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Service Integration

Service integration 
has a key role within 
service delivery

Services discipline makes the tested and validated 
development outcomes accessible to users via a 
service release. Services discipline ensures the 
operational readiness with the service delivery 
ecosystem and validates that user support and 
services are in place with required skills and 
capacity. From the business perspective the services 
discipline has three major objectives: Ensure 
business continuity, improved user experience, 
and cost-efficiency.
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CROSS FUNCTIONAL SERVICE INTEGRATION
Service Integration Function

SERVICE DESK

Compliance Management
Catalogue and SLA Management

Core Process Management
Security Assurance

Continutity Management
Change Management

SERVICE MANAGEMENT PLATFORM

Dashboards
KPIs

Backlogs
Roadmaps
CSAT

Workflows
Collaboration

Service Catalog
Self-Service

E2E 
Performance
SLAs

BUSINESS DOMAINS

SERVICE CONSUMERS

Core Elements of Service Management SPLIT OF RESPONSIBILITIES
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SERVICE MANAGEMENT

• Business Relationship Management
• Demand Management
• Development Management
• Roadmaps
• Financial Management
• Quality Assurance
• Vendor Management (tactical level)

SERVICE INTEGRATION

• Designs, implements, coordinates, maintains, and communicates SIAM 
processes

• Verifies the compliance of the parties to the processes
• Monitors service performance and service levels on a day-to-day basis 

and acts on deviations
• Continuously identifies potential process improvements, makes 

appropriate recommendations to vendors, and co-ordinates 
improvements

• Leads major incident process and communication 
• Detects and agrees on the new cross-supplier processes
• Maintains the Service Catalogue and administers the ITSM tool
• Maintains Change Calendar
• Provides end-to-end reporting

SERVICE DELIVERY
• Executes core processes: Incident Management, Major Incident Mgmt., Service Request Mgmt., User Access Mgmt. and Knowledge Mgmt.
• Is responsible for the operational delivery of services 
• Ensures compliance with all the Service Management processes and procedures
• Provides input to the continuous service improvement process

SERVICE INTEGRATION HAS MULTIPLE SCOPE AND 
IMPLEMENTATION OPTIONS
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• Service Levels

 SIAM Strategy
 SIAM Guidelines and 

Practices

 Service Levels

• Service Design
• SIAM Dashboards
• Compliance, 

Performance & Quality 
Assurance

• KPIs
• Collaboration
• Continuous Improvement

• SIAM Strategy
• SIAM Guidelines and 

Practices
• SIAM Operations Manual

• Service Levels

• Enterprise Architecture
• Service Portfolio 

Management
• Development, Project 

and Portfolio 
Management

• Service Design
• SIAM Dashboards
• Compliance, 

Performance & Quality 
Assurance

• KPIs
• Collaboration
• Continuous Improvement

• SIAM Strategy
• SIAM Guidelines and 

Practices
• SIAM Operations Manual

• Service Levels

SILOED
SERVICE INTEGRATION

INSTRUCTED 
SERVICE INTEGRATION

OPERATIONAL
SERVICE INTEGRATION

EXTENDED 
SERVICE INTEGRATION

INDUSTRIALISED
SERVICE INTEGRATION

The best-fit scope for 
most organisations

Target scope for IT 
Service Providers

STRATEGIC
PARTNERSHIP

Service Design

Lack of
enterprise 
level Service 
Integration

Service Design

Lack of 
effectiveness

HORIZONTAL AND VERTICAL SERVICE INTEGRATION

11/11/2021 Copyright (C) Business Technology Forum

22

Service integration and quality assurance form a multi-dimensional effort. Horizontal service integration represents the main service integration 
function as it goes across all services and major service providers. Horizontal service integration is often provided by internal resources together 
with, or even solely by, a service provider that does not have other major service responsibilities or interest in the ecosystem.

Vertical service integration is provided by the main service providers, who have accountability of the service integration and quality within their 
service delivery scope. Vertical service integration must be compliant with the processes, policies, and guidelines provided by the horizontal service 
integration.

DIFFERENT WAYS TO ORGANISE SERVICE INTEGRATION
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Service Desk
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Prime Service Provider

3rd party Supplier

Service Provider (SP)

LEGEND

Prime SP SP SP SP

Service Desk

Service Portfolio Steering

Service Integration Function

Prime SP SP SP SP

Service Desk

Service Portfolio Steering

Service Integration Function

Prime SP SP SP SP

Service Desk

Service Portfolio Steering

Service Integration Function

Prime SP SP SP SP

Service Desk

Service Portfolio Steering

Service Integration Function

Internal Service 
Integration Function 
& Service Desk

Internal Service 
Integration Function

Prime Integrator Independent Service 
Integrator

Sourced SIAM

The increasing business criticality 
and diversity of the services call for 
a dedicated service integration ca-
pability. A Service Integration team, 
or in large companies, a Service 
Integration Centre, is usually a good 
and effective way to ensure the ex-
ecution of service integration across 
all services.

