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Sammanfattning

Denna studie undersoker hur ett enhetligt och anvéndarorienterat IT Service Catalog kan utformas for
Tyréns Group, en multinationell organisation som ror sig fran decentraliserad IT-leverans mot en mer
centraliserad “One IT” modell. Syftet &r att identifiera vilka utmaningar, krav och strukturella
overviganden som behover tas hdnsyn till innan en gemensam tjinstekatalog kan inforas, samt att
utveckla ett preliminért designforslag som stodjer anvéndbarhet, s6kbarhet, transparens och styrning.
Studien genomfors som en fallstudie med design science ansats. Datainsamlingen bygger pé
litteraturstudie, semistrukturerade intervjuer med relevanta intressenter, utveckling av en
Figma-prototyp och en workshop-baserad utviardering. Det empiriska materialet analyseras for att
identifiera aterkommande behov och problem i dagens hantering av IT-tjanster. Designforslaget bestar
av en struktur for kategorier, olika egenskaper for tjdnsterna och information som ska gora tjanster
mer begripliga for interna anvandare och mer hanterbara for IT-funktionen i ett framtida gemensamt
kataloggrinssnitt. Resultatet visar att den nuvarande informationen om IT-tjénster &r splittrad,
personberoende och svar att hitta. Deltagarna beskriver otydliga servicebeskrivningar, varierande
terminologi, olika lokala arbetssétt och ett starkt beroende av informella kontaktvégar. Vér studie
visar dven behov av en katalog som é&r latt att navigera, regelbundet uppdaterad och anpassad efter
anvindarnas behov. Samtidigt behdver katalogen balansera en global standardisering med lokala
variationer i tjanster, regler, roller och processer inom organisationen dver langre tid.



Abstract

In this study we focus on how a unified and user-oriented IT Service Catalog can be developed in an
organization moving from decentralized IT delivery toward a more centralized IT structure. This is
examined through the case of Tyréns Group, a multinational organization moving toward a centralized
“One IT” model. We aim to identify which challenges, requirements and structural issues that need to
be considered before a common service catalog can be introduced as well as to develop a preliminary
design proposal that supports users in finding, understanding and requesting IT services, while also
giving IT a clearer structure for managing service information. We use a case study with a design
science approach. We collected data through a literature study, semi-structured interviews with IT
staff and internal users from several countries, the development of a Figma prototype and a
workshop-based evaluation. We analyze the interviews and workshop feedback to identify recurring
needs and problems in the current management of IT services. The design proposal consists of a
structure for categories, different properties of the services and information intended to make services
more understandable for the internal users and more manageable for the IT function in a future
common catalog interface. Participants described that the current information about IT services is
scattered, dependent on individuals and difficult to find. Those interviewed describe unclear service
descriptions, varying terminology, different local ways of working and a frequent use of informal
communication channels. Our study also shows the need for a catalog that is easy to navigate,
continuously updated and adapted to the user's needs. This also means that the catalog needs to
balance global standardization with local variations in services, regulations, roles and processes within
the organization.
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1 Introduction

Information Technology Service Management (ITSM) is used by organizations to manage IT as a
provider of services, rather than only as technical systems and components. As organizations become
increasingly dependent on digital systems, applications, infrastructure and support processes, internal
IT departments are expected to deliver services that are understandable, reliable and aligned with
organizational needs. This shift requires IT organizations to make their service offerings explicit, both
for internal governance and for the users who depend on IT services in their daily work [1], [2].
Within ITSM, the IT Service Catalog is used to make IT services visible and understandable. It
provides a structured overview of available services, including what is offered, how services can be
requested, who is responsible and what users can expect in terms of support and delivery [2]. The IT
Service Catalog can also be understood as both a communication tool and a knowledge management



system, since it helps make IT service offerings visible and supports a shared understanding between
IT providers and service users [3], [2]. An IT Service Catalog is therefore more than a documentation
tool, it can help clarify responsibilities, make services easier to understand and improve
communication between IT and the rest of the organization [4], [2].

Designing and implementing an IT Service Catalog is often challenging and organizations often
struggle to define what an IT service is, how services should be described and what information
should be included in the catalog [6], [3], [7]. If service descriptions are inconsistent, too technical or
unclear for users, the catalog may become difficult to use and maintain [8], [9]. Research further
shows that there is no universal catalog structure that can simply be adopted by all organizations.
Instead service catalog models, templates and design principles often need to be adapted to the
specific organization, stakeholder needs and intended use cases [4], [2]. The difficulty in organizations
is that IT has traditionally been managed locally. In such environments, different units, countries or
departments may have developed their own ways of defining, naming, supporting and documenting IT
services. Over time, this may lead to several catalogs or service descriptions shaped by local
terminology, processes and priorities. While this may work within individual units, it can create much
larger problems when an organization attempts to coordinate IT service delivery across a larger group
structure [4], [2].

Tyréns is one of Sweden's leading consulting companies in urban planning and is part of Tyréns
Group, an international consultancy group operating under several companies in multiple countries
[10], [11]. The organization is dependent on stable and functioning IT services that support both
internal operations and customer work. Historically, IT within Tyréns has been organized in a
decentralized way, where different countries and local IT functions have partly worked according to
their own structures, terminology and processes. Multiple service catalogs and service descriptions
exist, with differences in structure, terminology and scope. Tyréns is currently moving toward a more
centralized IT model, referred to internally as “One IT”. This makes Tyréns Group a relevant case for
studying IT Service Catalog design in an organization that is moving from local IT service delivery
toward a shared group-wide structure. Previous research provides models, templates and design
principles for IT Service Catalogs, but these cannot be applied automatically in every organization. In
organizations moving from decentralized IT delivery toward a more centralized model, a unified
catalog must support standardization and shared governance while still handling local differences in
terminology, processes and responsibilities.

Designing the catalog is not just about listing services. It also concerns how information should be
structured, categorized, named and presented so that different users can find and understand the
information they need. Rather than developing and implementing a complete operational IT Service
Catalog, this study focuses on the early design phase. The study examines the requirements, structural
considerations and organizational challenges that need to be addressed before a unified service catalog
can be implemented. Based on these challenges, this study investigates how established IT Service
Catalog design principles can be applied and adapted in an organization moving from decentralized IT
delivery toward a centralized IT model. This is examined through the case of Tyréns Group and its
transition toward a centralized “One IT” model [6], [3].

1.1 Problem description

In organizations moving from decentralized IT delivery toward a centralized IT structure across
several countries, the need for a shared and consistent understanding of IT services becomes



increasingly important. In this type of transformation, the IT Service Catalog is not only a
documentation tool. It is also a resource for communicating what I'T delivers, how services are
accessed, what users can expect and who is responsible for service delivery, maintenance and
improvement [4], [2]. The problem is that service catalog work depends on a clear and shared
definition of IT services. Previous research shows that service identification and service definition are
among the most difficult parts of service catalog implementation [9], [12]. If services are described
differently across different units or if descriptions focus mainly on technical components rather than
user-relevant outcomes, the catalog may become difficult to understand and difficult to manage [8],

[9].

Different countries or local IT functions may use different names for the same services, define service
scope differently or assign ownership in different ways. Some services may overlap while others may
exist locally without being visible at group level. In such a scenario it becomes difficult to know
which services exist, which services are duplicated, which services are unique to a local context and
which services should be standardized across the organization [4], [2]. Existing differences in
structure, terminology and service descriptions can make it difficult to establish a single catalog that is
both understandable for users and at the same time useful for managing IT services. If the future
service catalog does not take these differences into account, it may become a static list rather than a
practical tool for coordination, transparency and service management. Previous research has proposed
reference catalogs, service catalog templates and design-science-based approaches to support service
catalog development [7], [13]. The literature also indicates that these models cannot be applied
mechanically. Schorr and Hvam argue that companies need to control the information content of a
service catalog based on the expected use of that catalog, since both over scaling and under scaling the
catalog can create problems [3]. A catalog that contains too much information may become expensive
and difficult to maintain, while a catalog with too little information may fail to support its intended
use [3].

This study examines this broader problem through the case of Tyréns Group, a multinational
organization moving from decentralized IT delivery toward a centralized “One IT” model. The case is
used to examine how current challenges, user needs and local service structures can inform the early
design of a unified and user-oriented IT Service Catalog.

1.2 Purpose

Our purpose with this study is to examine how earlier research on IT Service Catalogs can be used in
the early design of a unified and user-oriented IT Service Catalog in an organization moving from
decentralized IT delivery toward a more centralized IT structure. Using Tyréns as a case, our study
aims to identify the challenges, user needs and structural considerations that need to be examined
before a common service catalog can be introduced. Our study also aims to develop and evaluate a
preliminary design proposal for how such a catalog could be organized to support usability,
findability, transparency and governance. For Tyréns, this study provides a starting point for further
work with a centralized IT Service Catalog. From an academic perspective, it shows how existing IT
Service Catalog research can be applied and adapted in the early design of a user-oriented catalog in a
multinational organization where IT services, terminology and processes have previously been
managed more locally.

1.3 Research question
With this in mind, we pose these questions:



How can challenges and user needs in an organization moving from decentralized toward centralized
IT delivery inform the early design of a unified IT Service Catalog?
e What challenges and inconsistencies affect how users find and understand IT service
information in the case organization?
e What service attributes and design requirements are needed to make a future IT Service
Catalog easy to use and understand?
e How can these requirements be represented in a preliminary design proposal for a unified IT
Service Catalog?

1.4 Boundaries

We are limited to the internal IT service context of Tyréns. It focuses on IT services provided to
internal users within the organization, while services delivered by Tyréns to external customers are not
included. The focus is on the early design phase of a unified IT Service Catalog. It does not aim to
implement a complete operational catalog in an ITSM platform or service management tool. Technical
configuration, system integration, workflow automation and full-scale deployment are therefore
outside the scope for this study. Our work is also limited to the structure, categorization and
information content of the proposed service catalog. Service ownership, support channels, request
processes and service levels are considered only as far as they are relevant as catalog attributes. Our
aim is not to define complete service level agreements (SLA), cost models, financial chargeback
structures or detailed operational processes for each service. The empirical scope is limited to selected
stakeholders within Tyréns. We include perspectives from relevant participants involved in or affected
by IT service delivery, but it does not cover every country, department or user group within the
organization. The proposed design will be a high-level design proposal rather than a finished
organizational solution. Further development and testing would be required before the catalog could
become a fully operational part of Tyréns IT service management practices.

2 Related work

This section presents previous research on IT Service Management and IT Service Catalog design. It
focuses on how IT services can be defined, structured and described in ways that are understandable
for users. It also discusses challenges that organizations may face when creating or improving a
service catalog. This background is later used to understand the case of Tyréns and to support the
development of the preliminary design proposal.

