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The purpose of this process guide is to establish a documented and clear fo undation for process 
implementation and execution across the Marine Corps Information Environment (MCIE). 
Process implementation and execution at lower levels (e.g., Regional , Local, and Programs of 
Record) must align and adhere to directives and schema documented within this guide. The use 
of this guide enables USMC IT activities through promoting standardization of work instructions 
and operating procedures across a continuum of document specificity as represented in Figure I
I. 

Figure 1-1 Process Document Continuum 
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1.2 Scope 
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The scope of this document covers a ll services prov ided in support of the MCIE for both the 
Secret Internet Protoco l Router Network (SIPRNET), and the Non-Secure Internet Protoco l 
Router Network (NlPRNET). Information remains relevant for the global operations and 
defense of the Marine Corps Enterprise Network (MCEN) as managed by Marine Corps 
Network Operations and Security Center (MCNOSC) including all Regional Network Operations 
and Security Centers (RNOSC) and Marine Air Ground Task Force Information Techno logy 
Support Center (MITSC) assets and supported Marine Expeditionary Forces (M EF), Supporting 
Establishments (SE) organizations, and Marine Corps Insta llation (MCI) commands. 

Figure 1-2 depicts the various layers of document des ign. Each layer has d iscrete entities, each 
w ith the ir own specifi c authority when it comes to promulgating documentation. T his enterprise 
process operates at Leve l B, sub processes such as procedures and wo rk instructions are not 
inc luded within the scope of this document. 

ENTITIES DOCUMENTS 
GENERATED 

• Statutes/ 
La ws 

• Federal . DoD 
Govt Issuances 

• DoD • DoN 
• DoN Pol:ic :ies 
• CMC/HQMC • Mar:ine 

Corps 
Orders/IRMS 

• MCOs . I RMs 
• HQMC C4 (Pr ocess LEVEL B • MCNOSC Gu:ides) 
• MCSC • D:irect:ives 

• MARADMINS 

• RNOSC • Reg:ional 

LEVEL c • MITSC Procedures 
• Work 

I nstruct:ions 

• MCBs • Locall y 

LEVEL D • POSTS 
o STATI ONS 

Generated 
SOP's 

Figure 1-2 Document Design Layers 
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1.3 Process and Document Control 
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This document will be reviewed semi-annually for accuracy by the Process Owner with 
designated team members. Questions pertaining to the conduct of the process should be directed 
to the Process Owner. Suggested Changes to the process should be directed to USMC C4 CP in 
accordance with MCO 5271.1 C Information Resource Management (IRM) Standards and 
Guidelines Program. 

2.0 PROCESS OVERVIEW 

2.1 Purpose, Goals, and Objectives 

The purpose of the Service Catalog Management (SCM) process is to ensure that central, 
accurate, and consistent service information is available. Having this information available 
a llows both service consumers and serv ice providers to understand appropriate details about the 
services that are being provided. 

The goa l of SCM is to produce and maintain an accurate and complete Service Catalog. 

There are three key SCM objectives that contribute to this goal. SCM ensures: 

• Accurate information and status of a ll operational enterprise services or enterprise 
services in transition to the live environment are published. 

• Services are added, updated, and removed from the Service Catalog as appropriate 
(through ChM). 

• Supporting relationship information about services is published and available. 

SCM enables the implementation of Service-Level Management (SLM) by providing a conduit 
to publish the services that are currently being offered by the IT service provider. Add itionally, 
SCM publishes information such as service definitions, support w indows, and support contact 
information. 

2.2 Relationships with other Processes 

All IT Service Management processes a re interrelated. The other processes in Figure 2 were 
selected due to the strength of the re lationships and dependencies between them and the degree 
to which they underpin USMC near-term obj ectives. While any one of the other processes can 
operate in the presence of an immature process, the efficiency and effectiveness of each is 
greatly enhanced by the maturity and integration of all processes. Figure 2 depicts key 
re lationships that exist between SCM and the other processes. This figure is not all
encompass ing and the relationships shown can be direct or indirect. 

3 
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Change 
Management 

Event 
Management 

RFCs 

SetVIOft Report!\ 

Service Catalog 
Management 

Service Details & Requirements 
(Interim Service Design Processes and 

Servioe Portfolio, Business Relationship, IT 
Financial & Demand Management) 

Figure 1. SCM Relationship with other Developed Processes 

The fo llowing list contains descriptions of the SCM relationships (inputs or outputs) depicted in 
Figure 2. 

