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Foreword

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, gnvnrnmnnfn] and nnn-gnvnrnmnnfn]’ in liaison with ISO and IEC also take partin the

work

The procedures used to develop this document and those intended for its further maintenance
are described in the ISO/IEC Directives, Part 1. In particular, the different approval, Criteria
need¢d for the different types of document should be noted. This document was .drafted in
accordance with the editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives or
wwwliec.ch/members_experts/refdocs).

ISO apd IEC draw attention to the possibility that the implementation of this document may involve the
use of (a) patent(s). ISO and IEC take no position concerning the evidence, validity or applicability of
any claimed patent rights in respect thereof. As of the date of publication of this-document, ISO and IEC
had rfot received notice of (a) patent(s) which may be required to implement this document. However,
impldmenters 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;://pdtents.iec.ch. ISO and IEC shall
not be held responsible for identifying any or all such patent rights.

Any tirade name used in this document is information given fofithe convenience of users and does not
constitute an endorsement.

the World Trade Organization (WTO) principles\in the Technical Barriers to Trade (TBT) see
wwwliso.org/iso/foreword.html. In the IEC, see-wéww.iec.ch/understanding-standards.

This kocument was prepared by Joint Teclnical Committee ISO/IEC JTC 1, Information technology,
Subcgmmittee SC 40, IT service managemeht and IT governance.

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

Any feedback or questions on-this document should be directed to the user’s national standards
bodyl A complete listing of-these bodies can be found at www.iso.org/members.html and
wwwliec.ch/national-committees.
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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 life

cycle,

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:

— increased complexity of sourcing models using multiple service providers;

— adesire to remove reliance on any particular service provider;

— the requirement for effective controls for managing a multi-provider ecosystem;

— adesire for the ability and flexibility available from specialized service providers in this field

SIAM is an evolution of service management methodologies that includes*services integrated 3
multiple service providers. It has developed as organizations have,moved away from outso
contracts with a single service provider to an environment with multiple service providers. SIAI
evolved out of the challenges associated with these more complex-operating models. SIAM add
the issue of "accidental multi-sourcing"”, where an organization engages in an ad hoc way with my
service providers and services over time, with no consistent ¢verall control.

SIAM incorporates the concept of a service integrater layer, which is a single, logical entity

Ccross
hirced
M has
esses
Itiple

held

accountable for the end-to-end delivery of services. The service integrator layer is where end-to-

end service management, assurance, integration.’and coordination are performed. It focus
implementing an effective cross-service providerscapability and executes the requirements direct
the customer organization.

This document also provides a mapping bétween the requirements and guidance of ISO/IEC 20
and the elements in the SIAM methodology.

bS on
ed by

D00-1

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

1 Scope

This document provides guidance for organizations that are establishing or(immproving a s¢rvice
management system (SMS) by incorporating a service integrator. The incorporation of a s¢rvice
integrator is aimed at addressing an environment that includes services soutced from multiple s¢rvice

providers.

This document specifically focuses on Service Integration and Management (SIAM) in the context] of an

SMS.
The intended users of this document include:

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

SMS

— consultants and advisors that support an organization during SMS implementation or improvement,

where a SIAM approach is being adopted.

NOTE1 This document is applicable for organizations implementing SIAM in conjunction with SMS. It

does

not limit organizations or individuals from_implementing any other management and governance model for

managing multivendor environments along-with SMS.
This document is not applicable to.organizations that have only one service provider.
NOTE 2 In SIAM, the term "supplier" is not used. Internal and external suppliers are both referred

“service providers”. See 4.2 for further comparison of terminology.

2 Normative references

to as

The following dotiments are referred to in the text in such a way that some or all of their cdntent

constitutes requirements of this document. For dated references, only the edition cited applief

. For

undated referénces, the latest edition of the referenced document (including any amendments) applies.

ISO/IE€ 20000-1, Information technology — Service management — Part 1: Service management spstem

requirements

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

3 Terms and definitions

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

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

— ISO Online browsing platform: available at https://www.iso.org/obp

— IEC Electropedia: available at https://www.electropedia.org/

© ISO/IEC 2023 - All rights reserved
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31
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: SIAM Professional Body of Knowledge, 2021]8!

3.2
function
orgarjizational entity, typically characterized by a special area of knowledge or expertise

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

3.3
organizational change management
OCM
procdss used to manage changes to business processes, organizational structures and cultures within
an organization

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

3.4
retained capabilities

functjons within the customer organization that are responsibléfor strategic, architectural, business
engagement and corporate governance activities

Note [l to entry: The customer organization will include semi¢ retained capabilities that may include any
accouptabilities and responsibilities that remain with the customer for legislative or regulatory reasons.

Note P to entry: Some services may be delivered by the customer’s staff. These staff are considered internal
servide providers and not part of the customer retained capabilities.

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

the clistomerreceives

Note |1 _to. entry: Service integrator accountability includes end-to-end service governance, management,
integijation, assurance, coordination, visibility and transparency in performance.