Service 
Integration 
Lead

Service 
Integration 
Expert(s)

Service 
Integration 
Expert(s)

Service 
Integration 
Expert(s)

Service Integration Roles

SERVICE INTEGRATION LEAD
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 Ability to understand the organisation and its business needs, and align IT Services with those needs with a solution-oriented mindset
 Ability to build networks in and outside the organisation
 Excellent negotiation, presentation, and communication skills
 Strategical ability
 Ability to understand, build, and share Financial Management principles for IT Services 
 Strong Service Management experience
 Strong people networking and team player skills
 Experience from a multi-service provider environment and service provider management
 Quality orientation and mindset
 Excellent line management and leadership skills, experienced people manager
 High employee satisfaction rate among Service Integration Function

Key 
Success
Factors

Holds the overall responsibility of 
establishing, running, and developing the 
Service Management Function. Acts as a 
line manager and/or dotted-line manager 
for Service Integration (SI) team members. 
Has the mandate and sponsorship from 
board level (IT Management Team).

o Establish, run, and continuously develop the Service Management Function
o Define the Service Management Function strategy supporting the overall 

Business and IT strategy
o Resource the SI roles and managing the resourced roles
o Coordinate and align the service process development
o Control the needed actions are completed to achieve targets set for SI
o Ensure the performance of the SI is meeting the agreed level
o Provide service improvement proposals to support cost-efficiency and business 

benefits
o Monitoring continuously the reported SI performance
o Consolidated performance reporting of services and processes compliance 
o Consolidated performance reporting of service providers
o Communicate effectively with the internal and external stakeholders

Role Description Responsibilities

Process Ownership:
Based on agreement 
(mostly ”Qualify”-element 
processes)

SERVICE INTEGRATION EXPERT – QUALIFY & GOVERN
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 Understanding financial management principles, such as cost sharing and budgeting
 Ability to follow IT governance model
 Ability to align IT Services with architectural design
 Strong people networking and team player skills
 Excellent negotiation, communication, and presentation skills
 Excellent in Service Provider Management and multi-service provider environments
 Extensive experience and practical approach to service management
 Customer service orientation
 Solution and quality mind-set
 ITIL certification

Key 
Success
Factors

Holds the overall responsibility of defining 
and developing the offering and 
performance capabilities in service 
management organisation. Owns the 
service catalogue and service-level 
management concept. Holds the overall 
responsibility of planning and setting the 
standards for service provider 
management.

o Define, maintain, and communicate the related process policies and procedures
o Provide support, guidance, and training to Service Managers and Service Providers in 

fulfilling their service process roles and responsibilities
o Monitor and manage Service Provider compliance against the related service process 

policies and procedures
o Identify potential process improvements and make appropriate recommendations
o Develop, maintain, and distribute Service Catalogue ensuring its accuracy and availability
o Align Service Catalogue with Service Portfolio and ensure consistency
o Identify potential process improvements and make appropriate recommendations 
o Produce service performance trend analysis and management summaries to identify 

potential performance opportunities and improvements 
o Produce and publish consolidated performance dashboard and provide periodical status 

reporting process and templates
o Review actual service levels and establish improvement actions 
o Review Service Provider invoices, information and appropriate supporting documentation

Role Description Responsibilities

Process Ownership:
SIAM Standards and Architecture
Service Provider Management
Service and Supplier Quality
Regulatory Service Provider Compliance
Service Catalogue Management
Service Level Management
Financial Management Support
Service Level Design & Review

Minimum 
Viable SIAM

Advanced 
SIAM

Optimised
SIAM

Own
ITSM Tool

One
SIAM 

Platform

Automation in 
SIAM routines  

End-to-end 
Measurement

Ecosystem 
Governance

Selected Core 
Processes

SIAM 
Standards

Data Analytics 
and 

Dashboards

Ecosystem 
Collaboration

Additional 
Processes

Predictive 
Analytics

Minimum Viable SIAM 
forms the foundation for 
SIAM development.

Agile Alignment with SIAM

Role Responsibilities related to SI-processes (example only)

Product 
Owner

• Responsible to authorize release of planned Changes. 
• Ensures that Team follows Change Management policies including testing, 

authorisation and regulatory requirements.
• Prioritises and approves Problem Issue activities.
• Ensures that Incident Management practices, roles and responsibilities have 

been defined and adopted by the Team.
• Reviews Known Errors and ensures that they are recorded as Problem Issues.

Scrum 
Master/
Team Lead

• Ensures that Incidents and Service Requests are assigned within the Team 
and follows that they are resolved in a prioritised manner.

• Opens Problem – and Change Issues for Team.
• Validates that Changes contain all necessary information and can be done on 

planned schedule. Authorises (or rejects) Changes if conditions are met.
• Follows and communicates operational KPI’s to the Team.
• When Team is responsible for 2nd level support, opens Problem Issues for 

Team.
• Accepts problem resolution and needed Changes.
• Ensures that Problem Issues are worked on and contributes to root cause 

investigation.
• Authorisation / approval role in various processes.
• Follows the key metrics / KPIs for changes.

Team 
member
(development 
team)

• Develops the actual service and makes sure that fixes are done when 
needed. 

• Responsible for solving and fixing incidents in production. 
• Ensures that the Changes are tested and documented sufficiently.
• Conducts root cause analysis and proposes solutions for Problem issues. 
• Responsible for resolving Service Requests that have been assigned to the 

Team member.

Roles & responsibilities in agile development related 
to service integration processes

Flow governed service release

CAB governed service release

Project governed service release

Map and 
document the 
configuration 

changes

Define clear responsibilities for 
documenting test statements with 

their environments

Balance the usage of 
different change types

Ensure logging of all 
changes including 

minor ones

Ensure availability of 
root cause analysis for 

everyone

End-to-End Transparency

Flow governed – The agile team is responsible for 
development and release cycles as well as service 
operation. The testing and release process is pre-
defined and has been approved by CAB. Standard 
releases go through this release path.

Project and CAB Governed – The release will go 
through the CAB for approval. Normal changes go 
through this release path.


