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CSDM Framework to Support
Your Portfolio of IT Services



Agenda )

1.  Intro to Ondaro

2. Introduction to the CMDB Common Services Data Model - What is
it and why does it matter?

3. USC Case Study: Identifying, defining & presenting high value
services

4. Managing your IT Services & tracking your overall quality of
Service Delivery

5. Governing your Services lifecycle from design to retire
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At Ondaro, we help o §
organizations turn complexity ‘
into clarity — and make
ServiceNow a catalyst for
what’s next.

You're not just implementing software.
You're simplifying systems, empowering teams, and

delivering meaningful impact.

Whether you're starting small or scaling enterprise-wide,
Ondaro is here to help you navigate the wave of what's

next — and make transformation real.



Where Deep Expertise

Meets Consistent Results.
Driving real change takes both platform knowledge and a

partner who is with you every step of the way.
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Ondaro is the only pure play ServiceNow partner
with fully certified resources across the platform
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Organizational Change
Management

Al-Readiness

Platform Strategy &
Governance

IMPLEMENT & DEVELOP

Platform Architecture &
Engineering
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Product Management




®ndaro

LR B

I ]
L B B B B
i i

- oo
@ & & & & & & @ & F F * #

What is it and why does it matter?

Introduction to the CMDB Common
Services Data Model (CSDM)




What is the Common Service Data Model (CSDM)

®ndaro

Common Service

A standard and shared set of
service-related definitions
across our products and
platform that will enable and
support true service level
reporting

Data Model

A CMDB Framework across our
products and platform that will
enable and support multiple
configuration strategies




CSDM high level use cases

- Understand Cls related to an
application and business capabilities
to identify redundancies, monitor
costs and make better investment
decisions around roadmap

« Support investment decisions by
identifying all end of life software for
a business application

- ldentify the number of at-risk
applications supporting critical
services [which need to undergo
application assessment)

- Determine where to design security
controls for applications and
technology sharing sensitive data
(PIl, PCI DSS, HIPAA)

Consume ﬂ

- Understand services, ownership,
cost, scope of what is offered and
request access to the services

« Report on aggregated Service
performance for a Service Portfolio

- View the Service dependencies on
underlying technology and
technology services

- Be aware of upcoming impacts and
changes on supporting technology

- Understand services, service
offerings, service support and all
relationships to underlying Cls

- Determine the impact of an incident
or change, the causal Cls, who the
consumers are

- Manage service commitments, and
monitor/report the availability of a
technical service

« Roll up alerts for technology
components to have insight into
events for critical Technical Services
(including security vulnerabilities)

- Understand the costs to run
technical services
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What is Service Portfolio Management?

* The ability to define
multiple IT Service

portfolios, each with its

own unique taxonomy
structure

The ability to associate

Services and Service
Offerings with specific
portfolios

Expanded service and
service offering data
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Service Portfolio

Taxonomy Nodes

Applications
Service (Business
or Technical
) Email & Chat
Offering
Email List
Management

IT Service
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Hardware Gy

Network
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Network Services
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Wifl



What is the Value?
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Understand Services, their makeup and
accountabilities

|ldentify insights from operational activities
related to Services

Prioritize critical events based on
service-related information

Understand Service Health (Availability, CSAT,
Performance, Vulnerabilities, IPC stats)

%

3

Better
visibility

Increased
efficiency

Higher
productivity

Informed
decision making

1l



What are some common challenges?

(B Not knowing where to start 5 There may not be a clear path within their

organization to ‘insert’ a service portfolio

The org may need to do this, but are often not
7 staffed with skill set to complete service
definition

6 There may not be a methodology or have
conflicting frameworks

May not be able to justify the importance of the
service portfolio

8 L EIWSTREIEIWATS

Services don't roll up perfectly to how most 7
L) organizations are aligned (cost centers,
functions, or departments typically)

Many people may not understand the difference
between service portfolio and service catalog

4
Now let's discuss the USC ITS Journey for Defining
your Services and Service Offerings

®ndaro 12
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CASE STUDY

USC Service Portfolio Journey




|dentifying, defining &
presenting high value services

USC is a constellation of schools, centers and institutes located in

southern California where some of the brightest minds are leading the

way to the future of education. Defining Services for your users

We wanted to logically organize enterprise services offered by our - _
Key Productivity Indicators and

Critical Success Factors of Service
we are able to: Delivery

central IT organization, Information Technology Services (ITS), so

Clearly share the services we offer with our customers.