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

3.7
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
framework of rules, policies, processes, and in some cases legislation, by which businesses ase.operated,
regulated and controlled

Note 1 to entry: Ina SIAM ecosystem, governance refers to the definition and application of poligies and stanflards.
These define and ensure the required levels of authority, decision-making and accountabitity'performed by SIAM
boards (see "structural element").

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

3.10

SIAM model
customer organization-initiated structure consisting of practices, processes, functions, roles and
structural elements described within the SIAM methodglogy and based on the layers in the |[SIAM
ecosystem

[SOURCE: SIAM Professional Body of Knowledge, 20218

3.11
SIAM practice
actual application or use of an idea, belief pi-method, as opposed to the theories relating to it

Note 1 to entry: There are four types of practice: people, process, measurement, technology. These practicelareas
address governance, management, integration, assurance and co-ordination across the layers, and need|to be
considered when designing, operatirfgor managing the transition to a SIAM model.

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

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

Note 1 to entry:“These include boards, process forums and working groups.

[SOURCE;:-S{AM Professional Body of Knowledge, 2021][8]

4. \ISO/IEC 20000-1 and Service Integration and Management

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 ser

vices using technology and digital information. The examples given in this document illustrate a

variety of uses of SIAM in the context of an SMS.

Exclu

sion of any of the requirements in ISO/IEC 20000-1:2018, Clauses 4 to 10, is not acceptable when

the organization-claims-conformitv to ISO/IEC 20000-1 irrespective gf the nature of the organization
=] " 7 7 )t =)
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rganization cannot demonstrate conformity to the requirements specified in ISO/IEC 200001 if
s not provide or operate at least some of the services, service components or processes withir the
of the SMS.

FC 20000-10 includes the concepts for an SMS, the vocabulary used for the ISO/IEC 20000 series,
description of each part of the series and related standards. Guidance is available itother parts of
O/IEC 20000 series including:

50/1EC 20000-2: Guidance on the application of service management systents;
50/1EC 20000-3: Guidance on scope definition and applicability of ISO/IEC-20000-1;
5O/1IEC TS 20000-5: Implementation guidance for ISO/IEC 20000-1¢

50/1EC 20000-6: Requirements for bodies providing audit and certification of service management
ystems;

SO/IEC TS 20000-11: Guidance on the relationship. between ISO/IEC 20000-1 and service
nanagement frameworks: ITIL®.

e 1 illustrates an SMS showing the clause contenfof ISO/IEC 20000-1. Numbers in parentheses in
e 1 indicate ISO/IEC 20000-1 clause numbers..See Annex A for a list of the ISO/IEC 20000-1 clause
ers and titles.
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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

|

SERVICE
REQUIREMENTS

SERVICES

SUPPORT OF THE SMS (7)
* Resources  Competence o Awareness » Communication ¢ Documented Information e Knowledge

OPERATION OF THE SMS (8)

RELATIONSHIP & AGREEMENT
« 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.

SERVICE DESIGN, BUILD, & TRANSITIO
« Change Management

e Service Desigi and/'Transition

« Release & Deployment Management

RESOLUTION AND FULFILMENT
« In¢ident Management
o/Servite Request Management

¢ Problem Management

SERVICE ASSURANCE

« Service Availability Management

« Service Continuity Management

« Information Security Management

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

4.2 Terminology comparison

Table 1 compares terms that are found in either the ISO/IEC 20000 series or the SIAM Bod
Knowledge (BoKs) to show their different uses. This document uses these terms from a

perspective.

Table 1 — Comparisen-ef key terminology between the ISO/IEC 20000 series and the SIAM

es of
SIAM

BoKs

Term

ISO/IEC 20000 series definition

SIAM relationship (BoKs)

customer

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

SIAM uses customer organization afs the
end client to denote the organization
that commissions the SIAM ecosystiem.
They also contribute to and receive|the
integrated SIAM services.

external supplier

another party that is external to the
organization that enters into a contract

The term "supplier” is not used in the
SIAM BoKs. Internal and external

internal supplier

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.

rarliare gra ol £ d+
Qul.}l.}llbl SdlIcv  ouUlITrrTrvIiItiIrecua it as

“service providers”.
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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 processes (and in some cases,
organization’s activities, governance legislation) by which businesses are
and policies and to which top operated, regulated and controlled.
management reports and by which top |There may be many layers of governance
management is held accountable. within a business such as enterprise,
corporate and IT. In a STAM ecosystem,
governance refers to the definition and
application of policies and standards.
These define and ensure the required
levels of authority, decision-making and
accountability.
intergsted party person or organization that can affect, |The term "interested party’ is not used
be affected by, or perceive itself to be  |in the SIAM Boks. "Stakeholder" is used
affected by a decision or activity instead to convey agerson or group of
related to the SMS or the services. people that have a'particular interest in,
or are impacted by, something.
servife integrator entity that manages the integration of |The serviceintégrator is a single, logical
services and service components entity held accountable for the end-to-
delivered by multiple suppliers end delivery of services.

