GLOBAL SIAM SURVEY 2020

WHITE PAPER

SPONSORED BY

CONTENTS
1.

INTRODUCTION

4

1.1 About Scopism

6

1.2 About 4me

6

2.

7

DEMOGRAPHICS

2.1 Countries

9

2.2 Gender breakdown

10

2.3 Age

11

2.4 Salaries and compensation

11

2.5 Industry analysis

12

2.6 Organization size

13

2.7 Job titles

14

2.8 Types of responding organizations

15

3.

16

ORGANIZATIONS PLANNING TO ADOPT SIAM

3.1 What is the strategic driver for your organization considering SIAM?

17

3.2 How long do you expect your SIAM transition to take?

19

3.3 What type of services are in scope?

20

3.4 Will all of your vendors/service providers be included in the SIAM model?

21

3.5 How do you plan to implement SIAM?

23

3.6 What type of service integrator structure do you plan to adopt?

25

3.7 What benefits do you hope to achieve?

26

3.8 What challenges do you expect to face?

28

3.9 What skills and capabilities do you believe will be particularly important in a SIAM transition?

29

3.10 Is your existing IT service management tool fit for purpose in a SIAM model?

30

3.11 What management methodologies do you plan to use in your SIAM model?

31

3.12 Have your staff undertaken SIAM training?

33

3.13 Any other comments

34

2 Global SIAM Survey 2020

www.scopism.com

4

ORGANIZATIONS WHO HAVE ADOPTED SIAM

35

4.1 What was the strategic driver for your SIAM transition?

36

4.2 How long did your SIAM transition take?

37

4.3 What type of service integrator structure did you adopt?

38

4.4 What services are in scope?

38

4.5 Are all of your vendors/service providers included in the SIAM model?

39

4.6 What benefits did you achieve?

40

4.7 What challenges did you face?

41

4.8 What skills and capabilities are particularly important for a SIAM transition?

42

4.9 Is your existing IT service management tool fit for purpose in a SIAM model?

43

4.10 What management methodologies/frameworks are in use in your SIAM model?

44

4.11 Have your staff undertaken SIAM training?

45

4.12 Any other comments

46

5. ORGANIZATIONS WHO SELL SIAM CONSULTANCY OR SOLUTIONS

47

5.1 What type of organization are you?

48

5.2 What is the main strategic driver for your customers’ SIAM transition?

49

5.3 What type of service integrator do the majority of your customers adopt?

50

5.4 What type of services are in scope for your clients?

50

5.5 How long do your customers’ SIAM transitions typically take?

51

5.6 What benefits do your customers expect to achieve?

52

5.7 What challenges do your customers typically face?

53

5.8 What skills and capabilities are particularly important?

54

5.9 What management methodologies/frameworks are in use in your customers’ SIAM models?

55

5.10 Have your staff undertaken SIAM training?

56

5.11 Any other comments

57

CLOSING COMMENTARY

58

3 Global SIAM Survey 2020

www.scopism.com

1. INTRODUCTION
This whitepaper presents the results from the third annual SIAM survey, carried out in 2020.
The survey results are based on the responses from more than 350 people. We would like to
thank everyone who responded to the survey for their input, and for helping us to build a
picture of SIAM maturity and adoption.
Scopism is also grateful to 4me for generously sponsoring the survey and whitepaper and
providing this valuable information to SIAM practitioners around the world.
The SIAM survey takes place annually, helping to build a picture of the growth of SIAM and
how it is evolving around the world. This whitepaper presents the survey results and additional
analysis and commentary. It is broken down into four sections:

1

Demographics – includes a breakdown of who the survey respondents are, where
they are located in the world and related information including salary, title, and
size of organization

2

Responses from organizations who are not using SIAM, but plan to use it –
including the benefits they expect to achieve, how long they expect the SIAM
transition to take, and the challenges they believe they will face

3

Responses from organizations who are using SIAM – including how long it took
them to adopt SIAM, the type of service integrator structure they adopted, and the
benefits they have realized

4

Responses from organizations who sell SIAM consultancy or solutions – including
what their clients expect from SIAM adoption, the challenges they typically face
and the skills they need

Some survey respondents had not implemented and had no plans to implement SIAM.
Their responses do not form part of the whitepaper and analysis.
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Additional Commentary and Reviews
Throughout the survey we have also included some commentary from SIAM industry
practitioners and experts. We would like to thank them for their reviews and input.

