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Disclaimer  

The following is intended to outline our general product direction. It is intended for information purposes 

only, and may not be incorporated into any contract. It is not a commitment to deliver any material, code, or 

functionality, and should not be relied upon in making purchasing decisions. The development, release, and 

timing of any features or functionality described for Oracleõs products remains at the sole discretion of 

Oracle. 
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Service Catalogs enable the evolution to enterprise cloud 

The promises of cloud computingñgreater agility, less risk, and lower costsñare real, but 
their realization depends on the approach you adopt.  Making the full transformation to 
an enterprise cloud may take several years, and will affect many aspects of organizations 
and roles, processes, policies and service delivery.  Many enterprises have successfully 
organized their transformation into a phased approachñan evolution to enterprise cloud. 
 

 

Figure 1: Evolution to enterprise cloud 

 
The first step of this transformation is standardization, and one of the key deliverables 
that supports standardization is a service catalog.  A service catalog is a collection of 
documents and artifacts which describe the services an IT organization provides, and 
specifies how those services are delivered and managed.     
 
Standardized services can be deployed more quickly and repeatably than custom services.  
This benefits consumers directly since they have faster access to more reliable services, 
while the provider spends less time with the nuts and bolts of provisioning, and can focus 
on higher-value initiatives.   
 
During its lifecycle, a standardized service will behave predictably during maintenance, 
unplanned outages, and under system load.  Consumers and providers will have common, 
documented expectations for these scenarios.   
 
Moving to a standardized environment is a significant change with important benefits.  If 
done properly, standardization also paves the way for further steps.  For example, if most 
deployments use the same operating system and database version, it is easier to 
consolidate those deployments together into a shared operating environment.   
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The service delivery phase of the evolution focuses on dynamic, policy-driven resource 
management.  If the standardized components support those capabilities, then enabling a 
service delivery model is a simple matter of activating the supporting features and options 
of the environment ð no upgrades or rearchitecting are needed.  
 

Effective standardization 

 
The effectiveness of standardization depends on several factors.  One might assume that 
the more rigidly standardized an enterpriseõs services are, the better.  But it is rarely 
possible to meet all of a large enterpriseõs IT requirements with a single deployment 
option. At the other end of the spectrum, each department or functional team cannot 
create individual òstandardsó that simply describe what each group happens to be doing.   
 
For standardization to be effective, it must 
 

¶ Apply across the entire enterprise 

¶ Satisfy the majority of current and future use cases 

¶ Allow for but minimize exceptions 
 
When properly implemented and maintained, a service catalog enables effective 
standardization: 

Enterprise-wide, end-to-end view of the IT estate 

 
Each enterprise needs a single source which defines what IT provides, and specifies the 
components and processes that support those offerings.  As the single source of 
information, the service catalog can be audited for consistency and uniformity ñ 
standardization (or its absence) can be readily seen.  This facilitates the creation and 
enforcement of standardization. 
 
Clear and consistent terminology defines all service offerings ð this enables consumers to 
understand what each service provides (and does not provide), and the cost of each 
service.  Services can be compared to other services both within the enterprise and to 
external (public cloud) services where appropriate. 
 

Fulfill the majority of current and future use cases 

 
Services should be designed that meet current and future consumer needs.  To make this 
happen, the service offerings should be developed and evolved collaboratively between IT 
(hereafter referred to as the òprovideró) and end users (hereafter known as òconsumersó).   
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When the provider and consumers meet to define and evaluate the offerings, consumers 
have a forum to provide feedback and to understand new offerings and collections of 
services.  The provider has a framework for refining the service offerings and an 
opportunity to guide consumers to appropriate services and beneficial behaviors. 
 

Allow for but minimize exceptions  

 
Some degree of flexibility must be available to accommodate non-standard cases, such as 
legacy applications or exceptional resource requirements. Defining a methodology for 
identifying and handling such exceptions is a necessary aspect of standardization and 
should be documented in the service catalog.   
 
The exception process must not be too cumbersome, or administering it will be time 
consuming and contentious.  Consumers who need an exception could choose to take 
their workload elsewhere (e.g., into a public cloud, creating a òshadow ITó scenario).   
 
And, it must not be too generous, or consumers will not be compelled to adopt the new 
standards, but will be content to keep doing business as usual. 
 
Finding the right balance between per-consumer flexibility (low standardization) and 
business agility (high standardization) is possible only when consumers and providers 
collaborate to develop and evolve a framework that is consistent for all stakeholders and 
can be adapted over time.  The service catalog and its proper management meet those 
goals. 
 
 

Service catalog overview   

The catalog is divided into different components for different audiences.  Collectively, the 
service catalog provides an end-to-end view of the entire IT estate and its management.   
 
 

¶ The business catalog provides consumers with a succinct description of the salient 
features and costs of available services   

 

¶ Selected services are exposed in a self-service catalog, allowing consumers to 
independently provision those services on demand   

 

¶ The technical catalog is the providerõs detailed guide to deploying and managing 
services 
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¶ Criteria for identifying and handling exceptions are specified 
 
 

 

 

Figure 2: Service Catalog Components 

 
 

Business catalog 

The business catalog is the consumersõ view of the services available.  Typically, three or 
more service offerings will be defined.  Often they are labeled with a scheme such as 
Bronze/Silver/Gold to provide a high-level differentiation.  For each service, the 
capabilities, policies and procedures of the service are documented in formal terms that 
are relevant to the consumer.  
  