Note 1 to entry: The role of the service |The definition does not focus on
integrator supports the promotion of  |suppliers or supply chain but rather the
end- to-end service management, par- ¢[multiple service provider

ticularly in complex supply chains, byl/ fenvironment (see above: internal and
ensuring all parties are aware of, external supplier).

enabled to perform and are held
accountable for, their role in thesupply

chain.
servife provider organization that manages and delivers |Service provider refers to both internal
a service or services to customers. and external service providers
("suppliers" in ISO/IEC 20000).
top njanagement person or grouplef people who directs |The term "top management" is not used
and controls\athrorganization at the in the STAMS BoKs.
highest level.

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

5 Iptroduction te)the SIAM ecosystem

5.1 [Brief overview of SIAM

SIAM| is ,a>well-known, globally adopted management methodology that can be applied in an
envirpniment that includes services sourced from multiple service providers. It describes the SIAM

practices structures _elements and principles assaciated with the discipline It can he nsed 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.

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

5.2.1 General

SIAM does not include a specific operating model. Instead, it explains that each organization nee

3(E)

ds 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 sui

table

to particular implementations than others. How ever the customer organization chooses to define its

STAM model, It will Include common characteristics. 0y
The SIAM model that an organization adopts can be influenced by several factors including;llgq’
— the services that are in scope of SIAM; ,\b;’

— therequired outcomes related to specific drivers of the organization; QQQ/

— the use of proprietary models by externally-sourced service integrators. (19

Figure 2 shows a high-level SIAM model, including the relationships ‘b%?ween SIAM layers, [SIAM

in subsequent clauses. The diagram is a representation of the many
against the backdrop of the SIAM layers.

practices, processes, functions and structural elements. Each element gﬁhe model is further explpined

N

The three layers (e.g. customer organization, service integrater,'service provider) are shown wit

epts involved in a SIAM 1nodel

h the

structural elements on the left (structural elements are% ibed in 5.2.4). Within the three layers,

other elements exist. The service integrator layer incl
SIAM practices, as well as interfaces with processes "lQe service provider layer includes the prod

that are undertaken largely by the providers an t are managed and coordinated by the sg
integrator. The service provider also interfaces v& the SIAM practices.
X
$ N
NS
Customer R
organizatim\{:\'
layer Y
3 ¢ ©
g <D
g
o
ot ) D Service
i) service .
i integrator

integrator :
laver . functions
\ SIAM
practices

O
)

(e
SIAM str

its specific functions and management of

esses
rvice

MNMean m~a v~~~
I

1ULTDODTD

Service
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

govennance.

In thp SIAM ecosystem, the customer organization commissions the service integrator to manage
multiple service providers on their behalf and according to their requirements. The customer
orgarjization selects and retains ownership of the relationship with each service provider. The
mangdgement of the service providers is carried out by the service integrator on behalf of the‘customer
organization. The service integrator has a relationship with the customer organization-and the service
providers.

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

5.2.3] Service integrator

The service integrator layer is a logical entity within the SIAM ecosystem which is positioned between
the dustomer organization and the service providers, ensuring Mbusiness value for the customer
orgarnjization. The service integrator’s role is to ensure all serviceproviders are contributing effectively
to theg end-to-end services and providing seamless services to,the/organization's customers.

Activjties within the service integrator layer include management, assurance, integration, coordination,
visibility and transparency in performance between,the customer organization and the service
integrator and amongst the service providers. Whatéver SIAM model is adopted, it should allow the
servife integrator to maintain impartiality.

The gervice integrator layer can be providediby one or more internal or external organizations,
inclugling the customer organization. If it is'provided by more than one organization, it may still be
consifdered as a single logical entity.

5.2.4| Service providers

A SIAM ecosystem has multiple service providers. Each service provider is categorized according
to their importance to, and‘potential impact on, the customer organization. The identified service
providers have the responsibility to manage their part of the contract or agreement, including processes
and technology, to suppert end-to-end service delivery.

The service providers can be:
— internal to the customer organization and managed with internal agreements and targets;

— external to the customer organization and managed by contracts with the customer organization;

s L 43 £+l £
T a COMToTITatrolr OT CIrC St TTvv Or

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

8 © ISO/IEC 2023 - All rights reserved
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establish relationships between the various parties through collaboration and communication.
that participate within the structural elements include representatives from the service integ

Roles
rator,

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 tak
information security advisory board or integrated change advisory board;

— process forums — members work together on proactive development, innovations

e e.g.

and

improvements, e.g. continual improvement process forum. These are typically aligned torsp
processes or practices;

— working groups — typically formed on a reactive, ad hoc or fixed term basis, e.g. major inc
management working group. They are convened to address specific issues or projects. Oftg

ecific

ident
n the

process forums and working groups involve the same people but with a differentfocus, whicl may

be proactive or reactive.