Rob Waterlander

Sys Mindedahl

IT Service Delivery and
Contract Manager for Prosus

Egmont IT | Egmont
Administration A/S, Denmark

Dave Kelsall

Michelle Major-Goldsmith

Simon Dorst

Markus Müller

Manager – Service Management
Capability for Kinetic IT

Manager – Service
Management Services
for Kinetic IT

Co-founder Blueponte

Scopism is grateful to 4me® for generously sponsoring this whitepaper.
The SIAM survey is repeated annually to build a complete picture of SIAM
adoption and growth globally.

5 Global SIAM Survey 2020

www.scopism.com

1.1 ABOUT SCOPISM
IT management practices are evolving fast. IT management and service management
professionals need to move fast too. Scopism helps IT management professionals keep
on top of new trends and maintain their capabilities. Scopism provides:
 CONTENT
Articles, case studies and information to keep you informed
 VIRTUAL CONSULTANCY
Our team of experts are there to support you in your IT management initiatives
 TRAINING PROGRAMS
Working with our exam partners we create training at the leading edge of IT management
practices
 EVENTS
Online and physical events let you network with other service management professionals and
share your experiences

1.2 ABOUT 4me
4me® is an enterprise service management (ESM) solution for seamless collaboration
between internal and external service providers.
4me is the only ESM solution that makes it possible for all internal departments, like IT, HR and
Facilities, to work together seamlessly with each other, as well as with the managed service
providers to which some services have been outsourced. In addition to supporting the ITIL
processes, 4me also provides fully integrated knowledge management, time tracking and project
management capabilities. For enterprise employees, 4me is the Self Service app that is always there
for them whenever they need some help.
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2. DEMOGRAPHICS
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2. DEMOGRAPHICS
The survey had a total of 351 respondents from 42 countries. The number of respondents
increased by 26% compared to the 2019 survey.
In this section, we analyze:

SALARIES

GENDER

COUNTRIES

INDUSTRIES

JOB TITLES

SIZE OF
ORGANIZATION

“The 26% increase in respondents validates SIAM as
a valuable practice in today’s organizations where
integration of providers is common-place and
necessary in order to deliver value to the consumer.”
Simon Dorst
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2.1 COUNTRIES
42 countries responded to the survey. The top 10 responding countries are shown below.
The UK, Australia and India dominate the results, perhaps reflecting global centers for SIAM consumption
and provision.
This year, the USA appears in the top 5 responding countries for the first time. This data seems to support
anecdotal evidence from SIAM consultants and practitioners that suggests awareness and adoption of
SIAM is increasing in the USA.

“Great to see even more countries
participate in the survey, with 39 last
year and increase to 42 this. This really
helps develop an understanding of SIAM
adoption patterns globally.”

TOP 10 COUNTRIES:

Michelle Major-Goldsmith

3%
5%

DENMARK

3%
SWEDEN

3%

21%

NETHERLANDS

JAPAN

INDIA

16%
UNITED
KINGDOM

5%

5%
BELGIUM

3%

GERMANY

USA

“It’s surprising to see that Europe is
not yet picking up on this as much
as I would expect, as we see SIAM
arising already for some years.”

11%
AUSTRALIA

Rob Waterlander
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2.2 GENDER BREAKDOWN

78+16+6K

The gender breakdown responses (as in 2018 and 2019) showed a much higher percentage of male
practitioners in the SIAM field. Other survey questions showed that SIAM is still being applied mainly to IT
services; this SIAM gender gap reflects the commonly acknowledged gender gap in the broader IT industry.

