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Forew

ord

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical
activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the

work.

The proc
are desc
needed f]
accordan
www.iec.

edures used to develop this document and those intended for its further maintenary

fe with the editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives
Ch/members _experts/refdocs).

[SO and I}

C draw attention to the possibility that the implementation of this documient may involve t

use of (a)
any clai

d patent rights in respect thereof. As of the date of publication of this-document, ISO and I

ibed in the ISO/IEC Directives, Part 1. In particular, the different approval (criteri
br the different types of document should be noted. This document was ,drafted |i

he

patent(s). ISO and IEC take no position concerning the evidence, validity or applicability]| of

EC

had not r¢ceived notice of (a) patent(s) which may be required to implement this document. However,
implemerjters are cautioned that this may not represent the latest information, which may be obtained
from the patent database available at www.iso.org/patents and https://patents.iec.ch. ISO and IEC shiall
not be held responsible for identifying any or all such patent rights.

Any tradgq name used in this document is information given for(tlie convenience of users and does not
constitut¢ an endorsement.

For an explanation of the voluntary nature of standards, the meaning of ISO specific terms a

expressio
the Worl
WWW.iS0.

s related to conformity assessment, as¢well as information about ISO's adherence

brg /iso/foreword.html. In the IEC, see www.iec.ch/understanding-standards.

This docyiment was prepared by Joint Technical Committee ISO/IEC JTC 1, Information technolo

Subcomm
Alistof a

Any feed
body. A
www.iec.

ittee SC 40, IT service management and IT governance.

| parts in the ISO/IEC 20000:series can be found on the ISO and IEC websites.

complete listing _6f these bodies can be found at www.iso.org/members.html a
Ch /national-comiittees.

ind

1 Trade Organization (WTO) principlesyin the Technical Barriers to Trade (TBT) dee

back or questions on_this document should be directed to the user’s national standards

ind

iv
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Introduction

This document provides guidance for organizations wishing to include Service Integration and
Management (SIAM™)1 in an existing service management system (SMS), or one in the process of being
established, based on ISO/IEC 20000-1:2018. An SMS supports the management of the service lifecycle,
including the planning, design, transition, delivery and improvement of services, which meet agreed
requirements and deliver value for customers, users and the organization(s) delivering the services.

The adoption of SIAM is driven by strategic factors, including:

SI

increased complexity of sourcing models using multiple service providers;

a desire to remove reliance on any particular service provider;

the requirement for effective controls for managing a multi-provider ecosysteny;

a desire for the ability and flexibility available from specialized service previders in this

AM is an evolution of service management methodologies that includes/services integraf]

multiple service providers. It has developed as organizations have{ moved away from o

co
ev
th
se

SI
ac
en

htracts with a single service provider to an environment with multiple service providers.
blved out of the challenges associated with these more compléx operating models. SIAM
e issue of "accidental multi-sourcing”, where an organizationengages in an ad hoc way witl
vice providers and services over time, with no consistentieyerall control.

AM incorporates the concept of a service integrator_layer, which is a single, logical e
countable for the end-to-end delivery of services.<The service integrator layer is whe
d service management, assurance, integratiofp and coordination are performed. It fa

implementing an effective cross-service providet:capability and executes the requirements d

th

Th
an

P customer organization.

is document also provides a mapping between the requirements and guidance of ISO/IE
d the elements in the SIAM methodolagy.

ield.

ed across
itsourced
SIAM has
hddresses
h multiple

htity held
e end-to-
cuses on
rected by

£ 20000-1

1) SIAM™ is the trademark of a product supplied by EXIN. This information is given for the convenience of users
of this document and does not constitute an endorsement by ISO or IEC of the product named. Equivalent products
may be used if they can be shown to lead to the same results.
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TECHNICAL SPECIFICATION

ISO/IEC TS 20000-14:2023(E)

Information technology — Service management —

Part 14:
Guidance on the application of Service Integration and
Management to ISO/IEC 20000-1
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Scope

is document provides guidance for organizations that are establishing or_improving
inagement system (SMS) by incorporating a service integrator. The incorporation of
egrator is aimed at addressing an environment that includes services sourced from multig
pviders.

is document specifically focuses on Service Integration and Management (SIAM) in the con
[S.

e intended users of this document include:

organizations that need to manage multiple service providers within a new or exif
according to SIAM; and

consultants and advisors that support an orgagjzation during SMS implementation or imp
where a SIAM approach is being adopted.

TE1 This document is applicable for organjzations implementing SIAM in conjunction with SI
[ limit organizations or individuals fromsmplementing any other management and governance
naging multivendor environments alongwith SMS.

is document is not applicable to organizations that have only one service provider.

TE2 In SIAM, the term "supplier” is not used. Internal and external suppliers are both refe
rvice providers”. See 4.2 for further comparison of terminology.

Normative references

e following documents are referred to in the text in such a way that some or all of the
hstitutes pequirements of this document. For dated references, only the edition cited ap
dated references, the latest edition of the referenced document (including any amendment:

D/IEC 20000-1, Information technology — Service management — Part 1: Service managemd
juirements

a service
a service
le service

text of an

ting SMS
rovement,
VIS. It does

model for

rred to as

r content
plies. For

) applies.

nt system

ISO/IEC 20000-10, Information technology — Service management — Part 10: Overview and key concepts

3

Terms and definitions

For the purposes of this document, the terms and definitions given in ISO/IEC 20000-1, ISO/IEC 20000-10

an

d the following apply.

ISO and [EC maintain terminology databases for use in standardization at the following addresses:

[SO Online browsing platform: available at https://www.iso.org/obp

IEC Electropedia: available at https://www.electropedia.org/
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cross-functional team
group of people with different functional expertise working toward a common goal

Note 1 to entry: It may include people from finance, marketing, operations and human resources departments.
Typically, it includes employees from all levels of an organization or from different organizations.

[SOURCE:

3.2
function

SIAM Professional Body of Knowledge, 2021]8!

organizatjional entity, typically characterized by a special area of knowledge or expertise

[SOURCE;

3.3
organiza
OCM
process u
an organi

[SOURCE:

3.4
retained
functions

SIAM Professional Body of Knowledge, 2021]!8!

tional change management

sed to manage changes to business processes, organizational structuresjand cultures witl
zation

SIAM Professional Body of Knowledge, 2021]!8l

capabilities
within the customer organization that are responsible for strategic, architectural, busing

engagemeént and corporate governance activities

Note 1 to
accountab

Note 2 to
service pr

[SOURCE:

3.5
Service I
SIAM

entry: The customer organization will include seme’retained capabilities that may include 3
lities and responsibilities that remain with the customer for legislative or regulatory reasons.

entry: Some services may be delivered by the, customer’s staff. These staff are considered inter
viders and not part of the customer retained'capabilities.

SIAM Professional Body of Knowledge, 2021]8!

htegration and Management

managemlent methodology that can be applied in an environment that includes services sourced fr
multiple dervice providers

[SOURCE;
3.6

SIAM Professignat’Body of Knowledge, 2021]8!

service iptegrator

single, log
the custo

ner receives

1in

LSS

ny

hal

ical entity held accountable for the end-to-end delivery of services and the business value that

Note 1 to entry: Service integrator accountability Includes end-to-end Service governance, management,
integration, assurance, coordination, visibility and transparency in performance.