2.1 ITSM and IT service catalogs

Information Technology Service Management, often referred to as ITSM, is commonly described as
an approach for managing IT as a provider of services rather than only as a provider of technical
systems or infrastructure. In practice IT needs to clarify what services they provide and how these
services support the organization. The IT Service Catalog becomes relevant here since it can be used
to describe and organize the services that IT provides [2]. It provides structured information about the
IT services that are available to users and can include information such as service descriptions,
responsibilities, contact points, request processes and service levels. Nord et al. describe the IT
Service Catalog as a tool for describing, organizing and keeping track of IT services using specific
criteria. They also note that IT services are often described through attributes such as name, contact
person, service category, functionality, order process, quality parameters and price [2].

Schorr and Hvam describe the catalog as a way to make IT service offerings explicit by presenting the
scope, characteristics and costs of IT services. They also distinguish between a customer view, which



explains the value and functionality of a service and a technical view, which describes how the service
is delivered [3], [6]. In this way, the catalog can clarify what IT provides, how services can be
requested and what users can expect, while also making IT services more visible and understandable
to users [2], [3]. However, previous research shows that service catalog work can be difficult,
especially when organizations need to define services and decide what information the catalog should
include [7].

2.2 Defining IT services

In the literature about IT Service Catalog, a recurring issue is the difficulty of defining and identifying
IT services. Gama et al. describe service identification as one of the main problems when creating a
service catalog [7]. Mendes and da Silva also point out that IT organizations may treat technical assets
as services, which can make the catalog harder for users to understand [8]. IT services should also not
be described only as technical assets, systems or infrastructure components. From a user perspective,
the value of a service is connected to what it enables the user or organization to do [4].

A catalog based mainly on internal technical structures may be difficult for non-technical users to
understand. If users need to understand internal systems, applications or support structures before they
can find the right service, the catalog risks becoming more useful for IT staff than for its intended
users. A user-oriented catalog therefore needs to turn internal IT capabilities into service descriptions
that are meaningful from the user’s point of view [4], [5]. This makes service identification an
important part of catalog work. Gama et al. propose a reference catalog that can be used as a starting
point when organizations create their own service catalog [7]. A reference catalog is a general catalog
structure with predefined service categories and service examples that organizations can adapt to their
own context. Rosa et al. also propose a method for identifying IT services through incidents, using a
reference catalog as support [12].

2.3 Catalog structure and content

Research on IT Service Catalogs often focuses on their structure and information content. A catalog
usually needs a consistent structure that makes services possible to browse, compare, request and
manage. This includes categories, service names, descriptions, ownership, request paths, support
information and other attributes that help users understand what the service is and how it can be used.

Nord et al. present a maturity model for IT Service Catalogs. In their model, structure and content are
one important area. This area includes views for different target groups, service categories, descriptive
elements and content quality. Examples of descriptive elements include functionality, service owner
and references to service levels [2]. Service catalogs can also be designed for different audiences. A
common distinction is between a business or customer view and an IT or technical view. The business
view focuses on services from the user’s perspective and helps users understand and request services.
The technical view contains more internal information such as technical details, dependencies and
components needed to deliver the services. A single catalog may also need to show different
information depending on the user group, role or responsibility. End users may need clear service
descriptions and request options, while IT staff or governance roles may need more internal
information, such as cost, dependencies or operational details [4]. In such cases, a unified catalog does
not have to mean that all users see the same information. Instead, the catalog can have a shared
structure while still supporting different views, roles and levels of detail.



2.4 Communicating service information

An IT Service Catalog can also be understood as a tool for communication and knowledge
management. Schorr and Hvam describe the service catalog as a knowledge management and
communication tool because it presents the IT services offered to users and describes their scope,
characteristics and costs [3]. In many organizations, information about IT services is spread across
different people, systems and documents. When service information is scattered, users may depend on
informal contacts or personal knowledge to understand what IT provides, how support works or who
is responsible for a service. A catalog can reduce this dependency by collecting service information in
one structured place which is especially relevant in organizations with many local IT practices. For
this to work, the information in the catalog needs to be reliable and kept up to date. Nord et al.
describe service catalog management as work that includes defining, standardizing, updating and
assuring the quality of catalog information [2]. If the catalog is not maintained, then the information
can become outdated and this can reduce users' trust in the catalog and make them return to informal
communication channels instead. The catalog can also help create a more shared terminology around
IT services. Schorr and Hvam found that stakeholders did not always have the same understanding of
what an IT service is. They also argue that clearly defined and structured service offerings are
important when designing a service catalog [6].

2.5 User-oriented structure and findability

A usable IT Service Catalog depends on how information is organized, labelled and made easy to
find. This includes categories, navigation, naming, search functions and how well the structure
matches users’ needs. A user-oriented catalog needs to organize services in a way that makes sense to
the intended users. If the catalog is too closely based on the internal organization of IT, users may
need prior knowledge of IT departments, systems or technical terminology to find the right service
[4]. A more user-oriented structure should instead start from user tasks, needs and recognizable
service areas [5]. Previous service catalog research also supports this user-oriented view. The
customer view of a service catalog should describe the value of a service, what it offers and how it
supports business processes or capabilities [3].

The way the catalog is structured is also important for balancing standardization and flexibility.
Shared categories, naming rules and service attributes can make the catalog easier to maintain and
compare across the organization. At the same time, the catalog may need to handle local differences in
services, roles, regulations or processes. The catalog needs both a common structure and room for
local adaptation. This user-oriented view of structure and findability is useful because Tyréns is
moving toward a more unified IT model while still working across different countries and local
contexts. A future catalog therefore needs a shared structure and clear overview, while still allowing
differences in service availability, terminology and local ways of working.

2.6 Design approaches

Previous research has suggested different ways to support the design and implementation of IT
Service Catalogs. Some studies focus on reference catalogs, while others propose methods for
identifying services, models for assessing service catalogs or design science approaches for
developing catalog requirements [13]. Reference catalogs can give organizations a starting point when
they do not yet have a clear service catalog structure. These models usually need to be adapted to the
organization using them. Schorr and Hvam point out that even though service catalog models exist it
is not always clear how they should be applied in specific companies or which catalog scope is
suitable for different uses [6]. Design science approaches are also relevant because they focus on



developing an artifact that addresses a practical problem. In this case, the IT Service Catalog can be
seen as such an artifact. Schorr and Hvam argue that design science is suitable for service catalog
research because it can help define early design requirements and adapt the scope of the catalog to the
needs of a specific organization [6]. Their study also shows that user involvement can help clarify the
purpose, structure, content and expected use of the catalog [6].

Schorr and Hvam also argue that the information in a service catalog should be based on how the
catalog is expected to be used. If the catalog contains too much information, it can become expensive
and difficult to maintain. If it contains too little information, it may not support its intended purpose
[3]. This shows that early design work is also about deciding what information is needed, not only
what could be included. Nord et al. also show that a service catalog should not only be evaluated
based on structure and content. Their maturity model also includes management, user perception and
connections to other organizational processes [2].

2.7 Research gap

Existing research shows that IT Service Catalogs can support transparency, communication and a
clearer understanding of IT services [3]. It also emphasizes that catalog design needs to be adapted to
the users and the organization where it is used [4]. Schorr and Hvam point out that it is not always
clear how general service catalog models should be applied in specific companies or which catalog
scope is suitable for different uses [6]. However, previous research gives less attention to how IT
Service Catalog design can be adapted in organizations that are moving from decentralized IT
delivery toward a more centralized IT model across multiple countries. In such organizations, a
unified catalog must support standardization and shared governance, while still taking local
differences in terminology, ownership and processes into account. The research gap addressed in this
study is how earlier research on IT Service Catalogs can be applied and adapted in the early design of
a unified and user-oriented catalog in a multinational organization transitioning from decentralized to
centralized IT delivery. This is studied through the case of Tyréns Group, where the ongoing move
toward a “One IT” model is used to examine how local service structures and user needs can be
represented within a common catalog design. Our study contributes by identifying challenges, user
needs and design considerations in this type of organizational transition and by developing a
preliminary design proposal based on these findings.

3 Method

Our study combines a design science research approach with a qualitative single case study. A case
study is appropriate when an ongoing organizational process is examined in a real life setting and
when the boundaries between the process and its environment are difficult to separate [14]. The
design of an IT Service Catalog is closely tied to organizational structures, local practices, stakeholder
expectations and the ongoing transition from decentralized IT delivery to a more centralized “One IT”
model. Our study naturally takes the form of a single case study since the research problem concerns
how an IT Service Catalog can be structured for Tyréns. Our purpose is not to compare multiple
different organizations, but to understand one organizational context in depth and develop a design
proposal suited to that context.

We chose a design science approach because it aims to not only describe the current situation but also
to create an outcome in the form of an artifact. Previous research argues that an IT Service Catalog
can be understood as an IT artifact and that design science is suitable when the research problem
concerns the early design phase of an artifact [6], [3]. Since the purpose of our study is not to



implement a fully operational service catalog for the entirety of Tyréns but to develop and evaluate an
initial design proposal, our study focuses on the early design phase of the design science process [6],
[3]. Our study follows a build ex-ante evaluation process, which means that early design results are
evaluated before implementation [15]. Previous IT Service Catalog research has similarly used design
science in combination with interviews and stakeholder involvement to identify design requirements
and evaluate the relevance and usefulness of proposed service catalog structures in a specific business
setting [6], [3].

3.1 Research design

The research design consists of four main stages. First, semi structured interviews were used to
identify current problems, user needs and differences in how IT information is understood across
Tyréns. Second, the interview findings were combined and compared with relevant literature on IT
Service Catalogs, service definition, service identification and IT Service Catalog design to obtain
design requirements. Third, these findings were visualized through a Figma prototype which serves as
the first visual and interactive representation of the proposed artifact. Fourth, the prototype was used
in a workshop as an ex-ante evaluation where participants interacted with the design and provided
feedback that is used to refine the artifact. Based on this feedback, a final proposed design was
developed as a demonstrative representation of the proposed IT Service Catalog design. This research
design process follows the principles of design science research where a relevant problem within an
organization is identified, an artifact is designed to solve that problem and the artifact is evaluated for
relevance and usefulness [6], [3]. The workshop strengthens the evaluation by making it clearer and
more interactive which allows the stakeholders to give feedback not only on the abstract design ideas
but on the prototype itself.

3.2 Literature search

We made a systematic literature search to identify peer reviewed research on IT Service Catalogs and
their design within IT Service Management (ITSM). The goal was to select relevant studies that
support our research questions and provide both theoretical and practical perspectives. The search
strategy was based on two components: the artifact “service catalogue/service catalog” and the
context ITSM and ITIL. The systematic search was done in IEEE Xplore and ACM Digital Library, as
these databases contain a large number of peer reviewed publications within computer science.

The following search string was used:
(“Service Catalog” OR “Service Catalogue”) AND (“IT Service Management” OR “ITSM” OR
“ITIL”).