6%

16%

MALE
FEMALE
PREFER NOT TO SAY

78%

“This is almost the same as 2019
and it is as I expected. I would be
surprised if it had shifted.”
Sys Mindedahl

“While 2018 and 2019 had the same gender
breakdown, in 2020 we had slightly more female
participation although people who prefer to not
mention their gender increased. Overall the field
continues to be dominated by male participants
which is in line with my job reality.”
Markus Müller
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2.3 AGE
For the second year in a row, the 31-45 and 45-60 age groups dominate the responses. The age of SIAM
practitioners may be linked to the relative seniority of these roles based on the job titles listed in section 2.7.

3%

34%

51%

7%

UNDER 30

31-45

45-60

61+

5% PREFER
NOT TO SAY

2.4 SALARIES AND COMPENSATION
SIAM practitioners are well compensated based on the survey responses received. 39% of the respondents
earn a salary of more than $80,000 USD, a slight decrease compared to 2019. The compensation levels
suggest that SIAM roles are relatively senior roles in organizations using SIAM or selling SIAM solutions and
consultancy; this is also reflected in the job titles supplied by respondents in section 2.7.

25%
5% 8% 5% 6% 6%
Under
$20,000

$20,001 $30,000

$30,001 $40,000

$40,001 $60,000

$60,001 $80,000

31%

14%
$80,001 $100,000

Over
$100,000

Prefer not
to say

“In Denmark, SIAM practitioners are generally well paid and it is
also my experience that the people involved in this line of work
are senior (+45) so no surprise here. 2020 is until now a rough
year so a slight decrease is also not unexpected.”
Sys Mindedahl
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2.5 INDUSTRY ANALYSIS
The image shows the top 8 industries responding. 44% of respondents described their
industry as ‘IT’, compared to 43% in 2019. This links to responses from all three categories of
SIAM organization (planning to use SIAM, using SIAM, sells SIAM solutions and consultancy)
that show SIAM being mainly applied to IT services.
IT

“SIAM being mainly applied to IT services is
possibly reflective of the traditional view that
IT folk see themselves as a separate function
within the wider company instead of part of
the wider business. This is where I see SIAM
and ESM driving a change in mindset as IT
becomes part of the busines value chain.”
Dave Kelsall

44%
CONSULTING

18%
BANKING/FINANCE/ ACCOUNTING

6%
GOVERNMENT

6%

44%

of respondents described
their industry as ‘IT’.

MANAGED SERVICES

5%
MANUFACTURING

3%
HEALTHCARE

2%
EDUCATION, UTILITIES AND OTHER 2%

“No surprise here, but I am also in IT, so I might not be too objective. In general I think that IT has
gotten used to having frameworks for processes from ITIL etc. whereas Finance/Banking and
Government have rules from legislation and government and have a huge task complying to that,
so maybe less time to work on optimizing suppliers. It looks to me like the industries that are able
to adapt to agile ways of working (IT, consulting etc.) are also more open to changing ways of
working, whereas industries like healthcare, manufacturing and Government are unable to or take
a lot longer to adapt to change and agility.
In IT if a supplier does not meet the contract, it’s easy to replace that with another as there are
so many available. In Government it takes a lot more to replace a supplier if you can find one
that has been approved, contracts are rigid and huge and do not leave much room for trust
and partnership. Innovation is also a factor and I´m sure we can agree that healthcare and
manufacturing is less innovative than IT.”
Sys Mindedahl
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2.6 ORGANIZATION SIZE
Organization size was analyzed by looking at the number of employees. 63% of the responding
organizations have more than 1001 employees (compared to 69% in 2019).
SIAM is a management methodology that is well-suited to larger organizations. It can be costly to adopt,
and the value delivered is higher for organizations with larger numbers of service providers. Smaller
organizations adopting SIAM need to manage the process carefully and be clear about the benefits they
expect to achieve.