Incident Management (IM) 

Incident Metrics: IM provides metrics regarding the health and welfare of services 
present in the IT Service Catalog. 

Service Information: The SC will provide service info rmation in support of incident 
c lassification and priori tization. 

Event Management (EM) 

Serv ice Information: EM can provide SCM a view of key performance indicators (ex. 
Availabili ty, Performance, Capacity, etc.) associated with services present in the IT 
Service Catalog. 

Change Management (ChM) 

Control: The Service Catalog's value is dependent on the accuracy of its content. 
Effective coordination between ChM and SCM is required to ensure that every 
Request for Change (RFC) is analyzed for impact to the Service Cata log. As changes 
that result in material changes to Serv ice Catalog content are released into production, 
the Serv ice Catalog is updated accordingly. 
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Risk and Impact Analysis Content: The Service Catalog prov ides rapid, at-a-glance 
views into key service attributes to include avai lability targets, maintenance windows, 
and change models for the purposes of change eva luation and planning. 

Release and Deployment Management (ROM) 

Planning Content: The ROM Manager can use the Service Catalog for release 
planning as it is the definitive source of record for services that are present in the 
CMDB. The Serv ice Catalog prov ides rapid, at-a-glance views into key service 
attributes. 

Status Updates: As releases are deployed, status updates are received from Release 
and Deployment Management and implemented in the Serv ice Catalog (based on 
approved RFCs). 

Configuration Management (CtM) 

Service Definition: The Service Cata log displays the serv ices that are present in the 
CMDB. Service identification is a cornerstone of CMDB arch itecture and contents. 
Therefore, a high degree of coordination between CtM and SCM is required to ensure 
dependencies are effectively mapped and managed and service defin itions stay in 
sync. 

Technical Service Content: The Techn ical Service Catalog is produced by SCM 
directly from CMDB contents. Thi s artifact details the technical or functional 
components that underpin IT services. As such, it exists as a report or as a filtered 
view of the CMDB. 

2.3 High-Level Process Model 

The SCM process consists of several sub-processes and is highly integrated with the CtM and 
Change Management processes. The fo llowing workflow (Figure 3) depicts these processes and 
sub-processes that collective ly enable and underpin SCM. See Section 3.0 for complete 
descriptions of the sub-process activities. 
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Figure 2. High-Level SCM Workflow 

Table I contains descriptions of each sub-process. Each sub-process number is hyperlinked to its 
deta iled description in Section 4.0 Sub-processes. 

Table 1. SCM Process Activity Descriptions 

Number I Process Activity I Description 

Agree and Document 
Services 

Candidate services are identified based upon those provisioned by the IT 
provider(s) to the user community. The identification of services is an iterative 
cycle. All changes to the Service Catalog are processed through ChM. 

The scope of the USMC IT Service Catalog and identification of those services 
inc luded within the catalog are defined and ultimately authorized by C4 in 
partnership with MCSC. Through participation in the Enterprise ChM process, 
the Service Catalog Manager and Process Owner will be aware and participate 
in change analysis and implementation responsibil ities for the Service Catalog. 
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Number I Process Activity I Description 

2.0 Create and Maintain The Service Catalog is composed of two separate views of service information: 
Service Catalog The Business Service Catalog, and the Technical Service Catalog. 

The Business Service Catalog contains details of all IT services delivered to 
the customer, together with relationships to the business units and the 
business processes that rely on the IT services, forming the customer view of 
the Service Catalog. 
The Technical Service Catalog contains details of all the IT services delivered 
to the customer, together with relationships to the supporting services, shared 
services, components, and Cis necessary to support the provision of the 
service to the business. This catalog underpins the Business Service Catalog 
and does not form part of the customer view of IT services. 
Agreed IT business services are established within the USMC IT Service 
Catalog and recorded in the Configuration Management System. Creating and 
maintaining the service catalog consists of the activities to ensure this 
information about the Services in the Service Catalog and CMDB is current and 
accurate. 

3.0 Publish Service Catalog The Business Service Catalog is published and made available in such a way 
that it is readily accessible to all stakeholders with the necessary level of 
authorization. 
Information about the USMC Business Service Catalog is communicated to the 
USMC audience as a whole, while information about the Technical Service 
Catalog is communicated to the various USMC IT organizations and 
stakeholder organizations. 
Publication of Service Catalog updates will coincide with change deployment 
schedules. 