The searches using only “Service Catalog/Service Catalogue” resulted in many irrelevant results.
Adding “ITSM” and “ITIL” helped improve precision and reduced the number of irrelevant articles.
No year restrictions on publications were applied as research on IT service catalogs since it is
relatively limited and includes both foundational and recent studies. The search resulted in 48
publications. Titles and abstracts were screened for relevance, focusing on studies addressing service
catalogue design, structure or implementation. 36 publications were excluded during this process,
leaving a final sample of 12 papers. No duplicates were identified. To reduce the risk of missing
relevant studies, backward snowballing was used by reviewing the reference lists of the remaining
articles. This also identified additional relevant sources, including The Higher Education IT Service
Catalog: A Working Model for Comparison and Collaboration, Second Edition and Design Science



Research in Information Systems: Advances in Theory and Practice. These sources were used to
complement the database search with practical models and methodological perspectives.

3.3 Data collection

The data was collected through semi structured interviews and a prototype-based workshop. These
methods were selected because they support both exploration and evaluation in our study. The
interviews provided insight into how IT related information is currently understood and described,
while the workshop provided an opportunity to evaluate the proposed design together with intended
users and other stakeholders.

3.4 Semi structured interviews

Semi-structured interviews were chosen since they made it possible to gather information about how
different people understand, describe and experience IT services in their daily work. A survey could
have been considered suitable; however, the aim was not to collect opinions from a larger group of
individuals, but rather to gain a deeper understanding of current challenges, needs, terminology and
differences between roles and countries. Since the design of an IT Service Catalog depends on how
users understand and interact with service information, the method needed to allow for follow-up
questions and examples from the participants. Semi-structured interviews therefore provided a good
mix between covering the same main topics across participants and allowing them to describe issues
that were specific to their own context. The semi structured interviews were held with participants
from both IT and the wider organization including relevant stakeholders and future users from several
countries within Tyréns, such as Sweden, the UK, Poland and Lithuania. A purposeful sampling
strategy was used, which means that participants were selected based on their relevance to the
research problem rather than through random sampling. This made it possible to include perspectives
from service management, IT infrastructure, backend engineering, IT documentation and everyday
use of digital tools and IT support. Semi structured interviews were appropriate because they allowed
exploration of planned themes while still giving participants room to describe their own experiences,
terminology and needs [16]. Previous service catalog research shows that stakeholders do not
necessarily share a common understanding of what an IT service is, even though service definition is
important to service catalog design [6], [8]. Previous research on IT Service Catalog design has also
used interviews to examine the problem of not having a service catalog, expectations on a service
catalog, use cases and requirements for information content [3]. Semi-structured interviews were
chosen instead of unstructured interviews, structured interviews or questionnaires. Unstructured
interviews were considered less fitting because our study needs to cover specific themes related to IT
Service Catalog design. Fully structured interviews were considered too limiting since they would
make it more difficult to ask follow up questions and explore unexpected issues brought up by the
participants. Questionnaires were also considered less fitting as the aim of the data collection was not
to measure predefined opinions, but to understand the experiences of the participants.

The interview guide therefore focused on participants experiences in their daily work rather than their
knowledge of formal ITSM terminology. The questions focused on how participants currently find
information about digital tools and IT support, what challenges they face, what information they need
to perform their work and what would make a future service catalog useful for them. This approach is
also consistent with qualitative interview guidance which recommends clear non leading questions,
one question at a time and follow up questions that encourage participants to provide examples [16].
After each interview, short notes were written to identify recurring patterns, reflections on how the



interview went and topics to explore in later interviews. This supported iterative refinement of the
data collection process [16].

3.5 Figma prototype

The empirical findings from the interviews were combined with literature on IT Service Catalog
design to identify the design requirements. A Figma prototype was developed based on these findings.
The prototype serves as the first artifact in the design process and visualizes the proposed structure of
information in the future IT Service Catalog. The prototype is not intended to represent a finished
solution but instead a design artifact that can be evaluated, discussed and refined through stakeholder
involvement.

3.6 Workshop evaluation

A workshop was chosen instead of a second round of interviews because the purpose of this stage was
to evaluate and discuss a concrete design proposal rather than only collect additional descriptions of
the current situation. A workshop also opens up for a more natural discussion between the
participants, allowing new viewpoints and ideas to emerge through interaction. After the first
interviews, the study had already identified several challenges and needs that could be translated into
a prototype. The workshop made it possible for participants to interact with this prototype, react to the
proposed structure and discuss whether the design was understandable, useful and relevant. This was
more suitable than individual follow-up interviews because the participants could respond to the same
visual material and discuss different perspectives together. The workshop therefore supported the
ex-ante evaluation of the artifact before further development. After the design prototype was
developed, it was used in a workshop with selected participants. In this workshop participants were
asked to interact with the prototype and reflect on its structure, usefulness and if it meets their needs
and how they work. The workshop therefore functioned as a qualitative ex-ante evaluation of the
artifact [15] allowing us to evaluate whether the design is understandable, relevant and useful before
implementation. This stage was important because design science research shows that evaluation
should not be left until after a final implementation. Instead, the design results should be evaluated
throughout the design process [15]. The workshop allowed participants to react to a design proposal in
a more practical way than in interviews alone. This led to more detailed feedback on the catalog
design. The prototype made it possible to test the proposed structure, terminology and navigation at an
early stage instead of waiting until a complete IT service catalog has been developed.

The workshop was conducted as a single group session over Microsoft Teams with four participants.
They were selected because they represented intended users able to evaluate whether the structure was
understandable, relevant and useful within the Tyréns context. The session was planned to last a
maximum of 60 minutes and ran for approximately 60 minutes. At the start, the purpose was
explained and participants were told the prototype was an early design proposal rather than a finished
system. They were encouraged to think aloud while interacting with it. The session followed a fixed
structure: a short introduction, two prototype tasks and a closing discussion. First, participants
answered general questions about how they currently find IT information and what already works well
or feels unclear. They then completed Task 1 (application flow), in which a scenario asked them to
first explore Civil 3D and then navigate to the Revit 2026 Architecture detail page, followed by
questions on whether the navigation felt logical and whether the detail page contained sufficient
information. In Task 2 (self service flow), participants were given a scenario where they could not
connect via VPN from home and asked to show what they would do first in the catalog, followed by
questions on whether the troubleshooting steps felt clear and whether they would have used the guide



before creating a ticket. The session closed with four questions asking participants to name the three
most important improvements before a next version, what should remain unchanged, what would
make them actually use the catalog and what would make them continue asking a colleague instead.
The full script, scenarios, design screenshots and questions are in Appendices 3—5.

3.7 Data analysis

The collected material was analyzed by looking for recurring patterns in the empirical material. These
recurring patterns were grouped into broader categories which will then be used to identify and refine
the design requirements of the proposed artifact. The empirical findings are analyzed alongside
previous literature on IT Service Catalogs, including research on service definition, service
identification, customer and technical perspectives [6], [3]. Previous studies describe the service
catalog as a communication and knowledge management tool that should support both customers and
service providers [3]. They also show that poorly defined services are a risk in service catalog
implementations and that confusing technical assets with services can reduce business understanding
and weaken shared understanding [7], [8]. These perspectives were used as analytical tools when
analyzing the Tyréns case and when refining the structure of the artifact.

3.8 Credibility

We took several steps to strengthen the credibility of our study. First, we combine more than one
empirical method by using both interviews and a workshop. Second, the research process is iterative,
meaning that findings from one step guide the next step of artifact development. Third, the empirical
findings are continuously compared with previous literature during both analysis and design. Fourth,
notes were written after interviews and workshop sessions to identify recurring patterns and avoid
losing important insights from the organization [16], [14]. Our study also has its limitations. It is
based on a single organizational case and therefore does not aim for statistical generalization [14]. The
final proposed design is a demonstration rather than a full scale implementation. Our work can
therefore offer a theoretically informed design proposal for the current situation, but not evidence of
long-term effects in actual use. This limitation is acceptable given our purpose of our study, which is
to support the early stages of designing a future group wide IT Service Catalog through iterative
artifact development and ex-ante evaluation [6], [15].

3.9 Ethical considerations

Taking ethics into consideration will be relevant throughout our whole work as we interview
employees and collect data from the organization. Since our project is based on a real organizational
case and we aim to identify current challenges within IT service definitions and catalog structure, it is
important to handle participants and company material in a thoughtful way. It is important to consider
who should participate and why. Since the research questions focus on how IT services are currently
defined, understood and structured, the participants needed to have insight into service delivery,
internal documentation or related processes. Participating in the study is voluntary and the participants
were informed about the studys purpose. We also made sure they knew what their contribution would
be used for and that they could withdraw from the study at any time as employees may feel pressured
into participating in the study because it's within their work environment. Another important issue is
anonymity and confidentiality. Because we deal with internal processes and possible weaknesses
within their workplace, there is a risk certain statements could both be sensitive for the organization
and the participants. Because of this, names or anything that could directly identify the participants
will not be included in our report. Instead, we refer to them as IT staff, employees or stakeholders.
Since some of our research questions concern challenges and inconsistencies in existing service



definitions, participants may talk about unclear responsibilities, poor documentation or issues within
the organization. This may create discomfort if participants feel that they are criticizing colleagues. To
minimize this risk, we kept the focus of the interviews on structures and service definitions, rather
than judging individual people or teams. Internal documentation may contain information that is not
meant to be widely shared. Therefore, the material should only be used in a way that does not reveal
unnecessary internal details.

Personal data was handled according to basic GDPR principles. Only data that was necessary for the
study was collected and no sensitive personal data was needed since our study is mainly concerned
with how services are structured. Since Tyréns Group operates within the European Union (EU) and
The United Kingdom (UK), we have to take EU and UK GDPR into consideration. According to the
Information Commissioners Office, personal data within UK GDPR is defined as:

“‘personal data’ means any information relating to an identified or identifiable natural person (‘data
subject’); an identifiable natural person is one who can be identified, directly or indirectly, in
particular by reference to an identifier such as a name, an identification number, location data, an
online identifier or to one or more factors specific to the physical, physiological, genetic, mental,
economic, cultural or social identity of that natural person™[17].

According to EU GDPR, examples of personal data:

a name and surname

a home address

an email address such as 'name.surname@company.com'
an Internet Protocol (IP) address

an identification card number

a cookie ID

the advertising identifier of your phone

data held by a hospital or doctor, which could be a symbol that uniquely identifies a person
[18]

4 Results

The data from the interviews revealed frequently occurring patterns regarding how information
regarding IT is currently accessed, which challenges exist in the present environment and what
participants considered important in the design of a future unified IT Service Catalog. Across the
interviews the participants described a fragmented information landscape, reliance on informal
communication channels, a need for clearer ownership and responsibilities and strong demand for a
user friendly and searchable catalog that supports both employees and IT staff. Participants also
mentioned that a future solution must balance global standardization with local adaptation across
countries and business areas. The participants were both within IT and internal users from different
parts of Tyréns. Because of this, we got the perspective of IT delivery, support, applications or IT
security, while others described it as end users who need access to applications, devices, support,
SharePoint, Teams, email and VPN. The quotes are used to illustrate recurring patterns and are
presented without names to preserve anonymity.