1-50

19%

51-200

7%

201-500

5%

501-1000

6%

1001+

63%

“My experience is that when entering into contracts with service
providers and skipping on integration, the reason for this is that
the cost of the integration (which is high) is not easy to compare
with the cost of administrative time on follow-up, meetings,
discussing SLAs and penalties etc. The cost for this time is often
downplayed and then a year down the road, management wish
they had done the integration to start with.”
Sys Mindedahl

“We can conclude that more consultants have jumped on the SIAM bandwagon.
Some have encountered SIAM at their existing clients and have trained and adapted
their portfolio. The trend to adapt SIAM in large organizations is slightly increasing
compared to 2018. 17% of companies respond with employees below 1000
employees is a remarkable segment of the market for those who believe SIAM is only
relevant for very large companies. You can see here that the market is more diverse.
The trend that SIAM is not only relevant for large and complex groups is also
confirmed in a survey on multi-provider management in the German-speaking world
organized by the German chapter of the itSMF in May 2020. Here, as many as 50% of
the respondents work in companies with fewer than 500 employees. 40% answered
from companies with more than 5000 employees.”
Markus Müller
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2.7 JOB TITLES
The 6 most common job titles for survey respondents are shown below. The level of seniority of the titles
reflects the salary data in section 2.4 and may correlate with the age data in section 2.3. Many job titles are
traditionally IT or service management roles (for example IT Manager, Process Manager, Service Architect,
Service Delivery Manager).
There is a large variety in the job title responses, suggesting there is no common career path or set of job
titles for SIAM practitioners. This has not changed in the three years that we have been carrying out the
SIAM survey.

PROGRAM /
PROJECT
MANAGER

SERVICE
ARCHITECT

IT MANAGER

CONSULTANT

SERVICE
DELIVERY
MANAGER

OTHER

‘Other’ responses include:
 President
 Head of Service Management, Country Integration, ITSM, SIAM
 Information Security Lead
 Process Manager/Owner (including Incident Manager, Change
Manager, Problem Manager, Service Level Manager, Service Asset
and Configuration Manager)
 Transition Manager
 Principal Director
 Governance & Compliance
 Director

“This correlates with my experience that SIAM is not on
the C-level agenda. From my own experience I see many
practitioners at the C-2 level getting trained in SIAM whereas
C-levels feel the challenges that SIAM addresses but call
it something different or simply do not have the luxury of
time to get acquainted with SIAM concepts. Or another
explanation is that they don’t fill in surveys.”
Markus Müller
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30+47+23

2.8 TYPES OF RESPONDING ORGANIZATIONS

The types of organizations responding are shown here. Respondents whose organizations don’t use SIAM
and don’t plan to use SIAM are not included in this whitepaper.

23%

No, but we plan
to adopt it

30%

Yes, my
organization has
implemented
SIAM

47%

Yes, my organization sells SIAM
consultancy, technology or
implementation solutions

“This shows that SIAM is driven by consultants and
equally by organizations which adopt SIAM. Or by their
customers? Did the consultants here ask their customers
to participate in the survey? In any case, this distribution
reflects the balance between consultants and customers
in the SIAM BoK author team.”
Markus Müller

“The breakdown of respondents could sway the rest of
the results as the consultants will be applying a much
more ‘holistic’ view of SIAM than those companies that
have implemented and are ‘living and breathing’ it.”
Dave Kelsall
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3. ORGANIZATIONS
PLANNING TO ADOPT SIAM
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3. ORGANIZATIONS PLANNING TO ADOPT SIAM
The responses in this section are from organizations that are planning to adopt SIAM. Their expectations
and plans can be compared to the organizations who have adopted SIAM (section 4) and the responses
from organizations who sell SIAM solutions and consultancy (section 5).

30+25+151398B

3.1 WHAT IS THE STRATEGIC DRIVER FOR YOUR ORGANIZATION
CONSIDERING SIAM?

Respondents were able to choose multiple options.

7%

9%

31%

13%

15%

25%

Want to have more control
of existing vendors
Want to have better performance
from existing vendors
Moving internally hosted services to
a range of external vendors
Cost Drivers

‘Other’
Moving from a single vendor to
multiple vendors

Responses in the ‘Other’ category included:
 Contract consolidation
 Providing better value to the business
 Adopting an integrated approach to supplier
management and service delivery

