
R2F: Request to Fulfill

Proof Points

Value Drivers Key Activities

Consumption

Service Broker

Traceability

Single Catalog

Efficiency

Cost Optimization

Consumers easily find and subscribe via 
self - service.

Transition from request management 
to broker.

Across subscription, usage, and 
chargeback.

Single offer catalog with multiple 
fulfillment providers.

Standard subscription process with 
policies and automation.

Recover expired and unused 
subscriptions and licenses.

Design & 
Publish

Fulfill

Subscribe

Measure

Mash catalog items
from all fulfillment

engines
~

Set pricing,
options, and SLA

~
Publish services

Route fulfillments
~

Automate deployment
~

Use internal and
external providers

~
Integrate with change, 

asset & config. systems

Portal engagement
~

Personalized 
experience

~
Self-service

~
Manage subscriptions

Service usage 
measurement

~
Chargeback/showback

~
Cost transparency

~
Surveys and ratings

•  Helps your IT organization transition to a service broker model
•  �Presents a single catalog with items from multiple supplier catalogs
•  Efficiently manages subscriptions and total cost of service
•  Manages and measures fulfillments across multiple suppliers

Manage Catalog, Subscriptions, and Fulfillment across Multiple Providers

Deliver
Subscriptions per
period per service

Speed
% of orders fulfilled

with automation

Costs
% of self -service

requests

Satisfaction
% of subscriptions

requiring an incident

Broker
% of subscriptions 
active or expiring

Usage
% of successful

deployments

Office Mgmt. 
Component

Project 
Component

Release 
Composition 
Component

Fulfillment Execution 
Component

Catalog 
Composition 
Component

Chargeback/ 
Showback 

Component

Offer Consumption 
Component

Incident 
Component

Service 
Monitoring 
Component

Service Level 
Component

Self Support 
Support

Service 
Catalog

KnowledgeCollaboration

Knowledge & 
Collaboration

Usage 
Component

IT Financial 
Management

IT Asset 
Management

IT Supplier 
(External to IT) Change 

Control 
Component

Fulfillment 
Engine & 
Deploy/ 

Provision 
Systems

Configuration 
Management 
Component

Chargeback 
ContractRequestOffer Catalog

Service Catalog Entry

Service Release 
Blueprint

Service Contract

RFC Actual 
Service 
Cls

Offer

Shopping Cart

User Profile

Fulfillment 
Request

Subscription

Usage Record

Composite/Compound Request

Detect to ConnectDetect to ConnectDetect to Connect Detect to Connect

Detect to Connect

Supportive FunctionSupportive FunctionSupportive Function

Requirement to Deploy

Requirement to Deploy

Service 
Contract 

(Template)

Release 
Package

Service Catalog 
Entry (Unbound)

1:1

1:n

1:1

RFC

Actual 
Service Cls

1:n
1:1

Service 
Monitor

Request

Request

Service Contract (Instance)

Request

Bill/Invoice

Usage

1:n1:nService Catalog 
Entry (Bound)

Chargeback 
Contract

Usage

1:n
n:m

n:1

Fulfillment 
Request

n:m

1:n

1:n
Request Rationalization 

Component

Engagement 
Experience Portal

1:n

1:n

n:m

Subscription

Status

Conversation

Service 
Level 
Status

Knowledge 
Item

Incident

Desired 
Service Model

Functional Component - Auxiliary

Service Model

Data Object - Key

Data Object - Auxiliary

Entity Relationship

Record Fabric Integration

Current Practice

Functional Component - Key
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Shopping Cart

Source: Open Group - http://www.opengroup.org/IT4IT

Engagement Data Flow
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