4.1 Current challenges
A common theme that was brought up in the interviews was that information about IT services is not
always easy to find, understand or navigate. Participants described how relevant information may



exist in several places such as ticketing systems, intranet pages (in this case "Tyrnet"), local
documentation, older systems or through individual colleagues. This created uncertainty regarding
where to search, what services were available and how requests should be submitted. One participant
described the current situation as difficult to navigate: "When you search in SharePoint, a thousand
things come up, linked to different Word files and Excel files. I think it is quite difficult today,
actually and a bit messy" (IP7). One participant explained that available services could sometimes be
found when creating tickets but that the information field is hidden and required users to already know
where to look. Another participant described that documentation related to routines, backup
procedures and policies was incomplete or difficult to find. A participant from IT described the same
problem from a group perspective: "Not great. At least personally, I have a difficult time." (IP5). The
participant explained that they were not aware of a shared knowledge base where Lithuania, Poland,
the UK and Sweden could collect information together. Similar concerns were raised regarding
internal processes during the ongoing organizational transition where users were still learning where
different responsibilities belonged. The current environment creates unnecessary friction when users
need support or information. Instead of quickly identifying the correct service or solution, the users
may need to search across multiple sources or rely on personal knowledge.

Multiple participants described this as a problem of visibility instead of the information not existing.
For example, a participant from IT explained that when creating a ticket in Nilex, a user can find lists
of applications and services that can be requested. However, the same participant also mentioned that
"you have to know that you have to go there to see the list of the services" (IP4) and described the
information as "a little bit hidden" (IP4). This shows us that information could exist but still fail to
support users who do not already know where to start looking. Another IT participant described the
intranet and application pages as having a high ambition because they can include information about
applications, licenses, how to get started and related documentation. The participant noted that not all
applications have pages and not all pages are filled with the information users are looking for. A
concrete example was when the participant wanted to find a link to a specific application. The
participant knew that the application existed but did not know where the link was and had to click
around or return to the search function. Even with an existing structure, users may still struggle to find
the right entry point.

End users described the same issue in more practical terms. One participant described the process of
finding IT information as "a bit complicated" (IP6) because there are "many steps" (IP6) before
reaching the right place. The participant explained that it is often easy to find the button for contacting
IT, but harder to understand which category to choose or what the different applications are called.
Another participant described the search results on Tyrnet as difficult because it returns many results
including links to Word and Excel files, which made the information presented feel messy. The
participant stated that "everything exists everywhere" (IP7) and that it can be easy to "get lost in all
the information" (IP7).

4.2 Reliance on informal communication

Another finding was that many employees solve IT issues through informal channels rather than
through standardized processes. Participants frequently referred to contacting known colleagues
directly, asking someone with relevant expertise or using personal networks built through experience
in the organization. One participant described this directly: "I write to some friends in IT that I usually
contact" (IP7). For experienced employees this approach was described as effective because they
already knew who to contact. However, participants also mentioned that this way of working creates



dependency on individuals rather than on formal structures. New employees or users without
established networks might have more difficulty navigating their support needs. This pattern was
visible both among IT staff and internal users. The same pattern was also visible within IT. One
participant explained that when a problem was related to infrastructure or security, they would contact
"someone who I know is an expert" (IP5) or someone they believed had better knowledge. Some
participants described contacting specific specialists in IT infrastructure or IT applications delivery
depending on the issue. Others noted that direct contact often happened because it felt faster than
using formal channels. The interviews indicated that while informal support paths can be efficient in
the short term, they reduce scalability and make service access more dependent on certain colleagues.

One end user described a typical support path as first restarting the computer and then contacting
someone in IT directly if the problem remains. The participant explained that they have "friends in IT"
(IP7) and therefore often write directly to them instead of searching for information or using formal
channels. Another end user described a similar pattern where they either write directly to someone in
IT that they know, submit a ticket or visit IT during drop-in hours (not available at every office).
These examples show that informal support is not necessarily seen as wrong by users. It is often seen
as fast because the user receives instant feedback and can understand whether the issue is large or
small. This was also mentioned by IT participants. One participant explained that if they needed
something simple or urgent, they often contacted someone in their team directly or in the
infrastructure team. Another participant described having a large internal contact network after many
years in IT at Tyréns and knowing "who can help with what" (IP2). This experience made it possible
to route questions or ideas to the right person quickly. However, the same participant also noted that
some requests, especially unclear ideas or development suggestions, do not always fit well into the
current ticket process.

The UK interview also showed this reliance on known people. The participant explained that if help is
needed with hardware, software, servers, network or application deployment, there are usually people
or teams who are dedicated that they can contact. A responsibility model or spreadsheet was
mentioned as a way to identify who should be informed, contacted or seen as responsible for different
tasks. This kind of informal or semi formal knowledge can be efficient for people inside IT, but it may
be difficult for ordinary users to understand or get access to.

4.3 Consequences of unclear service information

Participants described several consequences when information is unclear, outdated or difficult to find.
One participant explained that unclear or difficult support paths can lead to problems being postponed
rather than solved: "You just ignore it and stay irritated instead and then you delay fixing the problem"
(IP6). The same participant also described that IT problems can stop work entirely: "It can affect quite
a lot, that I cannot do my job at all" (IP6). A common issue was that users submit tickets for matters
that could have potentially been solved through self-service information or clearer guidance. This
increases workload for IT support and reduces time available for more complex tasks. One participant
explained that common issues such as VPN problems, generated loads of tickets that could potentially
have been reduced through earlier communication to users. From an IT perspective, this was
described as unnecessary work: "More tickets come into the help desk. You're required to spend more
of your time just replying to those tickets when that could be solved just by one email to the whole
business" (IP1). Another participant mentioned that when users can not easily find answers
themselves, they naturally choose the simplest option, which is contacting IT directly. Participants
also mentioned that unclear service descriptions may result in requests being submitted incorrectly or



directed to the wrong team. Insufficient service transparency does not only affect user experience but
also influences internal efficiency, ticket volumes and resource allocation within IT.

Several participants made the connection that unclear information leads to unnecessary time loss. One
participant explained that a person may become irritated, spend time without getting results and then
find another person who may or may not know the answer if information is unclear. The same
participant mentioned that this can also create unnecessary workload for IT support when the issue
could have been handled through self-service. Another participant explained that if information is too
difficult to find on the intranet, employees choose the easier path and contact IT support directly. The
participant added that if employees do not have enough positive experiences of finding answers
themselves, they may stop considering the intranet as a useful first option. End users described the
consequences in relation to their daily work. One participant said that IT problems can prevent them
from working and that if it is also difficult to search for help, "then you cannot work" (IP6). As a
concrete example the participant described receiving a new phone and not knowing how to handle the
authenticator app, which led to the participant carrying two phones around for a period of time.
Another end user explained that unclear information can make problem solving take longer, which can
affect deliveries. The same participant mentioned that some employees have lost several days of work
when their computer stopped working or froze, showing that IT issues can become directly harmful
for productivity and project delivery, impacting the organization as a whole.

From an IT perspective, the consequences were also connected to repeated work. One participant from
Lithuania explained that when knowledge is not shared across the group, different IT teams may solve
the same problem separately. The participant described the result as "a lot of inefficiencies" (IP5)
because the same issue may be solved once in Lithuania, then again in Sweden and again in the UK.
The participant gave the example that one country may find a solution while another country
continues to struggle simply because the solution is not visible in a shared knowledge base. The UK
interview provided a concrete example of how unclear communication can increase support load. The
participant described an ongoing VPN issue affecting the offices in the UK where "tickets are flying
in every day" (IP1), with around seven or eight tickets per day. The participant said that once IT
understands that an issue affects many users, information should be communicated proactively instead
of waiting for more tickets to arrive. In the participants view, replying to several similar tickets could
have been avoided by sending one message to the business.

4.4 Content and functionality in a future IT service catalog

When discussing a future IT Service Catalog, the participants had similar opinions regarding what
functionality would create value. Several participants pointed out that the catalog should provide clear
service descriptions written from the user perspective rather than using heavy technical language.
Users should quickly understand what a service is and who it is intended for. Another frequently
requested feature was searchability. One participant described search as central to whether the catalog
would be useful: "I think the search function itself, when you search for information, is probably the
most difficult part that you can quickly and correctly find the right guide depending on the problem"
(IP7). Participants highlighted the importance of a strong search function where users can describe
their issue and be guided to the correct service, article or solution, possibly through an Al powered
search feature. Self-service content was another need. One IT participant connected self-service
content directly to reduced support workload. They explained that for common issues, IT could
provide "a video of how to do it or set up a step-by-step guide" (IP1) so users could solve the issue
without opening a help desk ticket. Some examples were troubleshooting steps, guides, short



instructional videos for common issues and frequently asked questions. Participants also wanted
practical information such as ownership, responsible contacts, licensing conditions and relevant
delivery information, such as delivery timeframe and expected outcome. Responsibility and contact
points were especially important. One participant summarized this need as: "Who do I contact if I
cannot read the answer to my question here? Where do I go next?" (IP2). Licensing requirements may
differ depending on which country you work in. Several participants suggested that the platform could
include updates such as new systems, service changes or known incidents.

The interviews show that participants expected the catalog to support both end user needs and more
advanced IT needs. One participant described the catalog as useful if it could show which applications
and licenses were available, how to request them and what they can be used for. Examples included
licenses for tools such as Copilot, where users may not know that a license exists or that it needs to be
requested. Another participant mentioned an email signature service as an example where one country
was looking for a solution while another country already had one. In these cases, an IT service catalog
could help make existing services visible across the group.

Several end users emphasized practical guidance. One participant wanted the catalog to help with
common problems so that users do not always need to contact IT support. Another participant wanted
short guides or "cheat sheets" rather than long instructional videos, especially for tools such as
Copilot. The same participant also wanted guidance for more common tools such as Outlook, with
meeting settings, focus time, notifications and ways to reduce interruptions. The need for self-service
was also emphasized by IT participants. In the UK interview, the participant argued that a service
catalog would be most useful for repetitive tasks or issues where users can solve the problem
themselves. The participant explained that if IT would follow the same process every time or if [T
does not need to log in and do something special for the user, the catalog should provide guidance that
allows the user to handle the issue by themselves. One participant argued that the catalog should be
organized around user needs rather than only around departments, because people within the same
department may still work with different tasks and have different IT needs.

4.5 Global standard and local adaptation

Because Tyréns operates across multiple countries, participants repeatedly brought up the need to
balance standardization with local differences. Participants generally supported the idea of one
common catalog and believed many user needs are shared across the organization. However, they also
pointed out that some services, processes, systems and licensing conditions differ between countries
or business areas. One participant described this as a practical issue during centralization, since "each
company works differently" (IP1) and currently has different expectations of IT support. The
participant explained that systems, application usage and support practices differ between business
areas, which means that some catalog content may need to be tailored. Examples included different
approval processes for software requests, variations in available applications and specific country
rules connected to licenses or policies. Participants suggested that some information should be
globally shared while other content should be filtered, labelled or adapted depending on country, role
or business area. Another participant suggested that services could be marked by scope, for example
as global, only for Poland, only for Sweden or only for the UK. This suggests that local differences do
not need to result in separate catalogs. They can instead be handled through labels, filtering or adapted
information within the same catalog structure.