“It is interesting see how these drivers have evolved. In the
first survey (2018) the main driver was better performance
from existing vendors. Last year it was about moving
internally hosted services out to a range of external
providers and this year back to a supplier focus with better
control over existing vendors. Does this mirror how the
industry sourcing approach is changing too?”
Michelle Major-Goldsmith
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“This aligns with my driver for implementing SIAM as we
see more and more vendors operating in similar areas and
want visibility of performance and service levels to ensure
optimal value and business benefits.”
Dave Kelsall

“The ‘control’ driver has dramatically jumped from 20% to 31% which could
indicate that the new industries are lacking this control and are looking
towards SIAM to provide it.
The ‘moving’ drivers have significantly reduced (from 39% to 20%, i.e. halved)
which indicates that this move has mostly taken place, and is now replaced
by the driver of ‘control’ and ‘performance’ as the (external) multi-vendor
environment requires the service integration structures that SIAM provides.”
Simon Dorst

“More than half of the motivational factors have always been related to
controlling suppliers and their performance. This underpins my observation
that many customers of long running outsourcing contracts look to SIAM as
a modern approach to fix the typical issues with their traditional setup. Often
because the pressure on supplier performance to deliver quality is increasing
while budgets decline. If this exceeds a certain level, it has a negative effect on
the relationships.”
Markus Müller
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3.2 HOW LONG DO YOU EXPECT YOUR SIAM TRANSITION TO TAKE?
Respondents appear to have realistic expectations about how long a SIAM transition will take. The
organizations who believe the transition will take less than a year need to be sure they have realistic
expectations and a sound plan in place. Those who plan to take 2-3 years need to ensure their project or
programme has sufficient management backing and resources to continue.

LESS THAN
A YEAR

12%

1-2
YEARS

55%

2-3
YEARS

33%

“This shift upwards in terms of timelines in each category
suggests a much clearer understanding of the complexity
of the project as well as the time and effort investment
required in the people elements of a SIAM transition. Our
experience tells us that often this formally managed change
piece has been underestimated so this looks like a positive
acknowledgment of the efforts required from OCM when
transitioning to a SIAM model.”
Michelle Major-Goldsmith

“I think the response this year is more in line with what I would expect and a bit
more realistic than last year. It has shifted to a longer approach and it seems
that responders have realized that wanting to shift to SIAM is a lot easier than
to actually do it. It’s no easy task and requires a shift in the way that companies
look at suppliers and entering into partnerships where there is mutual trust
and willingness to look beyond what is written in a contract. The partnership
that we have with our Partner (not supplier) and 4me is primarily based on
trust and it takes time and commitment from both sides and I think that a
word like transparency is key. ”
Sys Mindedahl
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3.3 WHAT TYPE OF SERVICES ARE IN SCOPE?
58% of respondents expected their SIAM model to include IT services only. 40% expect a mixture of IT and
non-IT services, and this year for the first time 2% of respondents expect their SIAM model to contain non-IT
services only.
The data shows that SIAM is still mainly being applied to IT services.

40%
A MIXTURE OF IT
& NON-IT SERVICES

59+41

58%
IT SERVICES ONLY

Non-IT services only 2%

“This feels like a traditional approach, and a starting point
as IT underpins many Enterprise services. Our driver for
implementing SIAM is to truly join up the ‘Enterprise’ and
make wider business areas think about the services that
they deliver.”
Dave Kelsall
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3.4 WILL ALL OF YOUR VENDORS/SERVICE PROVIDERS
BE INCLUDED IN THE SIAM MODEL?

43+31+26B

This is a new question added to the survey in 2020. We have heard feedback that some SIAM models are
failing to deliver value because service performance was affected by service providers who were not wholly
engaged in the SIAM model.
The responses show that more than 50% of SIAM models exclude some vendors and service providers.

