BUSINESS

Se rVice In‘l'eg ra'l'ion TECHNOLOGY

STANDARD

Service Discipline

PERFORMANCE AND FEEDBACK DATA ANALYSIS
Services discipline makes the tested and validated ; n | r

development outcomes accessible to users via a oL N - . _—
service release. Services discipline ensures the | i
operational readiness with the service delivery PLANS 1o BENEFTS BUSINESS BENEFITS REALISATION
ecosystem and validates that user support and .

. . . . . g::'” SERVICE DELIVERY
services are in place with required skills and EUT RS R e — . i Service integration
capacity. From the business perspective the services @ $9%vich (RMgrahcll Fe Ok ity = DWEAOR e Packiamaies [ } has a key role within

OUTCOM E-4odNSIGHTS

r=—

service delivery

discipline has three major objectives: Ensure L l ------
business conh.nuﬂy, improved user experience, Sonen . i
and cost-efficiency. Board

o0e

amn Single Source of Truth and Platform for Actions - OPS Management System / [TSM

20

Core Elements Of Service Mcmagemenl' SPLIT OF RESPONSIBILITIES

21

BUSINESS DOMAINS SERVICE INTEGRATION HAS MULTIPLE SCOPE AND
SEUEE PRSI SERVICE INTEGRATION IMPLEMENTATION OPTIONS
* Business Relationship Management « Designs, implements, coordinates, maintains, and communicates SIAM
+ Demand Management processes
+ Development Management + Verifies the mplianc f the rties to the .
SERVICE PORTFOLIO STEERING Abeneso e PR e
d d Ei Archi
A H + Financial M and acts on deviations + Enterprise Architecture
Business / Function Owners & BRMs . éc:xliss::‘g;mem * Conlinuousy ideifiespotenia process mprovements, makes « Service Portfolio ?::‘:;:GR?HIP
(774 Dashboards s =5 2 " adporiota Target scope for IT
J’ and Portfolio
SERVICE A SERVICE B SERVICE C servicex (LT HORIZONTAL AND VERTICAL SERVICE INTEGRATION
. Design, develop Design, develop Design, develop L e S R
Design, develop & enhance ' ' ¢ Backlogs S N :
9 P & enhance & enhance & enhance Roadmaps ' 23
CSAT SERVICE DELIVERY o ' A ) A
Service and quality form a multi nal effort. Horizontal service
* Executes core processes: Incif function as ﬁgoes across all services and major service providers. Horizontal service integra| DIFFERENT wAYs To ORGANISE SER\"CE INTEGRATION
N ‘Esn':::;"fﬂi"l‘;‘t‘:;ﬁ::'z‘ with, or even solely by, a service provider that does not have other major service responsibilif
CROSS FUNCTIONAL SERVICE INTEGRATION o Rzl D E e Vertical service integration is provided by the main service providers, who have accountability
SERVICE Service |ntegrati°n Function service delivery scope. Vertical service i ion must be iant with the pol
E2E BUILD SOURCE
DEVELOPMENT > . 0 M Perf SERVICE PORTFOLIO STEERING
AND DELIVERY Compliance Management Core Process Management Continutity Management T o Yo ——
1 STANDARD
MANAGEMENT Catalogue and SLA Management Security Assurance Change Management ol temen o torege
SERVICE MANAGEMENT PLATFORM v
Service [ oo ] TN
e T o] o] s -] (=]
Internal Service Internal Service Prime Integrator Independent Service Sourced SIAM
OZEZ?::P%-OS\‘,?;F:(C;?T OPERATE & OPERATE & OPERATE & - Imegraton Funcion Intgraton Functon iegrator
(Internal / External) SUPPORT SUPPORT SUPPORT CallptzmEEm
sUsINESS
F:l Service Catalog @ STANDARD im0z Leceno
Self-Service
SERVICE CONSUMERS © e
STANDARD 1112021 Copyright (C) Business Technology Forum

Service Lifecycle Management and Service In- Service Integration Roles
tegration

Service
Integration
Lead
SERVICE INTEGRATION
Service Service Service
Integration Integration Integration
Expert(s) Expert(s) Expert(s)
IN PIPELINE IN PRODUCTION RETIRED = — Q@D 0=
E=3 m 7 —— =
=% Cps Uyl = =
QUALIFY GOVERN ASSURE DETECT MANAGE
Demand Development Compliance Catalogue and Core Process Security and Change and
Management and Portfolio and Quality Service Levels Performance Quality Issues Continuity
Innovations Management
rvi I Managemen
stforr(:lear?:etaaﬁguCeontainSigt’eMen:t + SIAM Standards « Service Catalogue * Event + Incident & Event « Change * Availability
Continual Service Improvim(-?nt . and Architecture Management Management Monitoring Management Management
« Service Provider « Service Level « Incident + Protective « Service Asset « Capacity
Management Management Management Monitoring & Configuration Management
+ Service and « Service Level (including Major + Forensic Analysis Management . |T Senice
Supplier Quality Design & Review Incident Mgmt) - Security * Release & Continuity
» Regulatory Service + Financial * Request Assurance / Deployment Management
Provider Management Management Accreditation Management « Knowledge
Compliance Support * Problem Management
. Management
IAttomationin BES)lyl=le| a g
SIAM routines SIAM ccess
Management
Minimum Viable SIAM o
. Predicti
forms the foundation for SIAM Adg/ﬁoi\,\cﬂed A:;';ti'(‘:':
Platform
SIAM deveIOpment SERVICE INTEGRATION CENTRE
Additional | P2t2 A“g'yﬁcs The increasing business criticality
an . . .
Processes | b iboards and diversity of the services call for
- ( = = \ a dedicated service integration ca-
own Minimum Ecosystem = o o bility. A Service | i
QSR Viable SIAM Collaboration S o0 n. ° ® ° pability. ervice Integration team,
G ] 1 M\ &  orinlarge companies, a Service
= 1M — g . :
Ecosystem | End-to-end a o ; : = 2 Integration Centre, is usually a good
W ervice governance ore process managemen = .
Governance | Measurement & o [l o ° ° 2  and effective way to ensure the ex-
= o . . . .
E g » A «  ecution of service integration across
SIAM Selected Core ] m ] .
Standards Processes 3 z all services.
w
E Dashboard & reporting "\\ —_ ITSM tool & analytics >
= p— =
SERVICE INTEGRATION EXPERT - QUALIFY & GOVERN
Service desk and self-service 3 S

&

SERVICE CONSUMER PERSPECTIVE

Key
Success.
Factors

DEMAND | PLAN DEVELOPMENT | BUILD OPERATE | RUN
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Flow governed service release

. Scrum « Ensures that Incidents and Service Requests are assigned within the Team
serviee N\ Service edBlgaemediservice release Master/ and follows that they are resolved in a prioritised manner.
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