Assess the overall quality of service delivery. Better understanding of
dependencies between offerings

Identify the most pertinent areas for improvement.
across the organization

Govern Service Lifecycles to include a pipeline of new offerings
and retire low value services to focus in high value services.

®ndaro 14



Service Portal

Understand Order Fulfill

Centralize service and ordering

Welcome to the ITS Service Portal

information in one portal.

Your central destination for finding information and req R e ce trom information Technolog,
Services named and conveyed from T 7
rvices Announcements
the customer point of view. e S
p Accounts & Access DO Application Enhancement A, ' v, I" 2 .”"\. .“-~
Easily identify and select the voe o w— ITS Service Poctal Navigation Fraining
services you need. Vow s Vo i Are you intevested i karming abost ¢
. . Ol = Conferencing & Collaboration -2—\. Content & Workflow Management
Create multiple paths for different Lo ' \& v v o, e S—
3 9 ’ Quick Links
types of users. o scpom i s S Y
ﬁ IT Supportfor [
\_ o P niesmanssisce 8ok ais [ e, BT PP VP [ Evbarn sl Cobnnte }
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Service Offering

Manage Monitor Maintain , _
Reporting and Analytics

Bermens £rnce and Ansiytics Enhanced Tooly and imights for (1% Techaciogy Pastr

Offerings linked to Service Catalog for @ S——

customers to request and ITS to fulfill.

Share the information customers want

to know.

Empower service owners to maintain

service information.

Browse Resources

Audit annually. sodus] 2 > i
rs rs v 4 4
Bunness inteligence (B1] Ingucy Data Report Reguest imtake Maraged Detinets Inteligence Secere FTP lntagration Number
(184) Kepport
\. y,

®ndaro 16



®ndaro

LR B

I ]
L B B B B
\ i

- .
LR R B A L R

a4 m = =" m omom @ - omomowm om
VL L B B PR L L
EE

SERVICE PORTFOLIO MANAGEMENT

Managing your IT Services & tracking
your overall quality of Service Delivery




Why use Service
PortfolioManagement?

* Develop a pipeline of services and service improvements that
aligns with business goals

* Prevent service duplication overlap and conflicts
* Ensure service definition compliance, consistency, and accuracy

* Enable planning, validation, and release of new and improved
services

* Publish Offerings for consumption
* Generate service performance reports and dashboards
* Expose vendor contributions and impact on service performance

* ldentify and retire low-value services so resources can be
redeployed

®ndaro
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Key Concepts

Service Portfolio Taxonomy Tiers/Nodes CSDM
A ServiceNow framework for CMDB
data modeling using out of the box

CMDB core tables for service

Used to manage like-items together
for the business. These may be

Taxonomy nodes represent all the
available organizational branches for
the Portfolio

grouped by objective, capabilities,
organization, or geography (e.g., ERP,
Financial management, Technology
andevendifferent IT portfolios by IT
organization)

Business Service

A service type thatis

published to business users,

andit typically underpins
one or more business
capabillities.
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Technical Service

A service type, technical in
nature, thatis published to
service owners and typically
underpins one or more
business or application
services.

Application Service

Logical representation of a
deployed application stack.
These are REAL Cl's in your
CMDB created if using
Service Mapping Discovery
or created manually and
related to your hosting
infrastructure

modeling through recommended
mappings based on specific domain
areas: Design, Management,
Sell/Consume.

Business Application

Service Offering

The way in which goods and
services are packaged to
meet a specified
commitment to a consumer
or alevel of services offered.

Logical representation of
software and infrastructure
that provides business
functionality and/or
generating revenue. While
included in CSDM, these
align to APM Portfolio and
are not used as Cl's.