NO

A MAJORITY ARE
NOT INCLUDED

26%

43%

NO

YES

31%

A MINORITY ARE
NOT INCLUDED

“I would agree that more than 50% of SIAM models exclude some vendors and
service providers based on my experience. The SIAM models are prototypical,
and every organizational reality, especially in larger organizations, will have
a variety of different hybrids. However, the focus is mainly on the strategic
providers of infrastructure and application services. The prototypical models
proposed by SIAM will never exist in a pure form, but will always have a large
number of variations with a tendency towards one of the models. For example, in
organizations that follow SIAM, it is increasingly common for the business itself
to enter into supplier contracts with large IT providers as part of their digitization
process. There is a mix between global contracts with individual business units
and those with the global shared IT services organization. Often with the same
supplier. If additional contracts with this supplier are added at country level, then
we are already getting closer to reality. ”
Markus Müller
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“It may be acceptable as part of a phased SIAM transition to start
with a subset of service providers, i.e. perhaps the critical tier-1, or
perhaps the most ‘pliable’ ones. However, the SIAM ecosystem should
be scoped around the service model, and ALL service providers involved
in the delivery of a service should be included in the governance and
management.
So, unless there are compelling reasons or clear demarcations between
providers and services (i.e. clear lines of services or geographies),
excluding a number of service providers will impact the ability of the
SIAM environment to deliver end-to-end value and thus undermine some
of the most essential benefits and drivers for SIAM in the first place.”
Simon Dorst

“We are not at all at the finish line in regards to implementing SIAM and I don’t
think that we have the goal to have every single provider/Service or supplier
integrated seamlessly. Our goal is not to have the perfect setup, but to improve
on the current setup and remove pains from the end-users and improve service
levels and since we depend more on some suppliers than others our focus is
where business value is highest. I think we will end up with a hybrid solution.
There is a difference in failing to deliver value completely or not delivering up
to full potential. We are happy to deliver more value than last year and do even
better next year.
In any given industry the complexity is getting higher every year and so is
the amount of change we have to adapt to. It could be interesting to ask the
responders that have said “Yes” in this question in three years if they are at the
level they predicted 3 years ago. I don’t think 43% of them will still say yes, but
that’s just my personal skeptic personality speaking.”
Sys Mindedahl
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3.5 HOW DO YOU PLAN TO IMPLEMENT SIAM?
As in 2018 and 2019, most respondents plan to use internal resources for their SIAM adoption, in some cases
with some external support.

USING INTERNAL
RESOURCES ONLY

28%

USING A NICHE OR
SIAM FOCUSED
CONSULTANCY
OR VENDOR TO
SUPPORT US

USING INTERNAL
RESOURCES WITH
SOME EXTERNAL
SUPPORT

18%

41%
USING A LARGE
CONSULTANCY
OR VENDOR TO
SUPPORT US

8%

OTHER 5%
‘Other’ responses to
this question were from
organizations who had
not decided on their
implementation approach yet.

“This aligns with my approach, build the platform using vendors
to show value early on in a project before transferring / partnering
skills across the enterprise and not just retaining them in IT.”
Dave Kelsall
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“A almost threefold increase (from 10 to 28%) of respondents
are using internal resources only and this can either indicate an
understanding of the greater control and involvement required
of the customer organization in the Plan & Design phase of the
SIAM ecosystem.
Or, it is an indication of underestimating the specific SIAM
skillset and experience required for the planning and
implementation (as it is unlikely those skillsets are present with
the internal resources).”
Simon Dorst

“This is not surprising to me and we are ourselves in the category
of using internal resources with some external support, I think that
one of the reasons why we chose to use both internal and external
support is the benefits of having someone with no history, culture
or biased perception of the task ahead and being able to see things
from an angle we might not have seen. Innovation comes from
differences and changing dynamics.”
Sys Mindedahl
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3.6 WHAT TYPE OF SERVICE INTEGRATOR STRUCTURE DO YOU PLAN TO ADOPT?

41%

INTERNAL SERVICE
INTEGRATOR

9%

EXTERNAL SERVICE
INTEGRATOR

44%
HYBRID

6%
LEAD
SUPPLIER

“Slight change on last year’s results with even more of
a shift to internal models from 35% to 41%. It begs the
question, in future will this change when experience
demonstrates the challenges, skills and experience
required to perform this integration function?”
Michelle Major-Goldsmith

“It is interesting to see that the itSMF survey on multi-provider
management in May 2020 in German-speaking countries
shows that 80% of all companies are organized as internal
service integrators. Only 15% are organized as hybrid
integrators in German-speaking countries.”
Markus Müller
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3.7 WHAT BENEFITS DO YOU HOPE TO ACHIEVE?
Respondents were able to choose multiple options.