2.3.1 Process Description 

SCM is the process through which services are identified, organ ized, documented and published 
to the service customers and users. When full y populated, the Service Catalog provides a listing 
of a ll services offered by the IT provider. Maintenance of the Service Catalog is a key part of the 
process. A current Service Catalog provides a bridge from the IT prov ider and the serv ice 
consumers. Use of the Service Catalog is prevalent when maintenance is current and the 
information does not become stale. 

Depending on the role an individual has in the o rganization, it's possible to view the Business 
Serv ice Catalog or the Technical Service Catalog. The Business Service Cata log lists services in 
business terms that are understandable to users of those services. The Technical Service Catalog 
provides a view of the services accompan ied by underpinning IT components and other services. 

2.4 Key Concepts 

The following are unique to SCM: 

2.4.1 Service 

An IT Service is defined as a means of delivering value to one or more customers through the 
use of Information Technology ( IT) by an IT serv ice provider. An IT service suppo11s the 
customer' s business processes and is made up from a combination of people, processes, and 
technology. 
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The Business Service Catalog contains details of the IT serv ices offered to customers. This is the 
customer view of the Service Catalog. 

2.4.3 Technical Service Catalog 

This art ifact detai ls the technical or functional components needed for the IT organization(s) to 
provis ion serv ices listed within the Business Servi ce Catalog and is not presented in the customer 
view of the Service Catalog. This information includes supporting services, technical 
components and Cis. 

2.4.4 Service Portfolio Management 

Service Portfolio Management (SPM) catalogs the various mission investments (e.g., Programs 
of Record (PORs), MCCDC-approved capabilities, etc.) recognized or adopted by the USMC, 
including those identified by higher echelon parties (Department of Defense, Department of the 
Navy). SPM faci litates the dynamic governance of these investments across the enterprise, 
interfacing with the SCM process when a service is approved for inclusion in the Service 
Catalog. The Service Catalog is a core component of the service p01tfolio. 

2.4.5 Service Support Levels 

There are different levels of service offerin gs in the Service Catalog. This means that the service 
may be provisioned to operate at different levels of availabil ity, capac ity, security, and/or 
continuity. It can also mean that there are different levels of support for these items. The Service 
Cala log has lhe abil ity to represent di ffe rent leve ls of service support. 

2.4.6 Service Criticality 

Services within the catalog may be further defi ned by their criticality to the USMC mission. 
Based on a Business Impact Analysis, more critical services may receive greater exposure and 
may have more stringent performance targets than less critical services. This focus extends to 
other monitoring and resolution processes (e.g. , IM and EM) and influences the re lative Impact 
and Urgency tables associated with these processes. 

2.4.7 Service Entry Template 

Completion of the Service Entry Template is a standardized approach to help identify a service 
and its applicable attributes for subsequent entry into the Serv ice Catalog. These attributes 
represent the minimum requirements for the development of a Business Service Catalog. 

2.5 Quality Control 

2.5.1 Metrics, Measurements and Continual Process Improvement 

Continual service improvement depends on timely, accurate and meaningful process and service 
measurements. Measurements of process efficiency and effectiveness enable the USMC to track 
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performance and improve overall end user satisfaction. Process metrics are used as measures of 
how well the process is working, whether or not the process is continuing to improve, or where 
improvements should be made. When evaluating process metrics, the direction of change is more 
important than the magnitude of the metric. 

Effective day-to-day operation and long-term management of the process requires the use of 
metrics and measurements. Reports need to be defined, executed, and distributed to enable the 
managing of process-related issues and initiatives. Daily management occurs at the process 
manager level. Long-term trending analysis and management of significant process activities 
occurs at the Process Owner level. 

The essential components of any measurement system are Critical Success Factors (CSFs) and 
Key Performance Indicators (KPis). 

2.5.2 Critical Success Factors with Key Performance Indicators 

CSFs are defined as process- or service-specific goals that must be achieved if a process (or IT 
service) is to succeed. KPis are the metrics used to measure service performance or progress 
toward stated goals. 

The following CSFs and KPls can be used to judge the efficiency and effectiveness of the 
process. Resul ts of the analysis provide input to improvement programs (i.e., continual service 
improvement). 

Table 2 describes the metrics that shall be monitored, measured, and analyzed. 

