
SERVICE INTEGRATION 
AND MANAGEMENT



Service Integration & Management (SIAM)
Managing the multi vendor environment 

Ryan Porter 
Datacentrix Service Integration Manager 



Service Integration & Management (SIAM)

• What is it?
• Why should we adopt SIAM? 
• What is the goal?
• Typical implementation model 
• SIAM benefits
• SIAM in action



Speaker Introduction 

About the speaker:

• ITIL, CobiT, SDI & DevOps Certified 
• Over 10 years experience in service management
• Consulted to major institutions both locally & internationally, at 

all levels from service desk to executive level
• Evangelist of great customer service 
• Passionate about efficient service delivery 



The world of TODAY !

• Time is of the essence
• Scalability a necessity
• Management essential
• Communication is crucial 
• Simplification required



SIAM Introduction 

• Investment – time & money
• Planned
• Trained
• Individual & Team Goals
• Management expectations



What is it?

Service Integration & Management (SIAM) is a management methodology 
that can be applied in an environment that includes services sourced from a 

number of service providers

ManagementGovernance Integration Assurance Co-ordination

= Unlocking value 

++ ++
Co-operation

+



Why should adopt SIAM?

Network Vendor Database Vendor Application team 

SIAM culture 
“Fix first argue later”

=

A classic example 

Drive resolution with 
minimal business disruption 

Eliminate finger 
pointing 

BlamesBlames

Business outcome 
using SIAM  

Current issues 

Statement



What is the goal? 

Single point of visibility End to End accountability 
for performance & delivery 

Coordinate & integration across 
multiple services & suppliers

Assure suppliers performance Ensuring services meet 
business needs

Provide governance on 
behalf of the business



Typical implementation model? 

1.Discovery & Strategy 
2.Plan & Build

3.Implement
4.Run, Monitor & Improve

Roadmap Benefits

Defined SIAM requirements  Providing a planning framework  

Roadmap Stages

Craft appropriate Model 

Guiding the Implementation Direct ongoing continual improvement 



SIAM structure   

SIAM Structure

Single Interface to   
the business

Multi-vendor 
alignment & 
governance

Consolidated service 
reporting

Clear ownership 



Datacentrix SIAM -Mechanics

The co-operation 
Agreement 

Essential component in 
aligning multi-vendor 
management

A formal business 
document outlining the 
basic terms of the SIAM’s 
agreement with other 
service providers



SIAM Benefits 

Optimized overall costs Reduced business risk Economies of scale 

Optimal use of resources Consistent use of 
quality processes  

Increased responsiveness
to change

R
R



SIAM in action!

Applications Networks Service Desk Service 
Management

EUCInfrastructure

SIAM



Questions? 

Questions?
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