BENEFITS
(HIGHEST TO LOWEST)

73%
69%
65%
64%
44%
36%
9%

Better reporting and management information
Better collaboration between suppliers
Better return on investment from suppliers
Better supplier performance
Spend less time on general supplier management
Easier to add and remove suppliers
Other

‘Other’ responses included organizations who have not fully defined their expected benefits yet.

“Interesting that collaboration is a key anticipated benefit
yet in earlier sections the lack of tooling capability to support
collaboration was identified as a challenge. In this current climate
with increased remote working and complex sourcing models and
IT landscapes one would assume this benefit won’t be fully realized
until the challenge for appropriate tooling is conquered.”
Michelle Major-Goldsmith
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“Better reporting and management information in regards to
SIAM which is ranked highest in this question requires two things
– that you can trust the numbers and that you can trust the tools
to support the reporting. Moving towards SIAM definitely helps to
get this, so I understand the 73% reply. When it comes to suppliers,
they are often masters in reporting service delivery back to the
customer as flatteringly as possible for their own benefit. (Creates
trust issues)
I have seen my share of reports that look fine on paper drawn
from high end ITSM tools that do not reflect reality, have follow
up needed or no information at all. I am a bit worried that SIAM
cannot give full value without trust and transparency and I have
no solution to how to get that. SIAM helps, but since human
behavior is involved, other initiatives are needed.”
Sys Mindedahl

“‘Collaboration’ has dropped from 1st to 2nd, with ‘reporting’
taking top spot (from 3rd).
The top four is close together and similar to last year. They
represent a tension-field between collaboration, performance
and return-on-investment.”
Simon Dorst
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3.8 WHAT CHALLENGES DO YOU EXPECT TO FACE?
Respondents were able to choose multiple options.

CHALLENGES
(HIGHEST TO LOWEST)

78%
73%
64%
55%
49%
47%
4%

Organizational change management and embedding new behaviours
Creating a governance structure
Process coordination
Negotiating/renegotiating contracts
Tooling and automation
Establishing the service integrator
Other
‘Other’ responses included:
 Lack of co-ordination
 Reluctance to accept new ways of working

“This aligns with what we are seeing as we embed 4Me in our
organization. The new approach to a service based model is
driving different behaviors, very similar to any transformational
change, and establishing a governance structure to ensure the
Enterprise users have a say and are engaged.”
Dave Kelsall
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3.9 WHAT SKILLS AND CAPABILITIES DO YOU BELIEVE WILL BE
PARTICULARLY IMPORTANT IN A SIAM TRANSITION?
IT service management, supplier management, business relationship management and organizational
change management are all seen as important by the organizations planning to adopt SIAM. Skills analysis
can help to identify any gaps in the organization’s capabilities so that training can be added to the SIAM
implementation roadmap. Respondents were able to choose multiple options.

SKILLS AND CAPABILITIES
(HIGHEST TO LOWEST)

85%
71%
67%
65%
55%
51%
47%
45%
45%
42%
25%
25%
24%

IT service management
Supplier management
Organizational change management
Business relationship management
Communication management
Procurement/contractnegotiation
Automation
Influencing and negotiation
Project management
Agile
Financial management
Lean
DevOps

“I feel that Agile and Lean are key skills – start with the process and then build it out
using the tools at your disposal, rather than starting with the tool and making the
process fit. 4Me has led us to be able to adopt this as we stay much closer to ‘out of the
box’ than we have previously been able to do.
Supplier management is key to ensure consistency and clarity over services delivered.”
Dave Kelsall
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3.10 IS YOUR EXISTING IT SERVICE MANAGEMENT TOOL FIT FOR
PURPOSE IN A SIAM MODEL?

39%

30%

YES

NO

NO, AND WE ARE LOOKING
AT TECHNOLOGY
INTEGRATION SOLUTIONS

15%
NO

NO, AND WE PLAN
TO REPLACE IT

14%
NO

NO, BUT WE ARE
TAKING NO ACTION

2% OTHER
‘Other’ responses included organizations who
have not analyzed their toolset for suitability yet.