Navigating the Service Portfolio i in ServiceNow

¥ B Serviee Portiolios View: Service Pontfolia

. i A
These are the Service N ‘ - —
Portfolio Tables used
Service Portfolics Search Search
solely to'group . : E—
& organize the Services Tawonorny Layer Defindions |
under a Parent PO rth“O Tanorormy Modes B mmm,_\,puumm.\{“w; m Spaech (58 Crder r Yearch i%
. . Services =T o
0 Service Portfolio _ _
_ v oIS 0, = Hame = Service porticlio M)
0 Taxonomy Layer* s S - —
o Taxonomy NOd es Technical Services v Servic portdelic: D Test [T Service Porticlio for Dema (1]
. Service DHerings (L'I Denna Test 1T Tasonomy Laver for dema Donna TestIT Service Portiolio for Demo
* Most reporting and 7 senvice port
Service Dashboards are Commitments = Tasomomy Nodes {Service Poctlolio view Search
done at the Service Outages
X @ ? All > Name 2= Donna Test IT Taxonoeny Node Demo
Portfolio Level or the . V%
) s Bvailability 3 = Name A = Taxcaomy layer
Service or Offering Level, -
not Taxono my Node or @  Apphcations 115 Yaxooomy Layer
La yer @  Hadwae (IS Taxpoomsy Liver
@  informationSecurity (TS Tanooomy Laver
Depending on your instance you may have Taxonomy Layer Definitions.
Newer instances since Vancouver the left menu for Taxonomy Layer @ Hetwork 175 Tarenomy Laver
Definition is not present and not mandatory to use within your portfolio. =T
() UnheersiteSerdces (IS Tancoomy L
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Business Services and/or Technical Services

SeI'VicenOW Favorites  History  Workspaces  Admin

Y service Port YV & Business Services View: Service Portfolio

Number

FAVORITES

Service portfolio Taxonomy node State Status Number ~

Business criticality
No Results

e service 17 S Poctf Tax N 1 Published Catalog Operational BSNOOO1001 2 - soe \ ical
ALLEEMRLS @ Donna's Test Service 1 Sesvice Portt 1 Node 1 Published  Catalog Operational  BSNOO01003 2 - somewhat critical
: . Donna Retired Service IT Service Portfolio IT Tasonoey Node 1 3 Retired Retired BSNOOO1014 2 - somewhat oritical

Catalog and Incident use only Active Services and Offerings based on Phase and Status
1. Active = Phase = Catalog and Service Status = Operational
2. Retired makes a Service and its child offerings inactive

3. State and Published are used only if you are using Service Builder plugin & workflow to create and manage Services and
Offerings

The Business services and/or Technical services are the parent services for the service offerings

* All services get a unique BSN number when created

Personalize your Business Services List and add Number, Name, Phase, Status (service status), Service Classification, Support Group,
Owned by, Taxonomy Node and Service Portfolio

Service Class is key > IT Business Services offered to en users, IT Services offered to other IT Service Owners may be Technical Services

Itis important to assign a Business Service Owner (user) and Support Groups and/or Managed by Groups at the service level.

®ndaro
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Creating / Managing
Services & Offerings




Defining Offerings

& NAME & DESCRIBE & SUPPORT & CHANGE WINDOWS & POLICIES

The Cl name and a high level and Clarifying the support models, escalation If policy driven, link to the related

detailed description of the models and where a particular offering might policies.

service/product being offered. have differences. Also, whenchangesare

CUSTOMERS

Clarifies entitlements; who can have
the service.

OWNERSHIP & RACI

Names the service owner, business
owner & technical owner. This helps
with accountability and escalation.

BUSINESS OBJECTIVES
What problem are we solving with this
service/product? What is it achieving
for the business?

®ndaro

made.

TRAINING

Options for training and shared
knowledge are made available and
accessible.

RELATED SERVICES

Identify the services or processes
required to get a service, for example,
Single Sign On, security architecture
approval, etc.

SERVICE CATALOG

Catalog items to request the service
andrelated services and target
turnaround times to deliver or respond
to issues.

COSTING AND FUNDING

Is there a cost, whatis it and which
budget does it come from.

PRODUCT LIFECYCLE

Is this a pilot and will this service be
invested in to ensure maturation,
support and sustainability?