[SOURCE:
3.7

SIAM Professional Body of Knowledge, 2021]!8!

service provider
internal or external organization that provides services

Note 1 to entry: Within a SIAM ecosystem, there are multiple service providers.

Note 2 to entry: External service providers can also be known as suppliers or vendors.

[SOURCE:

SIAM Professional Body of Knowledge, 2021]8!
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3.8
SIAM ecosystem
network or interconnected system

Note 1 to entry: The SIAM ecosystem includes three layers: customer organization (including retained
capabilities), service integrator and service providers.

[SOURCE: SIAM Professional Body of Knowledge, 2021][8l

3.9

SIAM governance
frgmework of rules, policies, processes, and in some cases legislation, by which businesses anefoperated,
regulated and controlled

Note 1 to entry: Ina SIAM ecosystem, governance refers to the definition and application of policiés and gtandards.
Thiese define and ensure the required levels of authority, decision-making and accountability perform¢d by SIAM
boprds (see "structural element").

Note 2 to entry: ISO/IEC 38500 defines governance as “a system of directing, overseeing and accountapility”.
[SPURCE: SIAM Professional Body of Knowledge, 2021, modified — Noté-2 to entry added.](8!

3.10

SIAM model
customer organization-initiated structure consisting of praectices, processes, functions, foles and
structural elements described within the SIAM methodolegy and based on the layers in [the SIAM
ecpsystem

[SPURCE: SIAM Professional Body of Knowledge, 20218

3.11
SIAM practice
acfual application or use of an idea, belief.or"method, as opposed to the theories relating to it

Note 1 to entry: There are four types of practice: people, process, measurement, technology. These prartice areas
adfiress governance, management, integration, assurance and co-ordination across the layers, and heed to be
considered when designing, operatirig)or managing the transition to a SIAM model.

[SPURCE: SIAM Professional.Body of Knowledge, 2021][8l

3.12
structural element
teams that have members from different organizations and different SIAM layers

Nate 1 to entry&iThese include boards, process forums and working groups.

[SPURCE=SIAM Professional Body of Knowledge, 2021][8]

4 IQO/IF(‘ 20000-1 and Service lntpgraﬁnn and Managpmpnf

4.1 Introduction to ISO/IEC 20000-1

ISO/IEC 20000-1 specifies requirements for establishing, implementing, maintaining and continually
improving an SMS. An SMS supports the management of the service lifecycle, including the planning,
design, transition, delivery and improvement of services, which meet agreed requirements and deliver
value for customers, users and the organization delivering the services. The organization in the scope
of the SMS can be a whole or part of a larger organization and can also be known as the service provider.

ISO/IEC 20000-1 is intentionally independent of specific guidance. The organization can use a
combination of generally accepted methodologies (e.g. STAM) and its own experience. Appropriate tools
for service management can be used to support the SMS.

© ISO/IEC 2023 - All rights reserved 3
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All requirements specified in ISO/IEC 20000-1 are generic and are intended to be applicable to all
organizations, regardless of the organization’s type or size, or the nature of the services delivered. While
it can be used "regardless of the organization’s type or size, or the nature of the services delivered,”
ISO/IEC 20000-1 has its roots in information technology (IT). It is intended for service management
of services using technology and digital information. The examples given in this document illustrate a
variety of uses of SIAM in the context of an SMS.

Exclusion of any of the requirements in ISO/IEC 20000-1:2018, Clauses 4 to 10, is not acceptable when
the organization claims conformity to ISO/IEC 20000-1, irrespective of the nature of the organization.

The orgapizs O e Rte ste-cottormityto-theregrirementsspeetHiedISGAEC20060] if
it does noft provide or operate at least some of the services, service components or processes withinhe

ISO/IEC 20000-10 includes the concepts for an SMS, the vocabulary used for the ISO/IEC 20000 series,
and a des¢ription of each part of the series and related standards. Guidance is available in.other partq of

— ISO/IEC 20000-2: Guidance on the application of service management system's}
— ISO/IEC 20000-3: Guidance on scope definition and applicability of ISO/IEE 20000-1;
— ISO/IEC TS 20000-5: Implementation guidance for ISO/IEC 20000-1;

— ISO/IEC 20000-6: Requirements for bodies providing audit and Certification of service manageme¢nt
systems;

— ISO/IEC TS 20000-11: Guidance on the relationship~between ISO/IEC 20000-1 and servjce
manggement frameworks: ITIL®.

Figure 1 illustrates an SMS showing the clause contefit.of ISO/IEC 20000-1. Numbers in parentheses|in
Figure 1 indicate ISO/IEC 20000-1 clause numbers.See Annex A for a list of the ISO/IEC 20000-1 clayse
numbers and titles.

4 © ISO/IEC 2023 - All rights reserved
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Customers
(Internal &
External)

ERVICE AN
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SERVICE MANAGEMENT SYSTEM (SMS)

CONTEXT OF THE ORGANIZATION (4)
« Organization and its Context e Interested Parties ¢ Scope of the SMS e Establish the SMS

LEADERSHIP (5)
* Leadership & Commitment ¢ Policy  Roles, Responsibilities and Authorities

PLANNING (6)
« Risks and Opportunities ¢ Objectives e Plan the SMS

SUPPORT OF THE SMS (7)

e Resources o Competence o Awareness e Communication e Documented Information e Kno

ledge

REQUIREMENTS

SERVICES

4.2

Taple 1 compares terms that are\found in either the ISO/IEC 20000 series or the SIAM

OPERATION OF THE SMS (8)

RELATIONSHIP & AGREEMENT SERVICE DESIGN, BUIED\& TRANSITION
« Business Relationship

OPERATIONAL PLANNING & CONTROL

SERVICE PORTFOLIO

« Service Delivery

¢ Plan the Services

« Control of Parties involved in the
Service Lifecycle

« Service Catalogue Management

¢ Asset Management

« Configuration Management

Management

for Services

e Service Level Management
« Supplier Management

SUPPLY & DEMAND
» Budgeting & Accounting

* Demand Management
 Capacity Management

« Change Management
e Service Design and Transition
» Release & Deployment Manag¢ment

RESOLUTION AND FULFILMENT
« Incident Management
¢(Service Request Management
¢ Problem Management
SERVICE ASSURANCE

« Service Availability Managem¢nt

« Service Continuity Managemept

« Information Security Managerhent

PERFORMANCE EVALUATION (9)
* Monitoring, Measurement, Analysis & Evaluation
e Internal Audit
e Management Review
« Service Reporting

* Nonconformity and Corrective Action
« Continual Improvement

IMPROVEMENT (10)

Figure 1 — Service management system

Terminology comparison

Bodies of

Krlowledge (BoKs) to show .their different uses. This document uses these terms from a SIAM

perspective.

T4ble 1 — Comparison of key terminology between the ISO/IEC 20000 series and the SIAM BoKs

Term

ISO/IEC 20000 series definition

SIAM relationship (BoKs)

cystomer

organization or part of an organization
that receives a service or services.

SIAM uses customer organizatjon as the
end client to denote the organipation
that commissions the SIAM ec¢system.
They also contribute to and regeive the
integrated SIAM services.

external supplier
rr

another party thatis external tothe

The term "cnpp]ipr" isnotused in the

internal supplier

organization that enters into a contract
to contribute to the planning, design,
transition, delivery or improvement of a
service, service component or process.

part of a larger organization that is
outside the scope of the SMS that

enters into a documented agreement

to contribute to the planning, design,
transition, delivery or improvement of a
service, service component or process.