Some participants were unsure how much needs differ between countries but still saw value in a
shared place for service information. One participant from Poland explained that it can be difficult to
know which services or licenses are available and what can be requested. The participant described
how internal communication about tools such as Copilot can work well but also argued that a catalog
would make it easier to browse available services and understand what could be useful. Other
participants were more explicit about country differences. One participant explained that information
may need to be adapted to the country. For example, information about an application such as
Autodesk Revit may differ depending on whether the user works in Sweden or Poland, because
licensing conditions, policies or support processes may not be identical. The same participant
explained that policies and routines may also differ between countries. However, multiple variants of
the catalog may not be feasible, instead a common design fit for every country, role and business area
should be the focus.

4.6 Conditions for a successful IT service catalog initiative

Participants pointed out that the success of a future catalog depends not only on the design, but also
on maintenance. A repeated concern was that outdated information would quickly reduce trust in the
platform. One participant warned that if the catalog becomes static, it risks losing its value: "If you
keep it as you set up and 10 years down the line, there are going to be so much changes and it is going
to be the same as not having a service catalog" (IP5). If users encounter incorrect or outdated content,
they are likely to return to contacting colleagues or IT directly. Participants therefore highlighted the
importance of clear ownership, distributed responsibility and ongoing maintenance processes. One
participant described this as a need for "a process to maintain this" (IP4) and argued that someone
must be responsible for making sure that service descriptions are updated, removed or added over
time. Several participants argued that responsibility should be placed close to the people who own the
services rather than on one central administrator alone. However, one participant pointed out that
maintaining all information manually would require too much time and resources. The participant
suggested that existing external documentation for applications and systems could be used where
appropriate, rather than duplicating all information internally.

Maintenance was described as one of the main practical challenges. One participant mentioned that
the problem is not necessarily solved by buying another technical system, because someone still has to
fill in, update and maintain the information. Another participant explained that detailed
troubleshooting information for every application would be valuable from an end user perspective but
also warned that it would require a large amount of work to keep updated. If users notice that the
information is outdated, then trust in the service catalog can disappear quickly. Ease of use was also
seen as important. If the platform is slow, visually unappealing or requires too many clicks, then the
users may ignore it completely. This was also connected to user behavior. One participant stated that if
users need "seven clicks" (IP1) to reach the information, "it is not worth it" (IP1) and users will
instead wait for IT to solve the problem for them. One participant pointed out that employees must
know that the catalog exists and be reminded of it through onboarding and internal communication.
Another participant suggested that a section such as "new at Tyréns" could help employees get an
overview of where information is located and how common tools work. This was not only seen as
useful for new employees, but also for existing employees who may still struggle with systems such
as SharePoint.

The interviews also showed a need to avoid information overload. One participant argued that vendor
documentation from companies such as Microsoft or Autodesk can be useful but that it should be



adapted to what Tyréns actually uses. The catalog should not simply duplicate all external
documentation, it should instead guide users to relevant information, summarize what matters in the
Tyréns context and link to external sources where deeper documentation is needed.

4.7 Workshop evaluation of the prototype

Our Figma Workshop evaluation gave us feedback on how the structure of the IT Service Catalog
worked when participants interacted with the prototype. The workshop included tasks common at
Tyréns where participants were asked to find Civil 3D applications, navigate from Civil 3D to Revit
2026 Architecture detail page, describe what information was included and locate support information
for a VPN related issue. This made it possible to evaluate the navigation, terminology, category
structure and service information in a more practical way than through interviews alone. The first task
showed that the application catalogue structure was generally understandable. Participants navigated
through Applications, Application Catalogue, Autodesk and then Civil 3D. When asked to move from
Civil 3D to Revit 2026 Architecture, they were able to go back to Autodesk and choose the correct
Revit version. Participants described this flow as straightforward and logical. However, one
participant pointed out that the structure depends on users knowing the publisher of an application.
Some users may know that Civil 3D belongs to Autodesk, but this may not be obvious for all users.
The application catalogue should not rely only on publisher based navigation but also needs search
functionality or other ways of finding applications as stating every relevant application on a publisher
card would make the information too clustered. The workshop also gave feedback on the application
detail page. Participants described the Revit 2026 Architecture page as clear and useful because the
information was short, divided into sections and included details such as what the application is used
for, who uses it and license information. Multiple participants also pointed out that license and cost
information can be useful, since IT receives questions about how licenses work and what they cost. At
the same time, the participants identified some unclear wording around the difference between
requesting access and creating a ticket. One participant explained that users may only read the first
part of a sentence and then choose the wrong button as more relevant information was at the end of
the sentence. This indicates that buttons need to first state what they are for and should clearly
separate access requests from support issues.



:':: IT Se rVice Cata Iog Search applications or describe what you need...

< Revit 2026 Revit 2026 Architecture

Revit 2026 Architecture '

Architectural BIM software for building design, layout, drawings and 3D modelling.

What is it used for? Whoiis it for? Licensing
+ Create floor plans Mainly intended for architects and users working with Swe: 131,00 SEK / day
+ Model walls, doors, windows and rooms building design and architectural documentation. UK: 10,41 GPB / day
+ Produce 3D building models Lithuania: 245 EUR f month
» Create architectural drawings and vizualisations Poland: 50,89 PLN / day
Country-specific note Support Application owner
Licensing and approval may vary between countries. Contact helpdesk for access, licensing or usage Sven Svensson
issues.
Guides and documentation Related applications
[ Getting started
[%  Installation guide Revit 2026 MEP Revit 2026 Structure Revit 2026 SL

[%  Autodesk documentation

Figure 1. Revit 2026 Architecture detail page.

The second task focused on issues with VPN and self-service support. The participants navigated to
Network and VPN and then to VPN troubleshooting. The page was generally seen as useful,
especially since it allowed users to try basic troubleshooting steps before creating a ticket. Participants
argued that this could reduce unnecessary support work since users could be guided to restart the
computer, check internet access, verify that the VPN is installed or test other basic steps before
contacting IT. One participant gave an example of a user who had spent time with support before it
became clear that Wi-Fi was not turned on.

:::: IT SerVice Cata Iog Search for a service, application, guide or describe your issue in your own words...
< Home Network & VPN
Network & VPN Operational status
Find network and VPN services, request access, troubleshoot common issues and views disruptions. VPN Services '

All systems operational

@ Office Network
VPN Access @ VPN Troubleshooting ‘a;s' Wi-Fi & Office Network Allsystems operational
Request or manage VPN Step-by-step help for Information about office Wi-Fi
access for remote work. Sl LA D) TS e CeEES @ Some slowness reported in building A

issues. access.

Known issues
Open guide Open guide

Intermittent VPN disconnects
Some users may experience intermittent
disconnects. We are investingating.

AN
Remote Work Report Network Issue Network Guides View details >
Guidance for working Create a ticket if yo.u Browse guides, 5et.up help Wi-Fi slowness in building A
securely from home or cannot resolve the issue and support material.

Users in building A may experience slower
than notmal Wi-Fi speeds.

other locations. yourself.

View details >

View all known issues

Figure 2 Multiple entry points within Network & VPN.

Open guide Create ticket Open guide



IT Se rVice Cata Iog Search for a service, application, guide or describe your issue in your own words...

< Network & VPN VPN Troubleshooting Guide
H H Operational status
VPN Troubleshooting Guide E i
Follow these steps if you cannot connect to VPN from home or experience unstable VPN access. VPN Services X
All systems operational
Office Network
. Before you start @ All systems operational
- + Make sure you are connected to internet

« Restart you computer if the issue started recently
+ Check current known issues or operational status

Known issues

Intermittent VPN disconnects

Q Common checks Some users may experience intermittent

disconnects. We are investingating.
« Confirm that VPN is installed

+ Check that your work account is signed in
+ Make sure your password is up to date

+ Try disconnecting and reconnecting

+ Restart the VPN client

View details >

Wi-Fi slowness in building A
Users in building A may experience slower
than notmal Wi-Fi speeds.

j If the problem continues View details >

« Try another network if possible

« Check if multi-factor authentication is working Related services
« See if there is a known issue affecting your location or office VPN Rocess Fsmote Work Report Netwarkssue
Need more help? Guides
If the problem is not resolved after the steps above, create a ticket. & Remote work checklist
N o VPN setup guide
Create ticket 5 _
Network guides

Figure 3. Troubleshooting steps for VPN issues.

The workshop also showed that operational status and known issues should be more visible. One
participant pointed out that the operational status box could be useful, but that it needed to draw more
attention through, for example, strong colors if there was an active issue. Another participant
mentioned that users could see common or recent issues, for example if multiple tickets had already
been submitted about the same problem. This could prevent additional users from submitting
duplicate tickets and instead direct them to existing information or status updates. The participants
also discussed that a ticket option should appear after users have gone through troubleshooting steps,
instead of being presented too early. A common point in the workshop was that users may not know
how to categorize their own problem. The participants explained that an end user may not understand
if a problem belongs to VPN, network, access, permissions or security. For example, a user who
cannot access the O-disk may interpret it as an application problem when the actual cause is VPN
related. The catalog should support several entry points to the same information and that search
functionality or an FAQ could be important for helping users reach the right service information
without needing technical knowledge.

5 Proposed IT service catalog design

Based on the interviews, workshop and previous research, the design proposal focuses on one main
problem, which is that IT service information at Tyréns is not only scattered, but also difficult for
users to treat as a natural first step. The catalog is intended to give users one clear place to start when
they need IT service information. The design focuses not only on what information the catalog should
contain, but on what would make users choose the catalog before asking a colleague or contacting IT
directly. The purpose is to turn the problems found in the interviews and workshop into a preliminary
catalog structure for Tyréns. It is not a complete operational ITSM implementation, but an early
design proposal for categories, service attributes, navigation and support flows to support further
development in the future.



5.1 Overall structure
The proposed catalog structure is inspired by service catalog models that separate service categories,
services, service offerings and service attributes [6]. Our structure is adapted to the Tyréns context and

to the needs identified in the interviews and workshop. The design uses a layered structure where

users can move from a broad category to more specific service or application information.

Level

Purpose

Example

Catalog entry page

Provides a starting point with
search and access to the main
service categories

IT Service Catalog home page

Service category

Groups related IT services
within the catalog entry page

Applications, Hardware and
Devices, Security

Service or application area

Narrows the users path to a
specific service or group of
services

Autodesk, office ethernet, VPN
troubleshooting and access to a
blocked website

Detail page

Provides actionable
information about a service,
application or support needs

Revit 2026 Architecture page,
VPN troubleshooting page and
new employee onboarding

page

The category level is used to group common service areas in a way that users can recognize. Previous
research points out that catalog structures should be adapted to the organization and its users, instead
of being copied from generic models [3]. The workshop showed us that the participants were able to
navigate through the application structure when they understood the context, such as moving from
Applications to Autodesk, then to Civil 3D, reverse steps and then navigate to the Revit 2026
Architecture detail page. The workshop also showed us that navigation through categories cannot be
the only way to find information since not all users know which category an issue belongs to. At the
same time, listing every related issue on a category card is unrealistic, there is therefore a need for a
searchable catalog. The detail page is where the catalog becomes actionable. It should not only
describe the service or application but also help the user decide what to do next. This includes
requesting access, creating a ticket, reading documentation, checking known issues or understanding
who is responsible for the service. A mature service catalog should be actionable to provide users with
a way to request aspects of services [4].