CONTRACTS

What are the contract details? Is there
an MSA, when and what is needed for
renewals, etc.



servicenow

¥ Service portfolie

Service Portfolio Management

Service Portiolio

o Create and Manage
Services data using
Service Builder or

» Basic Views from
Service Portfolio
Taxonomy Node
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Lt"s look &1 what it takes to oreabe & sendioe
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Service Offerings - Data Management

Servicencow

Offerings are the most critical service Pt e
record as these are used with ITSM BN e e—
Processes such as Service Catalog. * o [ e
Offerings may also be used with Incident,

Problem and Change Management e

1. Name the Offering from the point of .
view of your service consumers and e cimincoen, | BT
manage the Offerings lifecycle using sears [1eam | i
phase and status

2. Identify Consumer types

3. Identify Team for Delivery and Support
group for assignment rules and catalog
workflows =

4. Set offering price and unit descriptions if B : 5
costs are associated with delivery.

5. Operations to identify contracts and any B I ¥ - - @
delivery service levels agreements (SLAs) L2~ # r F

®ndaro
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Offerings - Service Delivery1

Related Links
Calcudate Past Avalabiiey

1. Offering Service Commitments and Subzcrse
ServiceAvaiIabiIity Service Commitments (1) | Teams (1) | Service Offeriags iDegendOn (1) | Service Offerings Dependent OnMe | Other tasks | Kaowledge Articies | Subscribed by Group

Subscribed by Location  Subscribed by Depactmant | Subscribed by User  Subscribed by Company © SLA Results | Service Avaliability (7)

2. Service Catalog “ltems orderable by S S T T A (g [N (RS P
subscribers” that allow this offering S PN S . ... | .. |
to be requested by consumers.

Service offering * Executive webd conferencing
. a 3 Service commitment Oeder »
3. Other Offerings this Offering
depends on
2 Service Commitments {1) | Teams(l) | Service Offerings | Depend On (1) 3

Subscribed by Location | Subscribed by Department = Subscribed by User
Service Commitreents (1) | Teams({1) | Service Offerings | Depend On (1) I Lervice Odferl

Items orderable by subscribers (2] | Outa AllChanges | Allincidents
ssahudpebs e (anapdasail s S g Subscribed by Location | Subscribed by Department | Subscribed by User | Subscribed b

= Y |fortext * | Search hems orderabie by subscribers (2) | Outages | ANIChanges | AllIncidents | All Probdem
Service Offering = Executive web conferencing = T | Crested = | Smarch
Catalog Item Cl Relationships
Reque sbiner Faremt Type Child
Web Conferer Exme - Snbere fefds g Jine FOOHT T -
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overning your Services lifecycle
rom design to retire




Services Lifecycle

® Establish the service's purpose, goals, and expected outcomes.
Define service attributes, ownership, and dependencies.
® Engage stakeholders for input and ensure alignment with organizational needs.

\

BUILD

1

Develop the service in line with design specifications.
Integrate with existing infrastructure and services.
Ensure compliance with standards and regulations.

Monitor service performance and manage day-to-day operations.
OPERATE Implement incident, change, and problem management processes.
Continuously improve based on feedback and performance metrics.

Regularly assess service effectiveness and efficiency.
Introduce enhancements or optimizations based on evolving needs.

OPTIMIZE Ensure that the service continues to meet business objectives.
' Plan for the end-of-life of the service.
RETIRE Communicate the retirement to stakeholders and users.

Safely decommission the service while ensuring continuity of any dependent services.

®ndaro



Governing your Services

Governance Tools and Metrics for

Framework: Effective Governance:
» Service Ownership: Assign clear roles and » Service Portfolio Management (SPM): Use
responsibilities for each phase of the lifecycle. SPM tools to track services across their
lifecycle, ensuring alignment with strategic
» Policies and Compliance: Implement policies goals.
to ensure consistency, compliance, and risk >
management across the lifecycle. Key Performance Indicators (KPls): Establish

KPIs to monitor service health, user

Review and Audit: Regularly review service satisfaction, and financial performance.

performance and governance practices to 4

identify areas for improvement. Automated Workflows: Leverage automation
to streamline governance processes and
ensure consistent application of policies.

®ndaro 29




Getting Started Is Easy!

We can meet you where you're at in
your Event Management journey.

Tell us what CMDB
topics you want to
learn more about!

Look for a survey following this session!

Want a quick CMDB assessment T LAUNEE A CMDB MasterClass Part 10:

and rapid remediation? Your CMDB Foundation for Al
scheduled for November.

Look for an invite soon!

Need to implement CMDB and

see value fast? CMDB ESSENTIALS ©ndaro

Strengthen Cyber
Resilience with CMDB
& Vulnerability
Response

Need a dedicated team for maintaining your

) ONDARO RESERVE
ServiceNow Platform?

is on October 16.
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Questions?

Email: inbound@ondarowave.com

Thank you!
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