SIAM BoKs. Internal and external
suppliers are both referred to as
“service providers”.

© ISO/IEC 2023 - All rights reserved
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Table 1 (continued)
Term ISO/IEC 20000 series definition SIAM relationship (BoKs)
governance group or body that has the ultimate Governance refers to the rules, policies,

responsibility and authority for an
organization’s activities, governance
and policies and to which top
management reports and by which top
management is held accountable.

processes (and in some cases,
legislation) by which businesses are
operated, regulated and controlled.
There may be many layers of governance
within a business such as enterprise,
corporate and IT. In a STAM ecosystem,
governance refers to the definition an

application of policies and standards;
These define and ensure the required
levels of authority, decision-making anid
accountability.

interested party

person or organization that can affect,
be affected by, or perceive itself to be
affected by a decision or activity
related to the SMS or the services.

The term "interested party" is not used
in the SIAM Boks. "Stakeholder" is used
instead to convey ajperson or group of
people that have a particular interest ip,
or are impacte@-by, something.

service infegrator

entity that manages the integration of
services and service components
delivered by multiple suppliers

Note 1 to entry: The role of the service
integrator supports the promotion of
end- to-end service management, par-
ticularly in complex supply chains, by
ensuring all parties are aware of,
enabled to perform and are held
accountable for, their role in the'supply
chain.

The service integrator is a single, logichl
entity held-accountable for the end-to-
end delivery of services.

The definition does not focus on
suppliers or supply chain but rather the
multiple service provider
environment (see above: internal and
external supplier).

service provider

organization that manages-and delivers
a service or services to customers.

Service provider refers to both interndl
and external service providers
("suppliers" in ISO/IEC 20000).

top management

person or group of people who directs
and controls‘ap-organization at the
highest leyel:

The term "top management" is not usefd
in the SIAMS BoKs.

Top management in an SMS within a
SIAM ecosystem would be subject to
the leadership and management reviewy
requirements in ISO/IEC 20000-1.

5 Intrgduction te.the SIAM ecosystem

5.1 Brief overview of SIAM

SIAM is [a\Well-known, globally adopted management methodology that can be applied in Jan

environment that includes services sourced from multiple service providers. It describes the SIAM
practices, structures, elements and principles associated with the discipline. It can be used with other
methods, approaches and frameworks.

The SIAM Foundation and Professional Bodies of Knowledge (F-Bok, P-BoK respectively) are used as the
source material for SIAM guidance. The BoKs are non-prescriptive and intended to provide principles
to inform the workings of a multi-provider SIAM ecosystem.

© ISO/IEC 2023 - All rights reserved
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5.2 SIAM model

5.2.1 General

2023(E)

SIAM does not include a specific operating model. Instead, it explains that each organization needs to
develop its own model according to its circumstances and based on the layers of the SIAM ecosystem.
Because of this, there is no ideal SIAM model, although some ways of working can be more suitable
to particular implementations than others. How ever the customer organization chooses to define its
SIAM model, it will include common characteristics.

TH

Th
st
ot
SIJ
th
int

e SIAM model that an organization adopts can be influenced by several factors 1nclud1ng:b

the services that are in scope of SIAM; q/Qq/

.

the required outcomes related to specific drivers of the organization; r\b‘

/
the use of proprietary models by externally-sourced service integrators. QQQ

N4

e three layers (e.g. customer organization, service integr service provider) are showt
uctural elements on the left (structural elements are deseribed in 5.2.4). Within the thy
her elements exist. The service integrator layer inclu its specific functions and mana
\M practices, as well as interfaces with processes. Qle service provider layer includes the
ht are undertaken largely by the providers an
egrator. The service provider also interfaces s% the SIAM practices.

o
\‘Q@
Customer ) N
organization -\~
layer xO
O
e

Service

Service .

: integrator

integrator .
functions

layer SIAM
practices

Figure 2 shows a high-level SIAM model, including the relationships 5&/\!661‘1 SIAM layers, SIAM
prhctices, processes, functions and structural elements. Each element Etjle model is further pxplained
in|subsequent clauses. The diagram is a representation of the many, c,)%c

agpinst the backdrop of the SIAM layers.

epts involved in a SIAM model

1 with the
ee layers,
bement of
processes

t are managed and coordinated by the service

Service Processes

provider
layer

SOURCE: Reference [7], reproduced with permission of the authors

Figure 2 — A high-level SIAM model
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5.2.2 The customer organization

The customer organization is the end client that is incorporating SIAM as part of their operational
model. Customer organizations typically contain business units such as human resources, finance, sales
and their own internal IT functions. They can also have their own internal or external customers who
use their products and services.

Within the customer organization, there are typically “retained capabilities” which are business
resources performing activities such as strategy development, business engagement and corporate
governance.

In the SIAM ecosystem, the customer organization commissions the service integrator to mangge
multiple [service providers on their behalf and according to their requirements. The custemer
organizatiion selects and retains ownership of the relationship with each service provider. The
management of the service providers is carried out by the service integrator on behalf of the‘custonjer
organizatfion. The service integrator has a relationship with the customer organizationand the servjce
providersd.

NOTE ISO/IEC 20000-3 provides numerous examples showing these different relationships.

5.2.3 Service integrator

The servife integrator layer is a logical entity within the SIAM ecosystem which is positioned betwegen
the custqmer organization and the service providers, ensuring business value for the custonjer
organizatiion. The service integrator’s role is to ensure all serviceiproviders are contributing effectively
to the end-to-end services and providing seamless services to,tHe'organization's customers.

Activities|within the service integrator layer include management, assurance, integration, coordinatipn,
visibility |and transparency in performance between\the customer organization and the servjce
integratof and amongst the service providers. Whatever SIAM model is adopted, it should allow the
service integrator to maintain impartiality.

The service integrator layer can be providediby one or more internal or external organizatiops,
including|the customer organization. If it isiprovided by more than one organization, it may still [be
considerdd as a single logical entity.

5.2.4 Service providers

A SIAM d¢cosystem has multiple service providers. Each service provider is categorized according
to their importance to, andipotential impact on, the customer organization. The identified servjce
providerdhave the responsibility to manage their part of the contract or agreement, including procesges
and techrjology, to support end-to-end service delivery.

The servife providers can be:

— internal to the customer organization and managed with internal agreements and targets;

N exter Altatho cuctamar arganization and manaagad hy cantracte with tha cuctamar arganiza
uuuuuuuuuuuuuuuuuuuuu ot aoreroaa oo Ca oy cottrateo vt - eSO e o g A=

— or a combination of these two.

If the customer organization retains its own internal IT capability, IT becomes an internal service
provider, to be managed by the service integrator. Regardless of the sourcing of the service integration
function, its obligations, and those of any other internal or external service provider, should remain
separate to avoid real or apparent conflict of interest.

5.2.5 SIAM structural elements

Structural elements are organizational entities that have specific responsibilities and work across
multiple organizations and layers in the SIAM ecosystem. The objective of the structural elements is to
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establish relationships between the various parties through collaboration and communication. Roles
that participate within the structural elements include representatives from the service integrator,
service provider and customer organization. These structural elements link the SIAM practices,
processes and roles together to achieve a specific goal. The structural elements are:

boards — formal decision-making bodies that are accountable for the decisions that they take, e.g.
information security advisory board or integrated change advisory board;

process forums — members work together on proactive development, innovations and
improvements, e.g. continual improvement process forum. These are typically aligned to specific

niracaccac. X nracti oo

5.2.6 SIAM processes

PTrocttssStsOT practICtes,

working groups — typically formed on a reactive, ad hoc or fixed term basis, e.gmajor incident
management working group. They are convened to address specific issues or projects. |Often the
process forums and working groups involve the same people but with a differentfocus, which may
be proactive or reactive.