5.2 Service categories

The prototype uses broad service categories to organize the service information. These categories
were selected because they reflect recurring needs in the interviews and support the practical tasks
used in the workshop. These categories are preliminary and can be adjusted in future development of
the catalog.



Category Purpose

Applications Provides information about available
applications, versions, licenses, responsible
contacts and request paths (for both available
and non-available applications)

Microsoft 365 & Collaboration Provides information about common
applications such as Outlook, Teams, Word,
Excel as well as the SharePoint platform

Network and VPN Provides information about office network,
VPN and troubleshooting

Access and Permissions Helps users understand how to request or
troubleshoot access to systems, applications and
other resources

Hardware and Devices Provides information about computers, phones,
docking stations and device related support

Security Provides information about security related
services, policies, incidents and guidance

Country specific information Shows information about the office
environments in specific countries and local IT
issues

5.3 Service and application detail page

The detail page is one of the most important parts of the design. Users need service information to be
short, clear and useful. Participants also asked for information such as ownership, licensing,
responsible contacts and documentation. This need is confirmed in the workshop when participants
reacted positively to the Revit 2026 Architecture page because it included information about what the
application is used for, who uses it and license details. The design includes a set of service and
application attributes. These attributes are not only administrative fields. They are included to reduce
uncertainty and help users take the correct action. Previous service catalog models include attributes
such as service name, aliases, description, audience, requirements, service charges, requesting the
service, support contact, documentation, service owner and related services [6]. Schorr and Hvam also
point out that the information content of a service catalog should be scoped according to the expected
use of the catalog [6].

Attribute Purpose

Service or application name Makes the service or application identifiable and
searchable

Short description Explains what the service or application is used
for

Intended users Shows which roles, departments or user groups
the service is relevant for




Category Places the service in the overall catalog
structure

Availability Shows whether the service is global or limited
to certain countries or business areas

Requirements Describes requirements such as approval,
license, training or access conditions

License information Shows license type, cost or charging
information

Request access Provides a clear path for requesting access and
installation

Create ticket Provides a separate path for support issues

Owner Shows who is accountable for the service or
application

Support contact Shows where users can get help if the page does

not solve the issue

Documentation and guides Links to relevant instructions, vendor
documentation, FAQs or internal guides

Operational Status Shows current issues or service disruptions
Known issues Shows commonly recurring issues
Related services Helps users find connected services or

alternative entry points

Last updated Supports trust by showing that the information
is maintained

5.4 Searchability and entry points

The catalog should not only rely on hierarchical browsing. A user may know the application name or
the problem they are having, but not the publisher or technical category. To support this, the catalog
includes alternative names, aliases, tags and related services. Previous IT service catalog work
includes aliases as a search related attribute and describes related services as a way to connect users to
other relevant catalog entries [6]. For example, a VPN guide should be findable through terms such as
“VPN”, “GlobalProtect”, “remote access”, “cannot access O:”, “network problem” or similar
expressions. Multiple entry points are also important. A user with a VPN related issue may start from
Network and VPN, Access and Permissions, a search query, a known issue notification or a related
guide. The design should therefore allow the same service information to be reached from several
places without creating duplicate content that becomes difficult to maintain. This can be achieved
through appropriate metadata tags for categories [6].



5.5 Self service and IT support flow

The design uses a support flow where self service information is presented before escalation when
appropriate. The user should first be guided through simple checks or instructions. The user can create
a ticket and describe which steps have already been tried if the issue remains.

Step User action Catalog support
1 User identifies a problem or a | Search, categories or known
need issues guide the user to the
right page
2 User reads short explanation The page explains what the
issue, application or service is
about
3 User tries self service steps Troubleshooting checklist,
FAQ or guide
4 User checks known issues or Operational status or known
status issues show whether the issue
is already known
5 User creates ticket if needed Ticket option appears with
context from the page

This design helps reduce unnecessary tickets without preventing users from contacting IT when
needed. The purpose is not to replace IT support, but to make simple and recurring issues easier to
handle and to improve the quality of tickets when users still need help. The workshop also showed
that operational status and known issues should be visible when they are important. If there is an
ongoing issue, users should not have to search through several pages before noticing it. Known issues
or operational status can reduce duplicate tickets and help users understand whether the problem is
individual or affecting others as well.

5.6 Unified structure with local adaptation

A shared structure does not mean that all information is identical in every country. Participants
described differences between countries in licensing and local policies. The design therefore separates
the common catalog structure from country specific information. The main categories, page templates
and service attributes should be shared across Tyréns as a whole, while local differences should be
shown as notes or sections where they affect the user. For example, a shared application page can
show different license costs for Sweden, the UK, Lithuania and Poland in the same licensing section,
instead of creating separate application pages or separate catalogs for each country. Country specific
sections, for example in the catalog entry page, should be used only for information that mainly
applies to a specific country or office environment. Shared applications and services should remain in
the common catalog structure, with local differences displayed within the relevant service or
application page.



Unified element How local adaption is handled in the shared

catalog

Category structure The same main categories are used but some
services may be relevant only in certain
countries

Service/application name Applications should have one common page

rather than separate country specific pages

Description A description explains the service or application
with local notes added where needed

Request path Approval or request processes can include
country specific instructions if they differ

License information License type, cost or availability can be shown
per country on the same service or application
page

Support contact Local support contacts or escalation paths can

be shown if they are relevant

Country specific information Information that only applies to one country or
office can be placed in a country section

Policies Local policies can be shown as country specific
notes or in a country section

6 Analysis

The current design problem is not only that I'T service information is missing or scattered, but that
employees do not always see the existing information as the first place to look. Scattered information
exists in both formal and informal channels, but this does not automatically make it accessible in
practice. If users do not know where to start, what to search for or whether the information is reliable,
the information becomes practically unavailable. The IT service catalog should not be designed as
another storage place for IT information. It needs to shorten the path between a user’s need and the
correct information. As mentioned before, the service catalog can be described as a communication
and knowledge management tool [3], but the case at Tyréns shows limitations of that idea, which is
that communication does not happen just because information is published. The catalog must be easier
to use than asking a colleague or contacting IT directly.

A service catalog should be simple, searchable and written in regular language [5]. The findings at
Tyréns support this and add a specific reason for why this matter: users experience information
overload and unclear search paths in existing channels. The proposed design therefore uses short
descriptions, recognizable categories, searchability, action buttons and self service guidance. This
gives users a clearer reason to start in the catalog instead of asking a colleague. Organizations often
struggle with identifying IT services and that can compromise the creation of a service catalog [7].
Mendes and Mira da Silva also point out that confusing technical assets with services can weaken
user’s understanding of business value [8]. Our findings show a similar challenge from the user side.
Users may not know if their need concerns an application, network, permissions or another technical



category. The design should not force users to understand internal IT classifications before they can
find help. Based on this, the design should address the following points:

e Information exists in multiple places but is difficult to treat as a first step:
o Provide one focused catalog entry point
e Users experience information overload and unclear search results
o Use short descriptions, focused page sections and links to deeper documentation
e Users rely on colleagues or known IT staff
o Include clear ownership, support contacts and action paths
e Users may not know technical categories or publishers
o Support search, aliases, tags and multiple entry points
e Users need practical help for recurring issues
o Include self service guides and troubleshooting steps before ticket creation
e Users may misunderstand what action to take
o Separate access requests from support tickets
e License and support conditions may differ between countries
o Show country specific information inside service/application pages
e QOutdated information reduces trust
o Include maintenance responsibility and last updated information

The same points are also brought up in earlier service catalog research. The article published by
EDUCAUSE emphasizes taxonomy, terminology, attributes and descriptions [6], while Nord et al.
describe service catalogs through structure, content, use and implementation [2]. Together, these parts
can reduce uncertainty and make the catalog more useful than informal support paths.

The workshop evaluation functioned as an ex-ante refinement of the design proposal. Instead of
evaluating a finished operational system, the workshop tested if the current design was easy to use and
understand. This fits the design science approach described by Schorr and Hvam where early design
requirements for IT Service Catalogs are developed and evaluated in relation to a specific
organizational context [3]. The workshop made the requirements easier to test against a concrete
prototype. The application task showed that a hierarchical structure can work when users understand
the context. Participants could navigate from Applications to application vendors, then to specific
applications. This supports the use of categories, labels and service/application descriptions in the
design. The same task also showed the limitation of relying too much on hierarchy. Not all users know
how to navigate these categories and not all problems fit neatly into one category. This differs from a
catalog model that mainly assumes users can browse through predefined categories. For Tyréns,
category navigation needs to be complemented by not only a search function but by multiple entry
points and related services, applications or guides. The Revit 2026 Architecture page showed that
detail pages need to be both informative and provide clear action paths through short and precise
related information linked to the action buttons. The discussion about request access and create a
ticket showed that unclear action descriptions or labels could reproduce the same uncertainty that the
catalog is meant to reduce. Participants reacted positively to information about what the application is
used for, who uses it and how licensing works. The VPN task shows that self service should be part of
the service flow. Participants supported troubleshooting steps before ticket creation because some
issues can be solved through basic checks before IT support gets involved. The design therefore
places self service guidance before escalation where it is appropriate, while still keeping ticket
creation available when the issue is not resolved by the user.



Our findings also clarify how the catalog should handle standardization and local differences. The
move toward a centralized IT creates a need for one shared catalog structure, but the interviews show
that certain aspects of the catalogs content may still differ between countries. The design of the
catalog should not split the catalog into separate country catalogs, since that would risk recreating the
fragmentation the organization is trying to reduce. The catalog should instead use one shared structure
where local information is shown only where it affects the user. A shared application page can for
example show license or cost differences per country without creating separate versions of the same
page. The balance between too little and too much detail is supported by research on service catalog
optimization. The participants wanted useful information but also warned that too much
documentation can become difficult to maintain or overwhelming to use. The proposed design does
not aim to include all possible documentation directly in the catalog. Instead, it uses focused page
sections and links to deeper documentation when needed.

7 Discussion

At Tyréns, one of the main challenges is that IT service information is scattered and difficult to use
when employees need help. Information may exist in several formal and informal channels, but this
does not mean that users know where to start or what to search for. The issue is therefore not just
whether documentation exists, but whether users can find and understand it in the situation where they
need it. If the catalog only becomes another place where IT information is stored, it risks adding to the
existing fragmentation rather than reducing it. To support Tyréns the catalog needs to shorten the path
between the user’s need and the correct information.