5.2.6 SIAM processes

SIAM itself is not a process and does not mandate the use of specific se€rvice management process
operate effectively, it relies on several processes which can be executed across different organizz

es. To
tions

in the same or different SIAM layers. Some processes will span multiple layers. All processes required

by an SMS should consider the SIAM process models.

Many of the processes used within a SIAM ecosystem aredamiliar processes, like change managg
and business relationship management. Within a SIAM model, however, these processes re
adaptation to support integration and coordination:bétween the different parties. They also re
alignment with the SIAM practices.

In a SIAM model, the execution of most processes will involve multiple service providers. Each sq
provider can carry out individual steps in adifferent way, but as part of an overall integrated pr
model. Each party in a SIAM ecosystem should ensure their own processes allow integration wit
SIAM model.

The detail of the process models,~and the allocation of activities to the different layers in the
structure, will vary for each implementation of SIAM.

5.2.7 SIAM practices

SIAM includes specifie.practices that support the activities of the chosen SIAM model. The examp
this subclause give'some illustrations of how to apply SIAM practices, principles and concepts to d
value.

There are four'types of SIAM practices:

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

ment
quire
quire

rvice
ocess
h the

SIAM

les in
eliver

n the

— ~process — e.g. integration of processes across service providers to meet the perforn

lance

TEqUITEMENTS Of The CUSTOMer organization, ensuring process 10w across ait SIAM Tayers;

— 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 the three layers of the SIAM model (see Figure 2), there are several major roles:

— Within the customer organization layer — the customer organization is the end clientythdt is
icorporating SIAM as part of their operational model, who may also have their own customers for
heir products and services:

=+ —-

-+ retained capabilities — roles performed within the customer organization, for example
strategic planning, architectural design, business engagement and corporate,governance;

-+ service owner — accountable for the end-to-end delivery of a service;

—+ SIAM governance lead — a senior role, primarily responsible“Mor providing assurance
regarding the implementation and operation of the SIAM strategy-and operating model;

— Within the service integrator layer — accountable for the end*to-end delivery of services and
generation of business value for the customer organization:

-+ SIAM operational lead — responsible for managing the overall operation of the SIAM
ecosystem, providing direction and leadership, aswell as acting as the ‘escalation’ point for any
management issues;

-+ process owner — accountable for the end:to-end process;

-+ process manager — responsible for the‘'end-to-end, day-to-day operation of a process;

- service manager — responsiblefor-an element of service delivery;

— within the service provider layen— responsible for delivery of one or more services or service
elements to fulfil the needs of the customer organization through collaboration with other service
providers:

—+ process owner —_aecountable for the process within a service provider and the interfaces to
the overall process.model;

—+ process manager — responsible for the process within a service provider and the interfaces to
the overallprocess model.

NOTE Forfurther information, refer to section 5, "SIAM roles and responsibilities” of the SIAM Foundation
Body ¢f Knowlédge, 2nd edition.[7]

6 Deploying S AM withramr 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.

Requirements and guidance for deploying an SMS can be found in ISO/IEC 20000-1, ISO/IEC20000-2
and ISO/IEC TS 20000-5. Additionally, ISO/IEC 20000-3:2019 covers the inclusion of a service integrator,
particularly in subclause 6.7 and the scenarios in Annex A.

Clause A.2 of this document provides a cross-reference of SIAM concepts with dacuments frojn the
ISO/IEC 20000 series.

Every party in a SIAM environment (e.g. the customer organization, service‘integrator and sgrvice
providers) can develop its own SMS and scope for the services they offer.Each SMS can support dne or
more customers. Each party with its own SMS can be assessed for confofmity against the requirements
of ISO/IEC 20000-1.

6.1.2 Implementing SIAM in an existing SMS

An organization with a defined SMS will need to consider How the inclusion of a SIAM model will affect
the SMS and any associated conformity assessments, coitpacts or agreements.

The customer organization should review its overall strategy, service management policy and obje¢tives
asrequired in ISO/IEC 20000-1. Where necessary, these should be revised to take the SIAM driverfs into
account.

6.1.3 Establishing an SMS within an eXisting SIAM environment

Establishing an SMS within an existing SIAM environment requires the same approach as any jother
environment. Care should be taken to ensure that the definition of the scope of the SMS indludes
consideration of the SIAM operational model. This ensures that there is clear delineation betwedn the
SIAM scope and that of any of the other service providers.

In a STAM model, the contracts will be between the customer organization and the service provjders,
but the service integrator will maintain the operational relationships with those service providerg.

6.1.4 Deploying SIAM concurrently with establishing an SMS

When a SIAMvimodel is deployed at the same time as establishing an SMS, the projects or prograimes
may be corordinated 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 pnrcpnr‘fivﬂ of each individual service prnvir‘nr and

the aggregated end-to-end service.