SIAM itself is not a process and does not mandate the use of specific service management professes. To
operate effectively, it relies on several processes which can be exeqtited across different orggnizations
in [the same or different SIAM layers. Some processes will span multiple layers. All processed required

by

an SMS should consider the SIAM process models.

Many of the processes used within a SIAM ecosystem are familiar processes, like change mapagement

a
ad
ali

business relationship management. Within a SIAM model, however, these processes require
ptation to support integration and coordination-between the different parties. They aldo require
nment with the SIAM practices.

Infa SIAM model, the execution of most processes will involve multiple service providers. Ea¢h service

pr
m
SI

vider can carry out individual steps in a@ifferent way, but as part of an overall integrated process
del. Each party in a SIAM ecosystem should ensure their own processes allow integration with the
M model.

THe detail of the process models,.and the allocation of activities to the different layers in|the SIAM

st

5.
SI

ucture, will vary for each implementation of SIAM.

.7 SIAM practices

M includes specific-practices that support the activities of the chosen SIAM model. The examples in

this subclause give seme illustrations of how to apply SIAM practices, principles and concepts|to deliver

va

THere are fotir types of SIAM practices:

ue.

people — e.g. managing cross-functional teams, the integration of the teams involved in the
Structural elements;

process — e.g. integration of processes across service providers to meet the performance
requirements of the customer organization, ensuring process flow across all SIAM layers;

measurement — e.g. ensuring the correct data and information are available to the customer and
service providers, reporting on end-to-end service performance;

technology — e.g. ensuring compatibility across all technology used by each entity to support the
SIAM ecosystem, creatingatooling strategy to supportthe performance requirements, measurement
and reporting requirements across all SIAM layers.
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5.3 SIAM roles and responsibilities

Roles and responsibilities should be defined, established, monitored and improved within a SIAM
ecosystem. Roles and responsibilities cross each layer, organization, activity and structural element.
Roles that participate within the structural elements include representatives from the service
integrator, service providers and customer organization.

Roles require careful planning as they will be applied in a multi-provider environment and duplication,
or contradiction, of roles and responsibilities can reduce the effectiveness of the SIAM ecosystem.

Within thet

SIAM operational lead — responsible for managing the overall operation of the SIAM
ecosystem, providing direction and leadership, ag'well as acting as the ‘escalation’ point for any
nanagement issues;

pJrocess owner — accountable for the end+to-end process;
pfrocess manager — responsible for the end-to-end, day-to-day operation of a process;
— sprvice manager — responsible feran element of service delivery;

— within the service provider layer — responsible for delivery of one or more services or servjce
elemgnts to fulfil the needs of the’customer organization through collaboration with other servjce

providers
— process owner —-accountable for the process within a service provider and the interfaces|to
he overall process-model;

—

— process manager — responsible for the process within a service provider and the interfaceqto
the overatlprocess model.

NOTE For further information, refer to section 5, "SIAM roles and responsibilities” of the SIAM Foundatfon
Body of Knpwigdge, 2nd edition.[7]

6 Deploying SIAM with an SMS
6.1 Deploying SIAM

6.1.1 Overview

The organization can be planning either to implement a SIAM model in an existing SMS, establishing
an SMS within an existing SIAM environment or deploying SIAM concurrently with establishing an
SMS. Each of these possible starting points brings its own opportunities and challenges. For example,
changing an existing environment brings constraints related to any existing service provider
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arrangements, agreements and processes. By comparison, a new environment does not have those
constraints but cannot rely on existing mature processes.

An organization planning to implementa SIAM model needs to understand the customer's organizational
drivers as well as the risks, opportunities and benefits of deploying a SIAM ecosystem.

A SIAM implementation can be undertaken as part of a wider programme, a series of stand-alone or
integrated projects or on an incremental basis with different phases. An incremental approach should
consider the risks and benefits realization of each intermediate state.

> 20000-2
ISO/IEC TS 20000-5. Additionally, ISO/IEC 20000-3:2019 covers the inclusion of a servige-iptegrator,
ticularly in subclause 6.7 and the scenarios in Annex A.

Cljuse A.2 of this document provides a cross-reference of SIAM concepts with doguments|from the
ISP/IEC 20000 series.

Eviery party in a SIAM environment (e.g. the customer organization, servicé integrator ard service
prpviders) can develop its own SMS and scope for the services they offer. Each SMS can suppprt one or
more customers. Each party with its own SMS can be assessed for confotmity against the reqyiirements
of [SO/IEC 20000-1.

6.1.2 Implementing SIAM in an existing SMS

Arf organization with a defined SMS will need to consider hew the inclusion of a SIAM model Will affect
the SMS and any associated conformity assessments, contracts or agreements.

THe customer organization should review its overall'strategy, service management policy and pbjectives
asfrequired in ISO/IEC 20000-1. Where necessary, these should be revised to take the SIAM dtivers into
acfount.

6.1.3 Establishing an SMS within an eXxisting SIAM environment

Establishing an SMS within an existing SIAM environment requires the same approach as pny other
environment. Care should be taken to ensure that the definition of the scope of the SM$ includes
copsideration of the SIAM operational model. This ensures that there is clear delineation befween the
SIAM scope and that of any efithe other service providers.

Inla STAM model, the contracts will be between the customer organization and the service providers,
butt the service integrator will maintain the operational relationships with those service provfiders.

6.1.4 Deploying SIAM concurrently with establishing an SMS

When a SIAM model is deployed at the same time as establishing an SMS, the projects or prqgrammes
may be ee=ordinated or combined.

6.2 ~The SIAM roadmap

6.2.1 Introduction to the SIAM roadmap

The transition to a STAM model is a significant undertaking and it should be managed as a project. The
SIAM roadmap describes the high-level stages:

1) discovery and strategy;
2) plan and build;
3) implement;

4) run and improve.
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Organizations can think the SIAM roadmap is a linear progression, but it is not and it can be necessary
to repeat stages, or return to previous ones, based on stage outputs. The roadmap is not a predefined,
prescriptive approach but a recommended, iterative and optimal one.

In a SIAM context, services are often aggregated services. An end-to-end customer service can be
delivered by multiple internal and external service providers who provide parts of that service. This
has implications for the development and implementation of the roadmap. The SIAM model should
ensure measurement, management and accountability for the delivery of these aggregated services.
These factors should be considered both from the perspective of each individual service provider and
the aggregated end-to-end service.

Each orggnization will undertake the transition to a SIAM model in a manner that meets its1iegds
and risk gppetite. Moving to a SIAM model is a significant change for an organization and the effe¢ts
and requjrements in time, budget and effort should not be underestimated. Organizational’charge
management (OCM) should be used to manage the impact of the transition to the SIAM environment

Each stage of the roadmap is described in subsequent clauses by its inputs and\outputs and |its
relationship to the requirements of ISO/IEC 20000-1. In addition to the inputs and\outputs, the SIAM
BoKs proyide details on objectives, triggers and activities for each stage. For each SIAM input ajnd
output, Tables 2 - 5 provide the related clauses in ISO/IEC 20000-1 which indieate where there nedds
to be collaboration in the establishment of the SMS and the SIAM model: Annex B provides further

mapping.