The catalog should be more than an overview of available services. It should be a practical entry point
to IT support, requests and service information. Users also need a catalog that is simple enough to use
without detailed knowledge of internal IT structures. Employees may not know whether their need
concerns an application, permissions, network access, licenses or another technical category. A
user-oriented catalog therefore needs to support search, recognizable terminology, aliases and related
services. This matters because users should not need to understand IT’s internal categories before they
can find help. The catalog will only have value if it becomes easier and more reliable than asking a
colleague or contacting a known IT employee directly. Informal communication will probably still
exist, but the catalog can reduce the need to rely on specific colleagues or known IT staff by making
ownership, support contacts, request paths and self-service guidance more visible within the catalog.

7.1 Relation to research

Previous research describes the IT Service Catalog as a communication tool and a knowledge
management system. Our findings show that this only works if the catalog is actually usable in
everyday situations. This supports Schorr and Hvam’s view of the IT Service Catalog as a knowledge
management system that provides information about IT services to both customers and service
providers [3]. In the Tyréns case, this means that the catalog only works as a knowledge resource if
employees can actually find the information, understand what it means and use it without first
knowing who to ask. Information does not become useful only because it is published in a catalog.
Users still need to understand where to start, which words to search for and what action they are
expected to take. The role of the catalog as a communication tool depends on how well the
information is adapted to the user’s situation. For Tyréns the current problem is not only missing
information, but also scattered information, unclear search paths and a reliance on informal support
channels. Simple language and good search functions are therefore needed for the catalog to work as a
communication tool.



The discussion about service definition and service identification is also relevant here. Earlier studies
describe that organizations often struggle to define IT services and that the technical assets can be
confused with services. At Tyréns, a similar issue appears from the user’s side. Employees may not
know whether their need is connected to an application, permissions, network access, licenses or
another technical category. Because of this, a catalog cannot only reflect how IT internally classifies
services. It also needs to support the way users describe problems and look for help. Searchability and
multiple entry points help reduce the gap between IT’s internal structure and the user’s understanding
of their own needs. The catalog cannot include all available documentation directly on each page,
since too much content may create information overload and make the catalog harder to maintain. The
design therefore needs to give users enough information to understand what a service or application is
used for and what they can do next without making the pages too heavy or difficult to maintain. This
also relates to earlier research on scoping the information content of IT Service Catalogs. Schorr and
Hvam argue that the content of a catalog needs to fit its intended use and that both too little and too
much information can create problems [3]. Our findings support this, since participants asked for
practical information such as purpose, access, ownership, contact points and guides but also warned
that the catalog must remain simple enough to use and maintain.

7.2 Standardization and local differences

A unified catalog structure can help reduce fragmentation and make it easier for employees to
understand what IT offers. However, some information cannot be fully standardized without losing
relevance for the user. Applications, licenses, costs, support conditions and processes may differ
between countries, which means that the catalog needs to handle local variation without creating
separate catalogs for each country. A fully global catalog could become too general, while separate
local catalogs could recreate the same fragmentation that the organization is trying to move away
from. The design proposal therefore uses one shared structure where local information is shown only
when it affects the user. For example, an application page can follow the same layout across the
organization but still show country-specific license conditions, cost information or support details.
This supports previous research showing that service catalog structures need to be adapted to the
organization where they are used, rather than copied from a general template [4], [2]. The Tyréns case
shows why this matters in an organization moving from decentralized IT delivery toward a more
centralized model. A unified catalog needs to support shared terminology and common governance,
while still allowing local differences to remain visible when they affect the user. For Tyréns,
standardization is not only about shared categories or page templates. It is also about deciding which
parts of the information should be common and which parts need to remain flexible. A shared
structure can create consistency, but local differences still need to be visible when they affect access,
support or cost.

7.3 Limitations

Since our study is based on a single case, the results are closely connected to Tyréns and its specific
organizational situation. The findings are specific to Tyréns and should therefore be understood as a
design proposal for this case, not as a general model for all organizations. The challenges identified in
our study may still be relevant for organizations that also need to coordinate IT services across
different parts of the organization, but the design proposal would need to be adapted to the context
where it is used. The results are also shaped by the way the data was collected. The interviews



provided insight into current problems, user needs and organizational differences, while the workshop
gave feedback on the prototype and helped refine the design proposal. However, the participants
represent only certain roles and perspectives within Tyréns. Other roles, countries or user groups
could have added further needs or challenged parts of the proposal. Since the prototype was evaluated
in a workshop rather than as a finished system in everyday use, the evaluation mainly shows whether
the design was understandable and relevant to participants. It does not show whether the catalog
would actually be used over time or reduce support tickets in practice. The design proposal was based
on several sources, including previous research, interviews, prototype development and workshop
feedback. This helped us relate the problems found at Tyréns to established service catalog principles,
without treating the design proposal as a general model that can be copied directly to other
organizations.

8 Conclusion and future work

A unified IT Service Catalog for Tyréns needs to be more than a shared list of IT services. One of the
main challenges is that IT service information already exists in several places, but it is not always easy
for users to find, understand or act on when they need it. Because of information being spread out,
users may choose the fastest and most familiar path, such as asking a colleague, contacting known IT
staff or creating a ticket directly. For a future catalog to become useful, it must therefore work as a
trusted and understandable first step.

The research question has been answered by identifying current challenges and user needs in the
existing IT service information environment and translating them into a preliminary design proposal.
The most important challenges were fragmented information, uncertainty about where to start,
reliance on informal communication and unclear ownership. These challenges show that a future
catalog needs to support not only structure and governance, but also actual use. A catalog that is
correctly structured but difficult to use risks becoming another information source that employees
avoid. The design we propose addresses these challenges through a minimal layout catalog entry
point, broad service categories, service and application detail pages, multiple entry points, self service
guidance, ownership information, support paths and country specific information. These choices make
the catalog easier to navigate and give users clearer next steps. Instead of forcing users to understand
more technical IT terms and classifications, the catalog should help them move from a practical IT
need to the right information. Through a workshop evaluation the design direction was viewed as
understandable and relevant in practical tasks. Participants could navigate the prototype and provided
feedback that helped refine the structure. The design we propose can function as a useful starting
ground for further development. However, the prototype evaluation does not show whether users
would continue to use the catalog over time in everyday work. The proposal should therefore be
understood as an early design direction rather than a finished operational ITSM solution.

The value for Tyréns of an IT service catalog depends on whether it becomes easier and more reliable
than the informal alternatives users rely on today. Future work should not only focus on adding more
service information, but also on making the catalog maintained, searchable, understandable and
connected to real user needs. The catalog also needs clear ownership and maintenance routines. If
information becomes outdated or incomplete, users may lose trust and return to informal support
paths.



Future work could evaluate the proposed design with a larger and more varied group of users across
Tyréns. More participants from different countries, departments and roles could help test whether the
categories, terminology and service attributes work in different local contexts. Future work could also
examine how the catalog should be maintained in practice, including who owns specific pages, how
updates should be handled and how outdated information can be avoided. Another important next step
is to investigate how the catalog can be connected to existing ITSM tools, ticketing systems, intranet
content and internal documentation. Since the current work focuses on the early design phase,
technical implementation, workflow automation and organizational use over a longer period of time,
remain outside the scope. A later implementation could evaluate whether the catalog reduces
unnecessary support tickets and improves users ability to find information which decreases
dependency on informal communication channels.
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Appendix

Appendix 1: Interview questions in Swedish

Intro

Innan vi borjar vill vi kort informera om studien och be om ditt samtycke.Syftet med studien &r att
undersoka hur en framtida IT Service Catalog for Tyréns kan utformas. Intervjun kommer att
anvéindas som empiriskt material i vart examensarbete. Med ditt godkédnnande kommer vi att spela in
samtalet for att kunna analysera svaren korrekt. Ditt namn kommer inte att skrivas ut i uppsatsen och
vi kommer att anonymisera information som direkt kan kopplas till dig. Eventuella citat kommer att
presenteras anonymt. Deltagandet &r frivilligt. Du kan nér som helst avbryta eller be oss att inte
anvinda delar av det du har sagt. Ar det okej for dig att vi spelar in samtalet och anvinder materialet i
examensarbetet?

Intervjufragor:
A. Bakgrund och kontext
1. Kan du kort beskriva din roll och hur du kommer i kontakt med IT-tjénster i ditt arbete?
2. Vilka typer av I'T-stdd, system eller tjédnster anvénder du oftast i vardagen?
3. Nar du behover hjalp med IT-relaterade fragor, hur brukar du ga tillviga idag?
B. Nuvarande situation och problem
4. Hur skulle du beskriva dagens situation ndr det géller att hitta information om IT-tjdnster
inom Tyréns?
5. Kan du berdtta om en konkret situation dir det var latt eller svart att forsta vilken I'T-tjanst
som fanns, vad den innehdll eller hur man fick tillgang till den?
6. Vilka typer av problem uppstar idag nér information om I'T-tjénster &r otydlig, utspridd eller
saknas?
7. Vilka konsekvenser fér det for ditt arbete eller din effektivitet?
C. Behov och anvindningsfall
8. I vilka situationer skulle en gemensam IT Service Catalog vara mest anviandbar for dig?
9. Vilka ér de viktigaste sakerna du skulle vilja kunna géra med en sddan katalog?
10. Vilka anvéndare tycker du att katalogen framst behover stodja?
11. Skulle du séga att behoven skiljer sig mellan lidnder, roller eller delar av verksamheten? Kan
du ge exempel?
D. Informationsinnehall
12. Om du 6ppnar en sida for en IT-tjénst i katalogen, vilken information skulle du vilja se dér?
13. Vilken information &r helt nédvéndig for att du ska kunna forstd och anvinda tjansten?
14. Finns det ndgon information som ofta saknas idag men som skulle gora stor skillnad om den
blev tydlig?
15. Hur detaljerad bor informationen vara for att vara anvandbar utan att bli for tung eller
teknisk?



E. Struktur och navigering
16. Hur tycker du att en sadan katalog borde vara organiserad for att vara latt att forstd och
anvinda?
17. Vilka huvudkategorier eller sitt att gruppera tjénster tror du skulle fungera bést?
18. Tycker du att man framst borde kunna hitta tjénster utifrén behov, typ av tjénst, roll, land eller
nagot annat?
19. Vad skulle gora det lttare att snabbt forsta skillnaden mellan olika tjénster?
F. Gruppniva och internationalisering
20. Vad behover man tdnka pa for att en IT service catalog ska fungera for hela Tyréns Group och
inte bara for ett enskilt land?
21. Vilka delar tycker du bor vara globala och standardiserade, och vilka delar kan behdva vara
lokala eller landsspecifika?
22. Finns det skillnader mellan Sverige, UK, Polen och Litauen som en siddan katalog méste ta
hénsyn till?
23. Hur viktigt dr det att samma tjanst presenteras pa samma sétt i hela gruppen?
G. Prioritering och designprinciper
24. Om ni bara fick ritt i tre saker i den forsta versionen av katalogen, vilka skulle vara viktigast?
25. Vad skulle gora att du faktiskt anvénder katalogen i stéllet for att fraga en kollega eller skriva
till IT direkt?
26. Vad skulle gora att katalogen riskerar att inte anvéndas?
H. Avslutande fraga
27. Finns det ndgot viktigt kring hur en framtida IT service catalog for Tyréns bor utformas som
vi inte har pratat om men som du tycker att vi borde forsta?

