrated that tool
with other internal
tools (like CRM)?

If Yes; Q49: How
challenging was to
integrate all internal
tools that is related
to service catalog?
If No; Q50: Do you
think there is high
amount of
investment and time
needed to implement
service catalog
successfully in the
company?

If Tried but failed;
Q50: Do you think
there is high amount
of investment and
time needed to
implement service
catalog successfully
in the company?

C11: Time and
investment that
is required to
implement -
costly

Q50: Do you think
there is high
amount of
investment and
time needed to

If Yes; Q51: How
challenging was to
get the required
investment and
time?
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implement service
catalog
successfully in the
company?

If No; Q52: Is
service catalog
visible to every
related parties?

If Tried but failed,;
Q52: Is service
catalog visible to
every related
parties?

Make it available to anyone within the organization

C12: Make it
available to
anyone within
the organization

Q52: Is service
catalog visible to
every related
parties?

If Yes; Q53: How
challenging was to
make service catalog
visible to all related
parties?

If No; Q54: Does
each service added
to service catalog
while they are in
pipeline (in
development — not
ready to provide to
customers)?

If Tried but failed;
Q54: Does each
service added to
service catalog while
they are in pipeline
(in development —
not ready to provide
to customers)?
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SC Maintenance

Maintaining an accurate, up to date service catalog

C13: Every new
service should
be entered into

the Service
catalog once its
initial definition
of requirements
has been
documented and
agreed.

Q54: Does each
service added to
service catalog
while they are in
pipeline (in
development — not
ready to provide to
customers)?

If Yes; Q55: How
challenging was it to
identify each service
in the pipeline from
the start and make
them part of service
catalog?

If No; Q56: Do you
keep the status of the
services up to date
(active, retired, in
pipeline etc.)?

If Tried but failed;
Q56: Do you keep
the status of the
services up to date
(active, retired, in
pipeline etc.)?

Cl14: The
Service catalog
should record
the status of
every service,
through the
stages of its
defined
lifecycle.

Q56: Do you keep
the status of the
services up to date
(active, retired, in
pipeline etc.)?

If Yes; Q57: How
challenging was to
keep up to date
statuses of each
service in the service
catalog?

If No; Q58: Do you
always identify the
services that the
company no longer
provides to the
customers (retired
services)?

If Tried but failed;
Q58: Do you always
identify the services
that the company no
longer provides to
the customers
(retired services)?

C15: There are

difficulties in

identifying the
processes for the
retired services.

Q58: Do you
always identify the
services that the
company no longer
provides to the
customers (retired
services)?

If Yes; Q59: How
challenging was to
identify retired
services?

If No; Q60: Have
you ever started or
be part of the first
service catalog
implementation
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initiative for that
company?

If Tried but failed,;
Q60: Have you ever
started or be part of
the first service
catalog
implementation
initiative for that
company?

C16: Low
involvement and
ownership of
senior level
management

Q60: Have you
ever started or be
part of the first
service catalog
implementation
initiative for that
company?

If Yes; Q61: How
challenging was it to
explain the service
catalog and the value
it creates to the C-
levels?

Q62: How
challenging was it to
get managers
support while
implementing?

If No; Q63: Were
you able to position
the service catalog
as a central and
important data
source within the
company?

C17: Create
acceptance that
SC and portfolio
are essential
sources of
information

Q63: Were you
able to position the
service catalog as a

central and
important data
source within the
company?

If Yes; Q64: How
challenging was to
position service
catalog as a central
and important data
source?

If No; Q65: How
does the level of
ITIL knowledge
affects the success of
service catalog
implementation?

If Tried but failed,;
Q65: How does the
level of ITIL
knowledge affects
the success of
service catalog
implementation?
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Need of training and best practice
knowledge

C18: Lack of

knowledge of

ITIL makes it
harder to adopt

Q65: How does the
level of ITIL
knowledge affects
the success of
service catalog
implementation?

Move to next
question: Q66: How
challenging is to
explain and train
employees for ITIL?

C19: Most
organizations
fail to
implement ITIL
due to their
complexity

Q66: How
challenging is to
explain and train

employees for
ITIL?

Move to next
question: Q67: Is
there any more
challenges that you
would like to add
that are not
mentioned in this
survey?
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