The clausg headings for all the clauses listed in Tables 2 - 5 can be found in Annex A. Table B.1 lists the
relationships of STAM inputs and outputs to the requirements or guidance in the ISO/IEC 20000 serigs.

wn

Table B.2|cross-references SIAM artefacts with ISO/IEC 20000-1 mandatory documented information
with comments on how to modify the SMS to fit with the SJAM environment.

NOTE For further information, refer to section 2 of the\SIAM Foundation Body of Knowledge, 2nd editiog[7]
and sectiofs 2 - 5 of the SIAM Professional Body of Knowledge, 2nd edition.[8

6.2.2 Dijiscovery and strategy

Most commissioning organizations already work with one or more service providers and have differ¢nt
objective$, priorities and resources. Sofie organizations may already have a sourcing strategy which
aligns their purchasing strategy to-business goals. Some may have mature supplier managemeént
capabilities, whereas others will'need to create these as part of their SIAM roadmap. These factdrs,
among others, will influence the decision to adopt SIAM and how to formulate the appropriate SIAM
model.

The discqvery and strategy stage initiates the transition to SIAM. At this stage, key strategies gre
formulatdd and a map.*of the current situation is created to enable the customer organization|to
determing its sourciig approach and outline model for SIAM. This stage will clarify the organizatiop’s
current cgpabilityand maturity and allow the production of an outline governance framework, strategy
ine model for SIAM.

sovernanece—components—wilvary-dependingon-the-organizatiens,
their governance requirements and the SIAM model being adopted. These can include considerations
around sustainability and the environment. The framework or individual components should be revised
to meet evolving requirements and the framework itself should provide the mechanism for doing this,
through established strategic governance boards.

An important part of SIAM governance is being able to monitor, measure and understand how the SIAM
ecosystem is performing. This can also promote collaboration amongst the service providers. Without
relevant, accurate and up-to-date information, it is impossible to make timely and accurate decisions,
trigger effective corrective actions and understand whether plans are successful.
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Discovery and strategy is a critical stage, as each customer organization’s maturity, services and level
of SIAM readiness are different. If activities are missed, or are only partially completed, there could be
a negative impact on the remainder of the project activities.

Discovery of the current state environment is an important step: assumed knowledge can represent
a significant risk in the discovery stage. It is common for processes or procedures to be culturally
embedded and not documented because individual work practices can cover gaps in processes or
systems. When processes change, these undocumented work practices can fail or interfere with the
required changes.

T anaconaont of corvica nravzidaorc and antractce rnaoadc +o0 ba o con ool libyy it an SIAM
e—anagement-ol-servece—providers—and-contractsheeds—to-be—a—core—<capabiity-withinpany

ecpsystem. The aim is to build an overall culture of partnership, collaboration and innovatjon rather
than reliance only on contractual terms.

D4ta and information strategy is important in any service management implementation. Within SIAM,
dafta categorization and ownership, as well as interactions and integration withcand betweer] services,
shpuld be established. Detailed planning for the systems to support the data‘and required |nterfaces
ocfurs in the plan and build stage.

THe strategy should include an architectural view of the service modelin addition to the cqntractual
and operational models. The alignment of these three models can fagilitate the efficient implementation
of the end-to-end strategy.

for delivering the end-to-end services to the customer, 6rganization, this can create issyes in the
implement and run stages and the improve stages when:

F:J' example, if the contract roles and responsibilities cause excessive fragmentation of respopsibilities
0

—| communicating the roles and responsibilities tgtall parties;
—| measuring the services and managing SLASs;

—| diagnosing and rectifying incidents;

—| managing complex problem remediation;

—| managing changes and releases éefficiently.

THe extent to which fragmentation of services can be supported is dependent on severpl factors
in¢luding:

—| the capability of the people and processes in the SIAM environment;

—| the level of atitomation, particularly in monitoring, event management, change managgment and
release management.

Ad part of the discovery and strategy activities, the SIAM project should define the pringiples and
policies.that will guide the definition of roles and responsibilities during the plan and build stjage.

Manyiof the outputs from discovery and strategy are refined and expanded in the plan pnd build
stage, so an iterative approach is required. For example, designing the detailed STAM model in the
plan and build stage can lead to a review of the SIAM strategy. It is essential to revisit the activities
regularly and reassess previous decisions when needed. To support this, it is helpful to document the
strategic decisions and the underlying assumptions that led to those decisions. This means that during
reassessment, reviewers are aware of the original reasons for each decision and do not have to repeat
the original discovery and strategy steps. This stage will also end with the production of an outline
business case detailing the customer organization’s drivers for SIAM.

ISO/IEC 20000-1 refers to the necessity for commitment from top management. Management systems
use the term top management to describe the leadership that is required to deliver end-to-end services
(see ISO/IEC 20000-1:2018, 3.1.21). This implies that top management follows the governance defined
by that organization. SIAM requires a similar commitment from top management and in both cases a
lack of top management support will affect the outcomes.
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The key clauses in ISO/IEC 20000-1:2018 which support the discovery and strategy stage are Clauses 4,

5 and 6.

Regardless of whether the SIAM deployment will be included in the establishment of an SMS or whether

ISO/IEC 2

0000 is only used as guidance, it is important to understand:

1) the organization and its context;

2) the needs and expectations of the interested parties;

3) the scope of the SMS and SIAM deployment;

4) the r¢
Some exa

— orgay

quirements for the SMS and SIAM deployment.
mples include:

jizational change that is required to implement a SIAM model;

— chang

the clistomer organization’s standardized processes and service requirements;

— changes to requirements of some internal service providers to align. to~the SIAM strategy a
requirements;

— chang
the S

ISO/IEC 2
a service

— Scena
meet
becal
such

— Scena
is sin
[SO/I1
operd

requirements of ISO/IEC 20000-1.

Table 2 pi
have beer

res to engagement with some existing external service providers to alignthe requirements

to

ind

res to technical architectures to align services to the scope(boundaries being planned within

AM model or the SMS.

0000-3 provides some examples of situations where-an-organization with an SMS plans to
ntegrator.

rio 6 in ISO/IEC 20000-3:2019 shows an example of how an internal service integrator d
the requirements of an SMS. The organization has decided to implement service integrati
se of their complex supply chain. The.efganization retains control of numerous process
hs supplier management, service reporting and planning for the SMS and services.

rio 7inISO/IEC 20000-3:2019 showsan example of an external service integrator. This scenari

ilar to scenario 6 but here the organization has also outsourced the service integration rq
F:C 20000-1:2018, Clauses 4.and 5, cannot be outsourced and the external service integrat
tes numerous other processes to support service offerings. It is still conformant with {

or
he

esents the inputs-and outputs of the discovery and strategy stage. These inputs and outpiits

mapped to therequirements in ISO/IEC 20000-1.
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Table 2 — Discovery and strategy inputs and outputs

Discovery and strategy ISO/IEC 20000-1:2018
clauses
Inputs
Enterprise, corporate and IT governance standards 4.1,4.2,4.3
Current business, procurement and IT strategies 4.1,4.2,4.3,5.1a
Current organization structure, processes, products and practices 4.3,4.4,5.2.1,53, 6.3c
Existing service provider information, including existing contracts 4.3c, 5.1e, 7:5.4i,7.5.4j, 8.3
and agreements
Understanding of market forces and technology trends 41,4.2,6.Bg
Qutputs
Management of risk 6.1
An established SIAM transition project 6.2
Strategic objectives 4.1,6.2
Governance requirements and high-level SIAM governance 5.1,6.2.1
framework
Defined principles and policies for roles and responsibilities 5.3, 6.3¢
Map of existing services and sourcing environment 4.3c, 6.3a,6.3f,|7.1, 7.2
Current maturity and capability levels 5.1,5.3,6.2.2
Market awareness 4.1, 5.1d
Approved outline business case for SIAM 6.3,8.4.1
Strategy for SIAM 6.2
Outline STAM model 6.2

6.2.3 Plan and build

THe plan and build stage is triggered formally on completion of the discovery and strategy sffage when
the organization confirms itsititention to proceed with the implementation of the defined SIAM model.
THe governance requirements and high-level framework defined in the discovery and stratlegy stage
prpvide the controlling principles for the plan and build stage.