Appendix 2: Interview questions in English

Intro

Before we begin, we would like to briefly inform you about the study and ask for your consent. The
purpose of the study is to investigate how a future IT Service Catalog for Tyréns can be designed. The
interview will be used as empirical material in our bachelor thesis. With your permission, we will
record the session so that we can analyze the responses accurately. Your name will not be included in
the thesis and we will anonymize information that could directly identify you. Any quotes will be
presented anonymously. Participation is voluntary. You can stop participating at any time or ask us not
to use parts of what you have said, without giving a reason. Do you consent to us recording the
session and using the material in the thesis?

Interview Questions:
A. Background and context
1. Can you briefly describe your role and how you come into contact with IT services in your
work?
2. What types of IT support, systems or services do you use most often in your daily work?
3. When you need help with IT-related issues, how do you usually go about it today?
B. Current situation and problems
4. How would you describe the current situation when it comes to finding information about IT
services within Tyréns?
5. Can you describe a specific situation where it was easy or difficult to understand which IT
service existed, what it included or how to gain access to it?



6. What kinds of problems arise today when information about IT services is unclear, scattered
or missing?
7. What consequences does this have for your work or your efficiency?
C. Needs and use cases
8. In what situations would a shared IT Service Catalog be most useful to you?
9. What are the most important things you would want to be able to do with such a catalog?
10. Which users do you think the catalog primarily needs to support?
11. Would you say that the needs differ between countries, roles or parts of the organization? Can
you give examples?
D. Information content
12. If you open a page for an IT service in the catalog, what information would you want to see
there?
13. What information is absolutely necessary for you to understand and use the service?
14. Is there any information that is often missing today but would make a big difference if it were
made clear?
15. How detailed should the information be in order to be useful without becoming too heavy or
too technical?
E. Structure and navigation
16. How do you think such a catalog should be organized in order to be easy to understand and
use?
17. What main categories or ways of grouping services do you think would work best?
18. Do you think services should primarily be found based on need, type of service, role, country
or something else?
19. What would make it easier to quickly understand the difference between different services?
F. Group level and internationalization
20. What needs to be considered for an IT Service Catalog to work for the entire Tyréns Group
and not just for one individual country?
21. Which parts do you think should be global and standardized and which parts may need to be
local or country-specific?
22. Are there differences between Sweden, the UK, Poland and Lithuania that such a catalog must
take into account?
23. How important is it that the same service is presented in the same way across the entire
group?
G. Prioritization and design principles
24. If you could only get three things right in the first version of the catalog, which would be the
most important?
25. What would make you actually use the catalog instead of asking a colleague or contacting IT
directly?
26. What would make the catalog risk not being used?
H. Closing question
27. Is there anything important about how a future IT Service Catalog for Tyréns should be
designed that we have not talked about, but that you think we should understand?

Appendix 3: Workshop in Swedish

Manus

Hej och tack for att ni vill delta. Vi héller just nu pé att ta fram och utvéirdera en tidig prototyp
for en framtida IT Service Catalog inom Tyréns. Syftet med den hiar workshopen ar att fa



feedback pa om strukturen, navigationen, spraket och informationsinnehéllet kénns tydliga,
anvindbara och relevanta. Det finns inga rétt eller fel svar. Vi vill girna att ni tdnker hogt nér ni
klickar er runt s att vi forstar hur ni resonerar, vad som kénns tydligt och vad som kanns
oklart. Vi kommer att visa négra realistiska scenarier och stélla nagra foljdfrdgor efterat.
Prototypen &r inte fardig, s& om nagot kénns oklart eller saknas dr det precis sddan feedback vi
vill fa.

Fragor
1. Hur brukar du hitta IT information idag?
2. Brukar du soka sjélv, fraga en kollega eller kontakta IT direkt?
3. Finns det ndgot som brukar fungera bra idag?
4. Finns det ndgot som ofta kinns oklart eller svart att hitta?

Uppgift 1 Applikations flode

Scenario:

Du forst har fatt hora att du ska anvénda Civil 3D och vill se vilka Civil 3D alternativ som
finns i katalogen. Dérefter inser du att du istillet behover Revit 2026 Architecture. Visa hur du
skulle navigera i katalogen for att forst undersoka Civil 3D och sedan hitta Revit 2026
Architecture.

Fragor efter uppgiften
1. Var det latt att forsta var du skulle borja?
Kéndes strukturen logisk nir du forst gick till Civil 3D och sedan till Revit?
Var det létt att gé tillbaka och byta spar?
Var informationen pa Revit 2026 Architecture sidan tillracklig?
Vad var mest anvindbart?
Var det nagot du saknade?
Var det nagot som kidndes onddigt eller for mycket?

Nk wd

Uppgift 2 Self service flode

Scenario:

Du sitter hemma och inte kan ansluta till via VPN. Du vet inte riktigt vad du ska gora. Visa vad
du skulle gora forst i katalogen.

Foljdfragor efter uppgiften
1. Var det tydligt vad du skulle gora forst?
Kéndes guidens steg relevanta och rimliga?
Var négot i guiden oklart?
Hade du anvént den hér guiden innan du skapade ett drende?
Saknas nagon information eller nagot steg?
Kéndes det tydligt ndr man borde skapa ticket?

ANl

Avslutande fragor
1. Om ni bara fick forbéttra tre saker innan nésta version, vad borde det vara?
2. Vad tycker ni absolut ska finnas kvar som det &r?
3. Vad skulle vara viktigast for att du faktiskt skulle anvéinda katalogen?
4. Vad skulle fa dig att fortsétta fraga en kollega i stéllet for att anvénda katalogen?



Appendix 4: Workshop in English

Script

Hello and thank you for participating. We are currently developing and evaluating an early prototype
for a future IT Service Catalog within Tyréns. The purpose of this workshop is to receive feedback on
whether the structure, navigation, language and information content feel clear, useful and relevant.
There are no right or wrong answers. We would like you to think aloud as you click through the
prototype so that we can understand how you reason, what feels clear and what feels unclear. We will
present a few realistic scenarios and ask some follow-up questions afterwards. The prototype is not
finished, so if something feels unclear or is missing, that is exactly the kind of feedback we want to
receive.

Questions

How do you usually find IT information today?

Do you usually search for information yourself, ask a colleague or contact IT directly?
Is there anything that usually works well today?

Is there anything that often feels unclear or difficult to find?

Task 1: Application flow

Scenario:

You have first been told that you should use Civil 3D and want to see which Civil 3D options are
available in the catalog. After that, you realize that you instead need Revit 2026 Architecture. Show
how you would navigate in the catalog to first explore Civil 3D and then find Revit 2026 Architecture.

Questions after the task

Was it easy to understand where to start?

Did the structure feel logical when you first went to Civil 3D and then to Revit?
Was it easy to go back and change direction?

Was the information on the Revit 2026 Architecture page sufficient?

What was most useful?

Was there anything missing?

Was there anything that felt unnecessary or too much?

Task 2: Self service flow

Scenario:

You are working from home and cannot connect through VPN. You are not sure what to do. Show
what you would do first in the catalog.

Follow-up questions after the task

Was it clear what you should do first?

Did the steps in the guide feel relevant and reasonable?
Was anything in the guide unclear?

Would you have used this guide before creating a ticket?
Is any information or step missing?

Was it clear when you should create a ticket?

Final questions
If you could only improve three things before the next version, what should they be?



What do you think should definitely remain as it is?
What would be most important for you to actually use the catalog?
What would make you continue asking a colleague instead of using the catalog?

Appendix 5: Workshop images
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Figure 1. Catalog home page
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Figure 2. Application category page
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Figure 3. Application catalog
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Figure 4. Autodesk applications



4 IT Service Catalog

< Autodesk Civil 3D
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Civil 3D Object Enabler 2023

Figure 5. Civil 3D application page
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Figure 6. Revit application page



4 IT Service Catalog

< Revit Revit 2026

Revit 2026 Architecture Revit 2026 MEP Revit 2026 SL

Revit 2026 Structure

Figure 7. Revit 2026 version page

IT Service Catalog

< Revit2026 Revit 2026 Architecture

Revit 2026 Architecture '

Architectural BIM software for building design, layout, drawings and 3D modelling.

What is it used for? Whoiis it for? Licensing
« Create floor plans Mainly intended for architects and users working with Swe: 131,00 SEK / day
+ Model walls, doors, windows and rooms building design and architectural documentation. UK: 10,41 GPB / day
» Produce 3D building models Lithuania: 245 EUR { month
» Create architectural drawings and vizualisations Poland: 50,89 PLN / day
Country-specific note Support Application owner
Licensing and approval may vary between countries. Contact helpdesk for access, licensing or usage Sven Svensson
issues.
Guides and documentation Related applications
[5  Getting started
[%  Installation guide Revit 2026 MEP Revit 2026 Structure Revit 2026 SL

[5  Autodesk documentation

Figure 8. Revit 2026 Architecture application detail page



IT Service Catalog

< Home

Network & VPN

Search for a service, application, guide or describe your issue in your own words...

Network & VPN

Find network and VPN services, request access, troubleshoot common issues and views disruptions.

VPN Access

Request or manage VPN
access for remote work.

Request access

Remote Work

Guidance for working
securely from home or
other locations.

VPN Troubleshooting

Step-by-step help for
common VPN cennection
issues.

Report Network Issue

Create a ticket if you
cannot resolve the issue
yourself.

? Wi-Fi & Office Network

Information about office
networks and wireless
access.

Network Guides

Browse guides, setup help
and support material.

Open guide eate ticket

Figure 9. Network & VPN service area

IT Service Catalog

< Network & VPN VPN Troubleshooting Guide

Search for a service, application, guide or describe your issue in your own words...

Operational status

VPN Services
All systems operational

@ Office Network
All systems operational

@ Wi-Fi
Some slowness reported in building A

Known issues

Intermittent VPN disconnects
Some users may experience intermittent
disconnects. We are investingating.

View details >
Wi-Fi slowness in building A
Users in building A may experience slower

than notmal Wi-Fi speeds.

View details >

View all known issues

VPN Troubleshooting Guide

Follow these steps if you cannaot connect to VPN from home or experience unstable VPN access.

Before you start

« Make sure you are connected to internet
« Restart you computer if the issue started recently
« Check current known issues or operational status

Common checks
« Confirm that VPN is installed
« Check that your work account is signed in
= Make sure your password is up to date

« Try disconnecting and reconnecting
« Restart the VPN client

If the problem continues
« Try another network if possible
« Check if multi-factor authentication is working

« See if there is a known issue affecting your location or office

Need more help?
If the problem is not resolved after the steps above, create a ticket

Figure 10. VPN troubleshooting guide
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Office Network
All systems operational

Known issues

Intermittent VPN disconnects
Some users may experience intermittent
disconnects. We are investingating.

View details >
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View details >
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[ Remote work checklist
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