The definition for each service offering should include: 
 

¶ Description of the service offering, in business terms  

¶ For each service category which defines the service, an explanation of the level of 
service provided  

¶ How to order, change, learn more about the service offering 
 
 

We will examine the different service categories that comprise a service offering in a 
following section. 
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Self-service catalog 

An enterprise may wish to offer some of the services from the business catalog in an on-
demand, self-service model.  This will usually be a subset of the business catalog, i.e., 
those services well-suited for full automation, and services that are provisioned and 
deprovisioned frequently.  Database services for test and development are a common 
example.  More complex configurations, such as those with unique compliance or 
performance requirements, are not usually offered in a self-service catalog. 
 
The self-service catalog will be an interactive portal through which consumers can deploy, 
monitor and manage services on-demand. 

 

Technical service catalog 

The technical service catalog is the providerõs detailed guide for how to deploy and 
manage each service offering.  For each service, there will be a standardized deployment 
template.  The template includes every detail needed for provisioning the service: database 
edition, version, patch level; number of database instances; configuration parameters; 
options to be enabled (such as encryption to support a security requirement), and so on. 
 
Ideally, the template should be fully portable so that the service can be deployed in a 
private or a public cloud.  The template would specify any variations required to address 
the differences between the two provisioning models.  There will also be variants to 
describe instantiations of the service for the different consolidation models in which 
services can be deployed. 
 
 

Exceptions 

It is unrealistic to expect that a service catalog can provide standardized offerings that 
address every possible service that a business may need.  In fact, trying to enumerate every 
possible service variant will lead to a complex and confusing catalog.  Instead, service 
attributes that trigger an exception should be spelled out, along with the response to non-
standard requests.  Unique sizing or isolation requirements are typical examples of such 
triggers. 
 
However to encourage customers to adopt the standard services, the exception process 
should be less agile and more expensive than for standard services.  By designing services 
which address most current and future needs, and encouraging their adoption, exceptions 
can be minimized to perhaps fewer than ten percent over time. 
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Case Studies 

Our discussion so far may suggest that designing an effective service catalog is a simple 
process that will produce very similar results from one case to the next.  To the contrary, 
we will see a wide variety in the customer examples that follow. For each case, we will 
highlight one or two items which illustrate the range of choices available to a catalog 
designer. 
 

1. Extreme standardization at a large commercial bank 

 
A large bank began an extensive transformation of its IT estate in 2008.  One of their 
guiding principles for their transformation has been to enforce strong standardization.  
This is reflected in the bankõs highly standardized service catalog for their Oracle 
Database offerings: 
 

 

Figure 3: Service Catalog for a large commercial bank 

Obviously, it is very easy for consumers to choose a service.  And it is very 
straightforward to provide the selected service.  The cost model is also very simple, and 
reflects the bankõs decision to leverage the economics of standardization and 
consolidation by providing every consumer with the same high degree of availability and 
disaster recovery protection.   
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If a database service cannot be provided by the two choices above, then the bank creates a 
custom deployment.  This process (intentionally) takes longer than deploying a service 
through the service catalog, thereby allowing but discouraging exceptions. 
 
 

2. Security options for database services at a northern European bank 

A worldwide bank based in northern Europe has developed five service levels which 
address about 80% of their Oracle Database deployments.  Their business catalog reflects 
a common way to address security ð it is handled orthogonally to other service categories: 
 
 

 

Figure 4: Business Catalog for a global financial services company 

 
The security classes are constructed to comply with relevant mandates from the national 
banking system.  All three security options are applicable to and available for all of the 
service levels.  When a particular service is provisioned, the selection of the security class 
is made by an oversight group. 
 
Also, note that the service use cases give consumers helpful guidance for their selection.  
Recovery objectives and support hours are detailed so consumers know what to expect in 
the event of a localized failure (òAvailabilityó) or a large-scale incident (òDisaster 
Recoveryó). 
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Although 9õs are used to describe availability, in practice this measurement is not 
emphasized at the bank.  Several caveats (e.g., not applicable outside of support hours) 
make the 9õs yardstick less relevant than the RPO / RTO targets and the support hours.   
 
The technical catalog informs the provider (IT) of the database configuration and 
supporting options: 
 
 

 

Figure 5: Technical Catalog for a global financial services company 

 
The security classes are implemented with pre-defined templates; these details are not 
exposed in the business catalog. 
 
Note that service levels A, B and C are all implemented with RAC One Node.  While the 
bank determined that a Single Instance deployment could meet the availability 
requirements of level A, the bank sought to reduce the variety of supported deployments.  
Therefore RAC One Node is used for all three service levels. 
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3. Pre-defined templates and a ñcustomò option at a global insurance company 

 
This customer offers three levels of DBaaS.  For the first two tiers, the consumer chooses 
a database size from a set of pre-defined templates.  This is a common approach and 
helps ensure that resources are appropriately balanced for each service.  If a consumer 
needs a database service at the highest tier, then by definition there is a custom sizing 
exercise to define the resource allocation. 
 