THe plan and build stage should consider the implementation stage. It is likely that there|will be a
sefies of intermediate states that should be able to operate at an agreed level to support|customer
refluirements«ltcan be that lower service levels or partial delivery of services are acceptable(for a time
during thesédntermediate phases. Any such arrangement should be clearly documented arld agreed.
THe risk of'delay and the risk mitigations should be included in the plans.

Exlamiples of scenarios for intermediate states follow.

EXAMPLE1 A customer organization plans to change the contractual requirements for the existing service
providers to match the desired SIAM model. Unless the changes to the contracts will change simultaneously for
all the service providers, there needs to be a plan to manage the differing contractual requirements over time.

EXAMPLE 2 A customer plans to implement a new service management tool in multiple phases to support the
system of record across all service providers. Each of the phases ought to allow the end-to-end environment to
deliver the required services.

EXAMPLE 3 A customer plans to deploy automated workflow across different service providers in multiple
phases to automate cross service provider delivery. It is recommended to have a plan to support customer
delivery through the manual intermediate phases of interaction prior to full automation across all service
providers.
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The approaches and mechanisms that support the SMS (ISO/IEC 20000-1:2018, Clause 7) and operate
the SMS (ISO/IEC 20000-1:2018, Clause 8) need to be planned and built in order to be ready for the
implementation phase. The plan can include progressively building these capabilities as they are
required through implementation but the events that trigger the build requirements should be included
in the plan. Each phase of the progressive build plan should have a working operating capability for the
SIAM model. The objective is to create an adaptable, scalable model that is responsive to the inevitable
changes within the business and service provider environments.

This stage includes the completion and full approval for the design of the SIAM model. OCM commences
at this stage and continues into the next.

Within thle SIAM model, there are four distinct architectural considerations:

1) theol
servi
2) thep
3) the sg
to seq
4) the t¢
the o
ISO/IEC 2
performa

— end-t

Ce providers;

rocess model, showing roles and responsibilities, ownership and structural elements;

vice providers;

chnology model (including data models), showing technologies that will be used to supp
her three viewpoints, including toolsets.

0000-1:2018, Clause 9, will be a high focus area for SIAM planning. In a SIAM transiti
hce evaluation should consider the evaluation of:

p-end performance of the services delivered to the-cistomer(s);

— perfo

— performance of each service provider with respect to process compliance and outcome.

Performanhce evaluation plans will need to)ensure that data and reporting are available

support
(ISO/IEC

Table 3 pr
mapped t
necessary
planning

mance of the services from each service provider;

usiness relationships, including-mahagement of internal and external service provide
20000-1:2018, 8.3).

esents the inputs and outputs-of the plan and build stage. These inputs and outputs have be
o the requirements in ISQAEC 20000-1. Many of the requirements of ISO/IEC 20000-1 4
to SIAM planning, espeeially Clause 6, but are not necessarily sufficient for completing SIA
because of the need tg set up the SIAM model and responsibilities of each SIAM layer.

'ganization structure for the retained capabilities, any internal service integrator and|internal

rvice model, showing service groupings, sourcing strategy and the scopé€)ofservices allocatled

brt

b1,
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Table 3 — Plan and build inputs and outputs

Plan and build ISO/IEC 20000-1:2018 clauses
Inputs
Management of risk 6.1
An established SIAM transition project 6.2
Strategic objectives 41,6.2
Governance requirements and high-level SIAM 4.4,51,6.2.1
governance framework
Defined principles and policies for roles and 5.1g,5.3,6.3¢e
responsibilities
Map of existing services and sourcing environment 4.3c, 6.3a, 6.3f,7.1,7.2,7.5.4/ 8.2
Current maturity and capability levels 5.1,5.3,612.2,6.3b
Market awareness 4.1,5.1d
Approved outline business case for SIAM 6.3,8.4.1
Strategy for SIAM 6.2
Outline SIAM model 6.2,8.2.2,8.5.2
Outputs
Full design of the SIAM model including:
Services, service groups and service providers 6.3a, 6.3b, 6.3¢,6.3¢,7.5.4,8.2.1,8.2.2,
(the service model) 8.2.3,8.2.4,8.3,8.5.2.1
Selected SIAM structure 7.2,7.3,8.2.1,8.3.4
Process models 7.5.4¢, 8
Practices [procedures] 7.5.4k, 8
Structural elements [boards, forums, working 6.3d,7.2,74,8.1
groups]
Roles and responsibilities 5.3,71,7.2
Governance model 5.1,5.2
Performance managément and reporting 6.3h,7.6,8.1,9
framework
Collaborationxmodel 6.3f, 8.2.3,8.3.4
Tooling strategy 6.3g,7.1
Ongoifigimprovement framework 6.3h, 10
Approved business case 6.3,8.5.2.1,8.4.1
Organizational change management 8.5.1
SerVice integrator appointed; service providers 8.2.3,8.3.4
appointed
Plan for service provider and service retirement 8.5.1.2,8.5.2
NOTE For additional information, refer to section 2.2.4.1.6 SIAM Foundation Body of Knowledge, 2nd edition[Z]

and section 3.1.7 SIAM Professional Body of Knowledge, 2nd edition.[8]

6.2.4 Implement

During the implement stage, the strategy and plans are implemented. The approaches to defining and
managing the transition to a new SIAM model should be considered, along with any specific associated
factors affecting the customer organization. The organization should consider any identified risks that
could affect the transition to the new SIAM ecosystem.

The risks in this phase can include:

— issues or constraints that were not identified in discovery and strategy;
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— intermediate states that have not been identified in plan and build;

— project dependencies that were not previously identified or are not met during the implementation
stage;

— delays in implementation;

— organizational change resistance.

The implement stage is the first stage that will impact customer delivery.

The perf(]—d_m_l—Ffrl_lrlﬁ‘b_l_l_ﬁ'ﬁrmance and resulting delivery against the plan should be closely monitored to ensure that
negative impacts are minimized and the planned positive impacts are realized.

The plan §hould consider contingencies to respond to deviations from the plan and to minimize wegative
impact. With any approach, it is important to ensure that there is limited disruption tothe serviges

being deljvered; even in the smoothest running transition there will be impacts to sefvices. A robust
plan will {nclude such contingencies.

The impl¢ment stage focuses on the management of transition, where all preyiously developed plgns
are implemented to enable the organization to move from the current state te{the desired SIAM modEl.