Each [organization will undertake the transition to a SIAM model in a manner that meets its aeeds
and njisk appetite. Moving to a SIAM model is a significant change for an organization and the\effects
and gequirements in time, budget and effort should not be underestimated. Organizational ‘change
mandgement (OCM) should be used to manage the impact of the transition to the SIAM en¥isonment.

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

mapging.

The dlause 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 series.

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

NOTE For further information, refer to section 2 of the SIAM Foundation Body of Knowledge, 2nd editionlZ!
and s¢ctions 2 - 5 of the SIAM Professional Body of Knowledge, 2nd edition.[8

6.2.2| Discovery and strategy

Most{commissioning organizations already-work with one or more service providers and have different
objectives, priorities and resources. Some organizations may already have a sourcing strategy which
align$ their purchasing strategy to ‘business goals. Some may have mature supplier management
capabilities, whereas others will heéd to create these as part of their SIAM roadmap. These factors,
among others, will influence the)decision to adopt SIAM and how to formulate the appropriate SIAM
mods].

The dliscovery and strategy stage initiates the transition to SIAM. At this stage, key strategies are
formyilated and a map) of the current situation is created to enable the customer organization to
deterjmine its sourcing approach and outline model for SIAM. This stage will clarify the organization’s
currgnt capabilityand maturity and allow the production of an outline governance framework, strategy
and outline medel for SIAM.

The gxaet nature of the different governance components will vary depending on the organizations,
their [governance requirements and the SIAM model being adopted. These can include considerations

around sustainability and the environment. I he Iramework 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

reauired changes
T =]

The management of service providers and contracts needs to be a core capability within-any [SIAM
ecosystem. The aim is to build an overall culture of partnership, collaboration and innovation rather
than reliance only on contractual terms.

Data and information strategy is important in any service management implementation. Within $IAM,
data categorization and ownership, as well as interactions and integration with-and between serices,
should be established. Detailed planning for the systems to support the data’and required interfaces
occurs in the plan and build stage.

The strategy should include an architectural view of the service model in addition to the contrgctual
and operational models. The alignment of these three models can facilitate the efficient implementation
of the end-to-end strategy.

For example, if the contract roles and responsibilities cause exeessive fragmentation of responsibjlities
for delivering the end-to-end services to the customer rganization, this can create issues in the
implement and run stages and the improve stages when;

— communicating the roles and responsibilities to.all parties;
— measuring the services and managing SLAs;

— diagnosing and rectifying incidents;

— managing complex problem remediation;

— managing changes and releases:efficiently.

The extent to which fragmentation of services can be supported is dependent on several fdctors
including:

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

— the level of autemation, particularly in monitoring, event management, change management and
release management.

As part of(thé discovery and strategy activities, the SIAM project should define the principles and
policies-that will guide the definition of roles and responsibilities during the plan and build stage.

Manyof the outputs from discovery and strategy are refined and expanded in the plan and |build
stage, so an iterative approach is requlred For example, de51gn1ng the detalled SIAM model i the

regularly and reassess prev1ous dec1510ns when needed. To support thls itis 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.

© ISO/IEC 2023 - All rights reserved 13


https://standardsiso.com/api/?name=5e489721c81a298d0fcf570789a0c0c1

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

The key clauses in ISO/IEC 20000-1:2018 which support the discovery and strategy stage are Clauses 4,
5and 6.

Regardless of whether the SIAM deployment will be included in the establishment of an SMS or whether
ISO/IEC 20000 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) t
4) t

Some

he scope of the SMS and SIAM deployment;
he requirements for the SMS and SIAM deployment.

examples include:

— C
t

1SO/1

ganizational change that is required to implement a SIAM model;

anges to engagement with some existing external service providers to align the requirements to
e customer organization’s standardized processes and service requirements;

anges to requirements of some internal service providers to align:té,the SIAM strategy and
quirements;

anges to technical architectures to align services to the scope‘boundaries being planned within
e SIAM model or the SMS.

C 20000-3 provides some examples of situations where@n-organization with an SMS plans to use

a seryice integrator.

enario 6 in ISO/IEC 20000-3:2019 shows an example of how an internal service integrator can
eet the requirements of an SMS. The organization has decided to implement service integration
ecause of their complex supply chain. The ekganization retains control of numerous processes

shch as supplier management, service reporting and planning for the SMS and services.

enario 7 inISO/IEC20000-3:2019 showsan example ofan external service integrator. This scenario

i$ similar to scenario 6 but here the organization has also outsourced the service integration role.
IFO/IEC 20000-1:2018, Clauses 4(and 5, cannot be outsourced and the external service integrator

r

Table]
have

erates numerous other processes to support service offerings. It is still conformant with the
equirements of ISO/IEC 20000-1.

|2 presents the inputs and outputs of the discovery and strategy stage. These inputs and outputs
been mapped to the.requirements in ISO/IEC 20000-1.