Table 2. SCM Critical Success Factors with Key Performance Indicators 

CSF# I 
Critical Success 

I I I Factors KPI# Key Performance Indicators Benefits 

1 An accurate and current 1 Number of service or service attribute The user view of the Service 
USMC Business Service discrepancies discovered as a result of Catalog aligns with reality. 
Catalog is properly Service Catalog quality audits This builds user confidence 
maintained in the IT service provider. 

Service Catalog is audited for accuracy 
on a scheduled basis. 

Calculation: The volume of 
discrepancies is captured and trended 
over time 

2 Number of incidents without an 
associated service. 

Calculation: Number of Incidents 
where the Service Type is "Service Not 
Listed". 

2 The usage of the 3 Number of service requests by service The US Marine Corps IT 
Business Service Catalog and location community gains visibility 
is communicated by the into service usage. 
USMC user community. Calculation: Number of service 

requests submitted via the Service 
The US Marine Corps IT 

Cataloq. 
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I Critical Success I I I 
CSF # Factors KPI # Key Performance Indicators Benefits 

4 Level of awareness of and satisfaction 
with the SeNice Catalog 

Calculation: Analyze and trend over 
time responses to suNey questions 
that focus on the SeNice CataloQ. 

community has a means of 
gauging awareness of and 
satisfaction with the SeNice 
Catalog. 
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Each process has roles and responsibilities associated with design, development, execution and 
management of the process. A role within a process is defined as a set of responsibi lities. Process 
Managers repott process deviations and recommended corrective action to the respective Process 
Owner. Authoritative process guide control is under the purview of the Process Owner. The 
Process Owner for SCM will be from the C4 organization. 

Management (i.e., responsibility) of a process may be shared; generally, a single manager exists 
at the MCNOSC enterprise and at each MITSC. For certain processes, especially those within 
Service Design and Service Transition, managers also exist within MCSC and Programs of 
Record (PORs). Some Service Operation processes (e .g., EM) will require managers at the 
RNOSC. There wi ll be instances where roles are combined or a person is responsib le for 
multiple roles. Factors such as AOR, size of user base, and size of the process support team 
dictate exactly which ro les require dedicated personnel and the total number of persons 
performing each role. This process guide defines all mandatory roles. 

3.1 Roles 

The fo llowing abstract drawing (Figure 4) depicts the mandatory process roles for USMC, 
followed by a description of these roles in Table 3. 

8 
Key: 

SCM [[) Process 
Single Role 

Owner 

~ 
I 

Multiple Roles 

Helmets represent roles. not 
head count 

Service 8 Catalog 
Manager 

Service [ 8&\ ] [ 
6
6\ l Service 

Owner Manager 

Figure 3. SCM Roles 

Table 3 describes the ro les identified in the SCM process. SCM as a process is unique in the 
interplay and relationship with both process owners and managers, and service owners and 
managers. Process owners and managers own and manage the process of adding, changing, and 
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removing serv ices from the Service Catalog. Conversely, serv ice managers remain the primary 
POC for the health of an individual service under the policies and guidelines established in the 
SCM process guide. In effect, service managers are the line officers of the SCM framework. The 
process owners and managers, and serv ice owners list is contained in the Service Catalog. 

Table 3. SCM Defined Roles and Responsibilities 

Description I Overall Responsibility 

Role #1 SCM Process Owner 

The SCM Process Owner owns the process and the 
supporting documentation for the process. The primary 
functions of the Process Owner are oversight and 
continuous process improvement. To these ends, the 
Process Owner oversees the process, ensuring that the 
process is followed by the organization. When the 
process is not being followed or is not working well, the 
Process Owner is responsible for identifying and ensuring 
required actions are taken to correct the situation. In 
addition, the Process Owner is responsible for the 
approval of all proposed changes to the process, and 
development of process improvement plans. 

• Documents and publicizes the process 

• Defines the KPis to evaluate the effectiveness and 
efficiency of the process 

• Reviews KPis and takes required actions based on the 
analysis 

• Assists with and ultimately is responsible for the 
process design 

• Improves the effectiveness and efficiency of the 
process 

• Decision maker on any proposed enhancements to the 
process 

Provides input to the ongoing Service Improvement 
Plan 

May delegate specific responsibilities to another individual • 
within their span of control , but remains ultimately 
accountable for the results of the SCM process. 