Within the implement stage, OCM should manage the impact of the SIAM¢nvironment.

The SIAM implementation stage is aligned to the service design, build and transition requirements
within ISP/IEC 20000-1:2018, 8.5. There are suggested approaches (e.g. big bang or phased) in the
SIAM BoHs. The requirements of ISO/IEC 20000-1 remain applicable.

Table 4 presents the inputs and outputs of the implement‘stage. These inputs and outputs have been
mapped tp the requirements in ISO/IEC 20000-1.

Table 4 — Implementinputs and outputs

Implement ISO/IEC 20000-1:2018
clauses
Input
Transition the strategies and.plans to the SIAM model | 8.5
Outputs
SIAM model is in-place and operating, supported by appropriate 8.5.1,8.5.3
contracts and agreements

6.2.5 Run and improve

In the ruph and improve stage, the operating model focuses on providing consistent, agreed servjce
outcomes| to the~business. The run and improve roadmap stage will usually commence when the
implemerlt stage is completed, although often some aspects of the transition will overlap with the
implemer]t'stage. If the chosen implementation approach is "phased", the run and improve stage will
take on elements of delivery in an incremental way as each phase, service, process or service provider
enters the run and improve stage.

The structural elements are operated at this stage to provide stability, support and governance of the
SIAM ecosystem, enabling and encouraging collaboration activities amongst service providers and
focusing on continual improvement.

ISO/IEC 20000-1 views the run phase of a SIAM model to be the ongoing management and operation
of an SMS as planned and built. This will focus primarily on ISO/IEC 20000-1:2018, Clause 8. It is
important to note that within a SIAM model the execution of processes can involve multiple service
providers. Each provider can carry out individual steps in a different way but as part of the integrated
process model.
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Performance evaluation (ISO/IEC 20000-1:2018, Clause 9) is relevant to the run phase:

— ISO/IEC 20000-1:2018, 9.1 - 9.2 ensure the ongoing monitoring, measurement, analysis, evaluation
and internal audit of the SMS;

— ISO/IEC 20000-1:2018, 9.3 ensures that there is ongoing review by top management of the SMS and
services. The results of these reviews should include identified improvement opportunities and any
necessary changes to the SMS or services;

— ISO/IEC 20000-1:2018, 9.4 ensures that service reporting supports the decision-making
requirements of top management as well as the performance evaluation needs

ISO/IEC 20000-1:2018, Clause 10, includes both the management of nonconformity (ahd-gssociated
cofrective actions) as well as continual improvement. In a SIAM context, continual improveinents can
in¢lude:

=}

—| improvements in the services from individual service providers, e.g. improvement in service
availability;

—| improvements in the process compliance or performance of individual service provjders, e.g.
reduction in failed changes for a supplier;

—| improvements in the end-to-end performance of each processinthe environment, e.g. morg efficient
change coordination between service providers;

—| improvements in the performance of a service across, miiltiple service providers, e.g. mgre robust
recovery from incidents in a dependent service allowing more reliable service performarice for the
consuming service;

—| cross process improvements, e.g. provision.ef relevant, detailed and timely incident mapagement
information to support problem managemert.

Al] these improvements are common in asSIAM environment and the SIAM management is rgsponsible
for ensuring that all improvements are_ eansidered and prioritized appropriately.

Table 5 presents the inputs and outputs for the run and improve stage. These inputs and outputs have
belen mapped to the requirements-in ISO/IEC 20000-1.

Table 5 — Run and improve inputs and outputs

Ryin and improve |ISO/IEC 20000-1:2018 claunses
Iﬂputs
The SIAM model 4
Process models 7.5.4e,7.6,8
Performance management and reporting framework 9
Collaboration model for service providers 8.2.3,8.3.4
Tnn]ing strategy Introduction 1 6 Qg, 7.1
Ongoing improvement framework 10
Outputs
Run outputs: business as usual outputs including reports, service 9.1,9.3,9.4
data and process data
Improve outputs: information used to evolve and continually 10
improve the SIAM model
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Annex A
(informative)

Clauses of ISO/IEC 20000-1:2018

Table A.1 provides the ISO/IEC 20000-1:2018 clauses which have been referenced in Tables 2 - 5 in
Clause 6. An X indicates which table has a reference to which clause.

NOTE
The colun
— Table
— Table
— Table
— Table

Table A.1 — Clause titles in ISO/IEC 20000-1:2018 referenced in Tables 2 - 5 in Clause 6

Where there is no reference in this table, the clause is not referenced in Tables 2 - 5.

ins in Table A.1 represent:

|2 — Discovery and strategy;

|3 — Plan and build;

|4 — Implement;

|5 — Run and improve.

20(:(5)3-11:}32(:018 Title of ISO/IEC 20000-1:2018 clause Table 2 | Table3 | Table4 | Table b
clayise
Introductjon Introduction X
1 Scope X
4 Context of the organization X
4.1 Understanding the organization and its X X
context
4.2 Understanding the neéds and expectations of X
interested parties
4.3 Determining tle scope of the service X X
management system
4.4 Service mahagement system X X
5.1 Leadérship and commitment X X
5.2 Policy X
521 Establishing the service management policy X
5.2.2 Communicating the service management
policy
Oraganizatianal vralac racnancihilitiac and
5.3 ;utﬁor;t:es .............................. d e e
6.1 Actions to address risks and opportunities X X
6.2 Service management objectives and planning
to achieve them X X
6.2.1 Establish objectives X X
6.2.2 Plan to achieve objectives X X
6.3 Plan the service management system X X X
7.1 Resources X X X
7.2 Competence X X
7.3 Awareness X
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Table A.1 (continued)
ISO/IEC
20000-1:2018 Title of ISO/IEC 20000-1:2018 clause Table 2 | Table3 | Table4 | Table5
clause
7.4 Communication X
7.5.4 Service management system documented
information X X X
7.6 Knowledge X X
8 Operation of the service management system X X
8. Operational planning and control X qo'.)
8.p Service portfolio X qgv
8.p.1 Service delivery X ,\b& e
8.p.2 Plan the services X Y
8..3 Control of parties involved in the service Q@\) X
lifecycle O\
8.4 Service catalogue management x(b "X
8.B Relationship and agreement ¥ N X
8.B.4 Supplier management \\Q/V X X
8.8.4.1 Management of external suppliers f(:)\‘
8.8.4.2 Management of internal suppliers and \‘O
customer acting as a supplier i $\ X
8.4.1 Budgeting and accounting for servige& X X
8.p Service design, build and transigi@v X
8.p.1 Change management §\§\ X X
8.p.1.1 Change management policy?, -
8.p.1.2 Change management igi&l‘:ion X
8.p.1.3 Change managemgr@civities X
8.p.2 Service design gqﬁ\}ansition X
8.p.2.1 Plan new orqﬁyn}ged services X
8.p.3 Release,a‘Qg-’(\ieployment management X
9 PerAforMnce evaluation X X
9.1 \toring, measurement, analysis and X
|evaluation
B N &’Management review X
9.4 ,-\Q‘\‘ Service reporting X
1( Q‘\AU Improvement X X
N
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Annex B

(informative)

Correlation of the ISO/IEC 20000 series with SIAM best practices

B.1 Relationships of STAM inputs and outputs to the requirements or guidance in

the ISO/IEC 20000 series

Table B.1 shows the relationship of SIAM inputs and outputs to the requirements and guidahge'in pa

the ISO/IEC 2000 series, specifically:

system requirements;

appligation of service management systems;

definition and applicability of ISO/IEC 20000-1;

guidance for ISO/IEC 20000-1.

rts

ISO/IEC 20000-1:2018, Information technology — Service management — Part 1: Service managemént

ISO/IEC 20000-2:2019, Information technology — Service management < Part 2: Guidance on the

ISO/IEC 20000-3:2019, Information technology — Service management — Part 3: Guidance on scdpe

ISO/IEC TS 20000-5:2022, Information technology — Serviceimanagement — Part 5: Implementation

When a whole number (e.g. 1, 2, 3, etc.) is listed as a clause reference, it includes all subclauses. Unlgss

otherwisg¢ specifically documented, any subclause referenced includes its third-level subclauses.