14
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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 4.1,4.2,4.3,50a
Current organization structure, processes, products and practices 4.3,4.4,5.2.1,6:3/6)3c
Existing service provider information, including existing contracts 4.3c, 5.1e, 7.5,41; 7.5.4j, 8.3
and agreements
Understanding of market forces and technology trends 47,4.2,6.3g
Outputs
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 51,6.2.1
framework
Defined principles and policies for roles and responsibilities 5.3,6.3e
Map of existing services and sourcing environment 4.3c,6.3a,6.3f,7.1, 1.2
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 triggeréd formally on completion of the discovery and strategy stage when
the organization confirms its intention to proceed with the implementation of the defined SIAM npodel.
The governance requireménts and high-level framework defined in the discovery and strategy [stage
provide 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
series of intermédiate states that should be able to operate at an agreed level to support cusfomer
requirements.dtcan be that lower service levels or partial delivery of services are acceptable for 4 time
during thesé.intermediate phases. Any such arrangement should be clearly documented and agreed.
The risk ef'delay and the risk mitigations should be included in the plans.

Examplés of scenarios for intermediate states follow.

EXAMPLE 1 A customer organization plans to change the contractual requirements for the existing service

providers to match the desired STAM 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

requi

red 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
at thi

With
1) t

(%)

2) t
3) t

—

4)

=+

1S0/1

f-;\gn includes the rnmp]nh'nn and full apprnva] forthe anign ofthe SIAM madel OCM commences.

5 stage and continues into the next.
n the SIAM model, there are four distinct architectural considerations:

he organization structure for the retained capabilities, any internal service integrator and internal
ervice providers;

he process model, showing roles and responsibilities, ownership and structural elements;

he service model, showing service groupings, sourcing strategy and the scopé.of’services allocated
h service providers;

he technology model (including data models), showing technologies-that will be used to support
he other three viewpoints, including toolsets.

C 20000-1:2018, Clause 9, will be a high focus area for SIAM planning. In a SIAM transition,

performance evaluation should consider the evaluation of:

— €

— P
— P

nd-to-end performance of the services delivered to the:customer(s);
erformance of the services from each service provider;

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

Perfo(t'mance evaluation plans will need to\ensure that data and reporting are available to

supp
(1SO

Table
mapp
neceg
plann

rt business relationships, including ;mianagement of internal and external service providers
[EC 20000-1:2018, 8.3).

|3 presents the inputs and outputs)of the plan and build stage. These inputs and outputs have been
ed to the requirements in ISO/IEC 20000-1. Many of the requirements of ISO/IEC 20000-1 are
sary to SIAM planning, especially Clause 6, but are not necessarily sufficient for completing SIAM
ing because of the needtg-set up the SIAM model and responsibilities of each SIAM layer.

16
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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

GOVETTIANTE TEqUITEMEtS and igh-tever STA M
governance framework

4515621

Defined principles and policies for roles and
responsibilities

5.1g,5.3,6.3¢e

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

5.1,5.3,6.2:2,6.3b

Market awareness 4:,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
Collaboration model 6.3f, 8.2.3,8.3.4
Tooling strategy 6.3g,7.1
Ongoing.improvement framework 6.3h, 10
Appreved 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 edifion!ZI

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;

© ISO/IEC 2023 - All rights reserved

17


https://standardsiso.com/api/?name=5e489721c81a298d0fcf570789a0c0c1

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

— 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 imptementstage s the firststage thrat wittimpact customer detivery:

The performance and resulting delivery against the plan should be closely monitored to ensure_that
negaflive impacts are minimized and the planned positive impacts are realized.

The plan should consider contingencies to respond to deviations from the plan and to minimize'negative
impag¢t. With any approach, it is important to ensure that there is limited disruption to\the services
being delivered; even in the smoothest running transition there will be impacts to sefvices. A robust
plan yill include such contingencies.

The implement stage focuses on the management of transition, where all preyiously developed plans
are ithplemented to enable the organization to move from the current state te@’the desired SIAM model.

With]n the implement stage, OCM should manage the impact of the SIAM.environment.

The $IAM implementation stage is aligned to the service design, biiild and transition requirements
within ISO/IEC 20000-1:2018, 8.5. There are suggested approaches’ (e.g. big bang or phased) in the
SIAM|BoKs. The requirements of ISO/IEC 20000-1 remain appli€¢able.

Tablel 4 presents the inputs and outputs of the implement stage. These inputs and outputs have been
mappged to the requirements in ISO/IEC 20000-1.

Table 4 — Implement inputs and outputs

Implement ISO/IEC 20000-1:2018
clauses
Inpug
Transition the strategies afidjplans to the SIAM model | 8.5
Outpjuts
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 run and iniprove stage, the operating model focuses on providing consistent, agreed service
outcdmes to thesbusiness. The run and improve roadmap stage will usually commence when the
implgment stage is completed, although often some aspects of the transition will overlap with the
implgment;stage. If the chosen implementation approach is "phased", the run and improve stage will
take pn-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:

[SO/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/TIEC 20000-1:2018, 9.4 ensures that service reporting supports the decision-mpking
requirements of top management as well as the performance evaluation needs.

