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Baggrund for
SIAM pa AAU

Fastholdelse af brugertilfredshed og driftsstabilitet
Komplekse hybride driftsaftaler

Mange leverandarer til én it-servicel@sning

Starre krav til effektivt samarbejde og koordination

Lav modenhed pa processer, roller og ansvar

Manglende transparens mht. servicelgsninger (End2End)
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Fokusomrader

Brugertilfredshed /

SIAM

Leverandﬂrsamarbejde/ Driftsstabilitet /

Styring af leverancer og Processer, roller og
forpligtelser ansvar

(End to End)

| kontrol med

multisourcing /

o

J SIAM (Service Integration And Management)

| CONTRACT
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SlAM- vardi for AAU

Komplekse hybride driftsaftaler

> @get fokus pa cloud, hosting, sikkerhed, integrationer

> Forbedre overblikket og orkestrering over driftsaftaler
Mange leverandarer til én it-servicelgsning
> Starre krav til effektivt samarbejde og koordination

> Etablering af samarbejdsgrupper og fora
Lav modenhed mht. roller & ansvar samt processer
> Synliggarelse og effektivisering af processer og flow
Manglende transparens mht. services

> Analysere, fortolke, monitorere, rapportere, kommunikere
samt tilpasse leverancer og forpligtelser med saerlig fokus pa
servicemal.

> POC pé udvalgte services

«

(" Contractual

* Principles of
collaboration/cooperation

* Role of Service
Integrator/assurance
responsibilities

* Delegated authorities

* Approach to E2E service
levels / critical deliverables

* Approach to shared
\_ risk/reward

N
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Operations manual

* Inter-party dependencies

* Inter-party responsibilities
* Statement of Work (SOW)

N

( Contractual
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Customer Retained Capabilities

Service Level
Agreement

Service Level

Agreement

Service Level

Agreement

Service Level

Agreement

Service
Provider

Service Integrator

Service
Provider

Service
Provider

Service
Provider

Collaboration
Agreement /
OLA

Collaboration
Agreement /

Collaboration
Agreement /
OLA OLA

(
SIAM model

* Organizationand
governance

* Common policyand
procedures

* Dispute management

* Toolset integration
standard

J




- ’ Discovery &

Strategy

Teknisk \
Projektledelse

Run " Plan
Asset

Service
\ Management Integration l

N
. Internal service External service External service

I mplement BU I Id provider provider 1 provider 2
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Improve

SIAM roadmap
&

okosystem
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Customer Organization

Service Integrator
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SIAM foundation uddannelse af nggle medarbejdere

Definere Service Integrator stilling

POC: Office 365 (Collaborations-services) RPA og ERP

Definition af de 3 lag i SIAM gkosystem: Strategi —
Integration — Leverance pa baggrund af POC erfaringer

Udvikling af SIAM processer, dokumenter, roller og ansvar

Contract Lifecycle Management pa software, hardware,
service og konsulent aftaler

SLA fortolkning af eksisterende aftaler mhb. pa at definere
SLA standarder/skabeloner.

Veerktgjsunderstgttelse

*Contract & Vendor management
*IT Service management
*Enterprise Architecture

Nuvarende indsatser

’ Discovery &

Strategy

Service
Integration
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