Table B.1 — Relationship of SIAM inputs'and outputs to requirements or guidance

in ISO/IEC 20000 series
ISO/IEC 20000- ISO/IEC ISO/IEC ISO/IEC
1:2018 20000-2:2019 | 20000-3:2019 | TS 20000}
5:2022

Discovery and strategy
Inputs
Enterprisg, corporate and [T\ governance 4.1,4.2,4.3 4.1 4,6.2.4 4.1,4.6
standards
Current bfisiness, procurement and IT 4.1,4.2,4.3,5.1a 4.2,4.3,5.1 4,6.2.4,6.7 4.3,4.5,4.6
strategieq
Current ofganization structure, processes, |4.3,4.4,5.2.1,5.3,(4.3,4.4,5.2,6.3 5.3.5 44,45
products fnd practices 6.3c
Existing skerwice provider information 43c,5.1e, 7.5 4] 43 51,754 52,53 63
including existing contracts and agree- 8.3
ments
Understanding of market forces and 4.1,4.2,6.3g 4.2,6.3 4.6
technology trends
Outputs
Management of risk 6.1
An established SIAM transition project 6.2 4.2,5.1,6.1,6.2 4.7,4.8,49,5
Strategic objectives 4.1,6.2 4.1,6.2
Governance requirements and high-level 51,6.2.1 4.4,5,6 4.2,4.3,5,6
SIAM governance framework

22
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Table B.1 (continued)
ISO/IEC 20000- ISO/IEC ISO/IEC ISO/IEC
1:2018 20000-2:2019 | 20000-3:2019 | TS 20000-
5:2022
Defined principles and policies for roles 5.3,6.3¢e 5.1,5.3,6.3 4.3,6.7
and responsibilities
Mabp of existing services and sourcing 4.3c,6.33,6.3f, |4.3,6.3,71,7.2| 6.2.4,6.3,6.7
environment 71,72,
Current maturity and capability levels 5.1,5.3,6.2.2 5.1,5.3,6.2
Mprket awareness 4.1,5.1d 41,51 _\(b
Approved outline business case for SIAM 6.3 6.3 = )l’ 5.3
Stpategy for SIAM 6.2 6.2 5.2,5.356 .” 5
Oytline SIAM model 6.2 6.2 acs 5
P‘an and build (\Q\)
Iﬂputs qgv
Mpnagement of risk 6.1 L% v
An established SIAM transition project 6.2 4.2,5.1, ?:'1‘ 8‘.2 4.7)4.8,4.9,5
Strategic objectives 41,6.2 {@\f
G¢vernance requirements and high-level 44,51,6.2.1 l@\S‘.l, 6.2 4.2,4.3,5,6
SIAM governance framework i \%
De¢fined principles and policies for roles 5.1g,5.3,6.3e Ox\ ‘5.1, 5.3,6.3 4.3,6.7
anld responsibilities <
Mpp of existing services and sourcing 4.3c, 6.?‘6)% 4.3,6.3,71,7.2 | 6.2.4,6.3,6.7
erfjvironment 7.1, 72\\2 4, 8.2
Cyrrent maturity and capability levels 5.&5}},, 6.2.2, 5.1,5.3,6.2
V\@ 6.3b
Mprket awareness \\' 4.1,5.1d 4.1,5.1
Approved outline business case for SIAM&‘ 6.3 6.3 5.3
Stkategy for SIAM o 6.2 6.2 5.2,5.3,6 5
Oytline SIAM model N 6.2,8.2.2,8.5.2 6.2 5
Outputs (-’\\u
Fyll design of the SIAM r{loq;'l/including:
Services, servi \oups and service | 6.3a, 6.3b, 6.3c, 6.3,7.5,8.2.1, | 5.3,6.2.4,6.3,
providers (i rvice model) 6.3e,7.5.4,8.2.1, |8.2.2,8.2.3, 8.3,
A 8.2.2,8.2.3,8.2.4, 8.5.2
0_@ 8.3,8.5.2.1,
Se e@ﬁ SIAM structure 7.2,7.3,8.2.1, 7.2,7.3,8.3.4
~ 8.3.4.
R }{ocess models 7.5.4¢, 8 7.5.4
— fprocedurest 754k 8 754
Structural elements [boards, forums,| 6.3d,7.2,7.4,8.1 | 6.3,7.2,7.4,8.1
working groups]
Roles and responsibilities 5.3,71,7.2 53,71
Governance model 5.1,5.2 5.1,5.2
Performance management and 6.3h,7.6,8.1,9 6.3,7.6,8.1,9
reporting framework
Collaboration model 6.3f,8.2.3,8.3.4 |6.3,8.2.3,8.3.4 5.3.3-.5
Tooling strategy 6.3g7.1 6.3,7.1 4.10
Ongoing improvement framework 6.3h, 10 6.3,10
Approved business case 8.5.2.1 8.5.2
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Table B.1 (continued)

ISO/IEC 20000- ISO/IEC ISO/IEC ISO/IEC
1:2018 20000-2:2019 | 20000-3:2019 | TS 20000-
5:2022
Organizational change management 8.5.1 8.5.1 4.13
activities
Service integrator appointed; 8.2.3,8.3.4 8.2.3,8.3.4
service providers appointed
Plan for service provider and service 8.5.1.2,8.5.2 8.5.1
ret{rement
Implement
Inputs
All outputs from discovery and strategy, 8.5 8.5 5
plan and Quild
Outputs
New SIAM model is in-place and operating, 8.5.1,8.5.3 8.5.1,8.5.3 5.2,5.3/6.2, 5
supported by appropriate contracts and 6.3;64,6.6,6.7
agreemen|ts
Run and {mprove
Inputs 4.6,4.7
The SIAM|model 4
Process njodels 7.5.4e,7.6,8 7.5)7.6, 8
Performahce management and reporting 9 9
frameworfk
Collaboration model for providers 8.2.3,8.3.4 8.2.3,8.3.4 5.3.2-5,
6.2.4,6.3
Tooline stkate Introduction, 1, 6.3,7.1
& 8y 6.3g, 7.1
Ongoing improvement framework 10 10 6.6
Outputs
Run outpyts: business as usual outputs 9.1,9.3,9.4 9.1,9.4 7.1
including feports, service data and pracess
data
Improve dutputs: informationased to 10 10 71,73
evolve angl continually impréve the SIAM
model
B.2 Crgss-referencing SIAM artefacts with ISO/IEC 20000-1 mandatory
documegnted information

Table B.2LL A i
with the best practlces of SIAM. ISO/IEC 20000 2:2019, Annex A has a complete llst of mandatory

documented information for ISO/IEC 20000-1.
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