ISO/IEC 20000-1:2018, Clause 10, includes both the management of nonconformity (and“assogiated

corrective actions) as well as continual improvement. In a SIAM context, continual improvements can

include:

— improvements in the services from individual service providers, e.g. inprovement in s¢rvice
availability;

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

— improvements in the end-to-end performance of each procesg-inthe environment, e.g. more effjicient
change coordination between service providers;

— improvements in the performance of a service acrossimultiple service providers, e.g. more rpbust
recovery from incidents in a dependent service allewing more reliable service performance for the
consuming service;

— cross process improvements, e.g. provision of relevant, detailed and timely incident managg¢ment
information to support problem managemeént.

All these improvements are common in a S1AM environment and the SIAM management is respofsible

for ensuring that all improvements are considered and prioritized appropriately.

Table 5 presents the inputs and outiputs for the run and improve stage. These inputs and outputd have

been mapped to the requirements-in ISO/IEC 20000-1.

Table 5 — Run and improve inputs and outputs
Run and improve |ISO/IEC 20000-1:2018 clauses
Inputs
The STAM modetl 4
Process models 7.5.4e,7.6,8
Perfofimance management and reporting framework 9
Colaboration model for service providers 8.2.3,8.3.4
Pooling strategy Introduction, 1, 6.3g, 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]
Claus

NOTE]
The d
— 1

|
—

|
= |3

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

Where there is no reference in this table, the clause is not referenced in Tables 2 - 5.
olumns in Table A.1 represent:
able 2 — Discovery and strategy;
able 3 — Plan and build;
able 4 — Implement;

able 5 — Run and improve.

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

ISO/IEC
20p00-1:2018 Title of ISO/IEC 20000-1:2018 clause Table 2 | Table3 | Table4 | Table5
clause
Introduction Introduction X
1 Scope X
4 Context of the organization X
4.1 Understanding the organizafion and its X X
context
4.2 Understanding the néeds and expectations of X
interested parties
4.3 Determining the'scope of the service X X
management system
4.4 Service mapagement system X X
5.1 Leadéiship and commitment X X
5.2 Policy X
521 Establishing the service management policy X
5.2.2 Communicating the service management
policy
5.3 Organizational roles, responsibilities and
o X X
authorities
6.1 Actions to address risks and opportunities X X
6.2 Service management objectives and planning
: X X
to achieve them
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
20 © ISO/IEC 2023 - All rights reserved
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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
: : X X X
information
/.6 Knowledge X n-A
8 Operation of the service management system X (\q/‘)}(
8.1 Operational planning and control X N q/\')
8.2 Service portfolio X '\D‘
8.2.1 Service delivery X (\Q'
8.2.2 Plan the services X A(\‘\)V
8.2.3 Control of parties involved in the service % 4
: 0"9 X
lifecycle Al
8.2.4 Service catalogue management P (:) X
8.3 Relationship and agreement ')'(\\QO X
8.3.4 Supplier management C\U‘ X X
8.3.4.1 Management of external suppliers g N~
8.3.4.2 Management of internal suppliers and Q ™ X
customer acting as a supplier )
8.4.1 Budgeting and accounting for servi(‘\QY X X
8.5 Service design, build and transitié@\ X
8.5.1 Change management \.‘(\Q) X X
8.5.1.1 Change management polic\)g\"
8.5.1.2 Change management ip‘(’&aon X
8.5.1.3 Change manageme,g@c‘tivitieS X
8.5.2 Service design ;;h‘&t‘fansition X
7
8.5.2.1 Plan new or(CTT}nged services X
8.5.3 Release@rid?ileployment management X
9 Perf@ﬂ%ﬁce evaluation X X
9.1 M@‘tgring, measurement, analysis and X
_{evaluation ’
9.3 (-A\v Management review X
9.4 AOJ Service reporting X
10 X Improvement X X

© ISO/IEC 2023 - All rights reserved
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Annex B
(informative)

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

B.1

Relationships of SIAM inputs and outputs to the requirements or guidance(n

the ISO/IEC 20000 series

TablelB.1 shows the relationship of SIAM inputs and outputs to the requirements and guidahce in parts
the I§O/IEC 2000 series, specifically:

—

50/1EC 20000-1:2018, Information technology — Service management — Part 1: Service management
ystem requirements;

L

[l

5O/1EC 20000-2:2019, Information technology — Service management < Part 2: Guidance on the
pplication of service management systems;

S

50/1EC 20000-3:2019, Information technology — Service management — Part 3: Guidance on scope
efinition and applicability of ISO/IEC 20000-1;

—_— N

5O/IEC TS 20000-5:2022, Information technology — Servieemanagement — Part 5: Implementation
guidance for ISO/IEC 20000-1.