  

Figure 6: Business Catalog for a global insurance company 

 
Not reflected in the business catalog ð the consumer does not need to know this ð is the 
fact that Advanced services are deployed in a dedicated platform.

 

Figure 7: Technical Catalog for a global insurance company 
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4. Some database services may be deployed in Virtual Machines 

While all of the other examples we have and will see follow the best practice of deploying 
Oracle Database services on bare metal, some enterprises have identified use cases which 
they wish to support by provisioning in a VM.   
 
 
 

 

Figure 8: Service Catalog for a financial institution 

Note that the provisioning detail of deploying in VM is not exposed in the business 
catalog. 
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5. Planned downtime is important to consumers 

 
Planned maintenance of hardware and software is typically more frequent than unplanned 
events that can disrupt services.  Maintenance may require service downtime, depending 
on the activity.  To prepare consumers for maintenance events, several enterprises spell 
out pre-defined maintenance windows, so consumers can plan ahead for downtime. 
 

 

Figure 9: Service Catalog for a Telco 

 
Providers report that although consumers may be reluctant at first to sign up for a service 
with planned downtime, they usually adapt quickly to the predictable schedule.  For 
consumers that require customized maintenance terms, the provider has an opportunity to 
òupselló that as a special service.  
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6. SLA specification can be general, or more precise 

 
Defining RTO and RPO for overall availability ð i.e., with any possible planned or 
unplanned event in mind ð can produce misleading metrics, since they must account for 
the worst-case scenario.  A worst-case scenario (such as site destruction) is very unlikely, 
so unless the architecture is designed to handle the worst-case quickly, then giving a single 
metric will not reflect the serviceõs performance in the face of localized events. 
 
This customer has divided availability into two categories ð local and disaster ð and 
provided separate metrics for the classes of events: 

 

 

Figure 10: Business Catalog for a U.S. government agency 
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This condensed representation of the customerõs technical catalog provides a feel for the 
level of detail that the technical catalog should cover: 
 

 

Figure 11: Technical Catalog for U.S. government agency 

Of course, the above is only a summary of the actual technical catalog.  The actual 
document will cover more details such as how often to take backups, access controls for 
different users and administrators, and so on. 
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7. Provisioning services on different platforms  

Most datacenters host more than one type of server platform.  This European Telco 
deploys Bronze services on Oracle Exadata when those services support a Silver or Gold 
service (i.e., support a service that is by definition deployed on Exadata).  Otherwise, the 
service is deployed on a non-engineered system. 
 
 

 

Figure 12: Business Catalog for Telco provider 

This implementation detail is not exposed in the business catalog, since there is no choice 
or decision for the consumer to make, beyond the selection of a Bronze service. 
 
 

8. Variability and options provide flexibility 

This large financial institution specifies two levels of performance for services.  Bronze 
and Silver services can be given more resources, but the activity must be scheduled ahead 
of time.  Gold and Platinum services, on the other hand, can rapidly scale up as workloads 
demand. 
 
Also note that availability is defined as a metric for Bronze and Silver services, and 
qualitatively for Gold and Platinum. 
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Figure 13: Business Catalog for large financial services company 

 
 
The technical catalog is very succinct, and provides a limited number of architectures.  
The backup and recovery approaches build up in a logical, stepped manner.  Note that in 
the business catalog, technologies for backup and restore are not shown ð only the 
metrics which the consumer is concerned about. 

 

Figure 14: Technical Catalog for large financial services company 

Note that this customer chose to meet the DR business goals for Platinum services with 
tiered Oracle Data Guard targets.  The local Data Guard secondary is also useful for 
maintenance activities such as database upgrades. 
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Exception handling  

 
Customer case study number three showed one example of exception identification and 
resolution.  Additional examples illustrate other criteria that customers have selected for 
triggering custom deployments: 
 
  

 

Figure 15: Exception Triggers and Responses 

 
Note that in each case, the exceptions are handled with a dedicated pool: non-standard 
services are not consolidated with standard services, nor with other non-standard services. 
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Standardized service offerings for Oracle Database services  

Now that we have looked at several customer case studies, we will summarize with our 
recommendation for the service categories that should be used to define database services:   
 

 

Figure 16: DBaaS Service Categories 

 

 
When defining database services, most if not all of the above should be specified for 
describing services. 
 
We will now apply these concepts as we define standardized service offerings for Oracle 
Database services in private clouds.  Customers are encouraged to adopt these definitions, 
or adapt them to their particular needs.  At the highest level, our standardized service 
offerings are as follows: 
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Figure 17: Standardized service offerings for Oracle Database services 

 
 
 
Within each service offering, the service level for each service category is as follows: 
 

 

Figure 18: Service levels for each service category 

 
 
We will now examine each service category, and the definitions of the service levels listed 
in the above figure. 
















