• Addresses any issues with the runn ing of the process 

Role #2 Service Catalog Manager 

The Service Catalog Manager is responsible for the 
detailed tasks of operating and maintaining accurate and 
effective Business and Technical Service Catalogs. This 
includes planning, designing, building, configuring, testing 
and administering any Service Catalog related tools or 
solutions. 

• Ensures all relevant staff have the required training in 
the process and are aware of their role in the process 

• Ensures that the process, roles, responsibilities, and 
documentation are regularly reviewed and audited 

• Sponsors activities to plan, design, build , configure, 
and test Service Catalog enabling technologies in 
coordination with the Service Catalog Manager 

• Leads Business Service Catalog audit, analysis, and 
reporting efforts 

• Ensure that all operational services are recorded within 
the Service Catalog 

• Analyze proposed changes to the Service Catalog to 
ensure no duplication 

• Partner with the SCM Process Owner to plan , design, 
build, configure, and test Service Catalog enabling 
technologies 

• Monitor usage and ensure effective adoption of the 
Service Catalog by Service Catalog users 

• Lead Service Catalog marketing and communication 
efforts 

• Lead Service Catalog training efforts 

• Lead Service Catalog monitoring, audit, analysis, and 
reporting efforts 

• Partners with the Service Owners to ensure that all 
information within the Service Catalog is accurate and 
current and makes updates to the contents of the 
Service Catalog pursuant to approved change activities 

• Ensures that information within the Service Catalog is 
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The Service Owner is responsible for the end-to-end 
accountability for a specific IT service. Changes are made 
to the service with the approval of the service owner. 

The Service Manager is responsible for the day-to-day 
operation of a specific IT service. Changes are made to 
the service in consultation with the service manager. 

3.1 .1 Responsibilities 
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5 April2013 

• Ensures that service(s) for which they have ownership 
responsibility are accurately depicted in the Business 
Service Catalog 

• Ensures that there is continual awareness of changes 
to their respective services; sponsors such changes via 
the ChM process and ensures accurate reflection of 
such in the Business Service 

• Monitors actions taken in response to Incidents or 
Service Requests that result in provisioning of or 
impact on or their respective service(s) 

• Monitors events that could result in lack of availability 
or performance degradation for their respective 
service(s) 

• Coordinates with the Service Owner to continually 
improve their res1oective 

Processes may span departmental boundaries; therefore, procedures and work instructions within 
the process need to be mapped to roles within the process. These roles are then mapped to job 
functions, IT staff, and departments. The process owner is accountable for ensuring process 
interaction by implementing systems that allow smooth process flow. 

The Responsible, Accountab le, Support, Consu lted, Informed(RASCI) model is a method for 
assign ing the type or degree of responsibility that roles (or individuals) have for specific tasks. 
Table 4 displays the department-level RASCimodel for SCM. 

Responsible - Completes the process or activity; responsible for action/ implementation. The 
degree of responsibili ty is determined by the individual with the ' A' .Accountable - Approves or 
disapproves the process or activity. Individual who is ultimately answerable for the task or a 
decision regarding the task. 

Supportive- Resources a ll ocated to responsible, support will assist in completing the task. 

C onsulted - Gives needed input about the process or activity. Prior to final deci sion or action, 
these subject matter experts or stakeholders are consulted. 

Informed - Needs to be informed after a decision or action is taken . May be requ ired to take 
action as a result ofthe outcome. The is a one-way communication. 

Table 4 establ ishes responsibilities for high-level process activities by organization . 
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Table 4. Responsibilities for Enterprise SCM 

SCM Process Activities 

Agree and document seNices 

Create and maintam SeNice Catalog 

Publish SeNice Catalog 

Legend: 
Responsible (R) - Completes the process or activity 
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Accountable (A)- Authority to approve or disapprove the process or activity 
Supportive (S) - Resources allocated to responsible for support 
Consulted (C) - Experts who provide input 
Informed (I) - Notified of activities 

Note: If Support (S) assigned, then Consulted © is implied. 

Note: Any department that is designated as Responsible, Accountable, Supportive, Consulted, or Informed is not 
additionally designated as Informed because being designated as Responsible, Accountable, Supportive, Consulted, 
or Informed already implies being in an Informed status. A department is designated as Informed only if that 
department is not designated as having any of the other four responsibilitiesNote: Only one department can be 
accountable for each process activity. 
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