Whern a whole number (e.g. 1, 2, 3, etc.) is listed as a clause reference, it includes all subclauses. Unless
otherjwise specifically documented, any subclause referenced includes its third-level subclauses.

Table B.1 — Relationship of SIAM inpat$’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

Disc¢very and strategy
Inputs
Enterfprise, corporate and IT governance 4.1,4.2,4.3 4.1 4,6.2.4 4.1,4.6
standards
Curr¢nt business, proeticement 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
strategies
Curr¢nt organization structure, processes, |4.3,4.4,5.2.1,5.3,(4.3,4.4,5.2,6.3 5.3.5 44,45
prodfyicts and ‘practices 6.3c
Existjng service provider information, 4.3c,5.1e,7.5.4j, | 4.3,5.1,7.5.4 5.2,5.3,6.3
inclufling existing contracts and agree- 8.3
mentks.
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
anviranmant 71772
Current maturity and capability levels 5.1,5.3,6.2.2 5.1,5.3,6.2 ‘q(p
Market awareness 4.1,5.1d 41,51 qpv
Approved outline business case for SIAM 6.3 6.3 ,\tx © 5.3
Strategy for SIAM 6.2 6.2 5.2,5.3(6) 5
Outline SIAM model 6.2 6.2 Q° 5
Plan and build _ "]>)
Inputs &‘O
Management of risk 6.1 , Q
An established SIAM transition project 6.2 4.2,5.1, 662 47,48,19,5
Strategic objectives 41,6.2 4@26)2‘
Governance requirements and high-level 44,51,6.2.1 4(}}571, 6.2 4.2,4.3,5,6
SIAM governance framework x. (@)
Defined principles and policies for roles 5.1g,5.3, 6.3eQ‘ 5.1,5.3,6.3 4.3,6.7
and responsibilities N Q
Map of existing services and sourcing 4.3c, 6. Bf, 4.3,6.3,71,7.2 | 6.2.4,6.3,6.7
environment 7.1, 7.207|. 4,8.2
Current maturity and capability levels 5.1{5\.‘3', 6.2.2, 5.1,5.3,6.2
&\ 63b
Market awareness \\‘0 4.1,5.1d 4.1,5.1
Approved outline business case for SIAD@ 6.3 6.3 5.3
Strategy for SIAM o5 6.2 6.2 5.2,5.3,6 5
Outline SIAM model O™ 6.2,8.2.2,8.5.2 6.2 5
Outputs ~\' .
Full design of the SIAM,I_I@ﬁ‘including:
Services, servi e‘gx‘oups and service | 6.3a, 6.3b, 6.3c, 6.3,7.5,8.2.1, | 5.3,6.2.4,6.3,
providers (% rvice model) 6.3e,7.5.4,8.2.1, |8.2.2,8.2.3, 8.3,
2 8.2.2,8.2.3,8.2.4, 8.5.2
) 8.3,8.5.2.1,
SeleGted SIAM structure 7.2,7.3,82.1, | 7.2,7.3,8.3.4
~ 8.3.4.
~v\ﬁ}/ocess models 7.5.4¢, 8 7.5.4
ractices [procedures 5.4k, .5.
A d 7.5.4k, 8 7.5.4
@] Structural elements [boards, forums,| 6.3d,7.2,74,81 16.3,7.2,74,8.1
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
carvicanrauvidare annainiad
Plan for service provider and service 8.5.1.2,8.5.2 8.5.1
retirement
Implgment
Inputgs
All outputs from discovery and strategy, 8.5 8.5 5
plan‘£nd build
Outpluts
New PIAM 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
supp¢rted by appropriate contracts and 6.3;6.4,6.6,6.7
agregments
Run find improve
Inputs 4.6,4.7
The §IAM model 4
Procg¢ss models 7.5.4e,7.6,8 7.5,)7.6,8
Perfgrmance management and reporting 9 9
framework
Collaporation model for providers 8.2.3,8.3.4 8.2.3,8.3.4 5.3.2-5,
6.2.4,6.3
Toolihe strate Introdugtion, 1, 6.3,7.1
g gy 6.3g, 7.1
Ongofing improvement framework 10 10 6.6
Outpjuts
Run gutputs: business as usual outputs 9.1,9.3,9.4 9.1,9.4 7.1
inclufling reports, service data and process
data
Imprpve outputs: information dsed to 10 10 71,73
evolvie and continually improve-the SIAM
modql
B.2 |Cross-referencing SIAM artefacts with ISO/IEC 20000-1 mandatory

documentedjinformation

Table]
with

| B.2 lists the required documents from ISO/IEC 20000-1 and shows how they can be aligned
the) best practices of SIAM. ISO/IEC 20000-2:2019, Annex A has a complete list of mandatory

docu

24

ented information for lDU/lll:.L. <2UUU0U-1.
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