“One major issue for customer organizations is how to measure
the ‘health’ of SIAM (using traditional service management tools).
Metrics that focus on ‘great experience’ and ‘collaboration’, as well as
end-to-end service outcomes can help, but take some devising and
there is little best practice knowledge available to help.
It’s a good idea to encourage focus on ‘what good looks like’ and
how to demonstrate it. Modern technology solutions allow the
collation of data from different sources and the presentation of
these in a graphic format, perhaps even a real-time dashboard.”
Simon Dorst
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3.11 WHAT MANAGEMENT METHODOLOGIES DO YOU PLAN TO USE IN
YOUR SIAM MODEL?
Respondents were able to choose multiple options.

ITIL v3

58%
AGILE

51%

45%

“ITIL 4 feels the most practical implementation
of ITIL, however most resources in the market –
whether internal staff or recently recruited / being
recruited, have v3 skills which will drive our need
to build out additional training in parallel with
delivering the platform.”

ISO/IEC 20000

Dave Kelsall

PROJECT MANAGEMENT

49%
ITIL 4

40%
DevOps

31%
BUSINESS ANALYSIS

20%
LEAN

18%

The number of respondents who plan to use ITIL 4 in their SIAM model
is 45%. The ITIL 4 guidance is relatively new so it will be interesting to
track its take up and impact in a SIAM ecosystem. The ITIL 4 guidance
does specifically mention service integration and management.

COBIT

16%
BRM

13%

VeriSM 5%
DSDM 0%
OTHER 5%
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‘Other’ responses included:
 Kaizen
 IT4IT
 Proprietary ITSM framework based on ITIL v3 and COBIT

www.scopism.com

“We are somewhere in between ITIL 3 and 4, slowly
migrating towards 4, but it takes time to adjust and train
staff and since we are also moving into DevOps and agile
projects, we have plenty of work to do. We take some of
the benefits from the different methodologies and make
them our own, as we go along. I think it’s a journey and
we take small steps in the right direction. I have spent
the last 3 years implementing a global ESM solution
with Facilities, IT, Finance and HR and I think that getting
to this point was necessary to be able to move on to
SIAM, as you cannot ask vendors and suppliers to follow
practices if your own organization is not.”
Sys Mindedahl

“I am surprised by the percentage of ISO/IEC 20000
(40%) as in our experience it is not very well known or in
use. And even though the latest iteration includes more
‘SIAM-friendly’ requirements, the restrictive nature of the
standard is not an obvious choice for an initial transition
to SIAM (which would be more suited to an agile, trialand-error approach).”
Simon Dorst

“The dissemination of the methods and frameworks used reflects the
organizational reality of many colleagues. It is important to recognize
that not a single approach or standard covers all the aspects needed,
but it will most likely remain a best-of-breed, which may vary from
organization to organization. This result is also reflected in the itSMF
survey on multi-provider management in May 2020 in German-speaking
countries: the most widely-used framework is ITIL.”
Markus Müller
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3.12 HAVE YOUR STAFF UNDERTAKEN SIAM TRAINING?

33+67+G 13+87+G
64+36+G

Respondents were able to select multiple options. 64% of respondents have selected that there has been
no staff training in their organization. This is a possible risk to successful SIAM adoption; it’s important for all
affected stakeholders to have an understanding of key SIAM principles, structures, and benefits.

33%

13%

SIAM
FOUNDATION

SIAM
PROFESSIONAL

5% OTHER

64%
NONE

‘Other’ responses
included organizations
that are planning a SIAM
training initiative.

“Less SIAM training seems to underpin earlier outcomes (around the use of internal
resources and the internal integrator structure) and assumptions, that people may
underestimate the specific SIAM capabilities needed.
One of the common comments we frequently hear after delivering SIAM training
is “I wish I could get my boss/customer/colleague on this course”. Key stakeholders
from all layers of the SIAM model need to understand what SIAM is, and what the
organization is trying to achieve (in terms of objectives, outcomes etc.). This can be
done through (accredited) training but also through bespoke briefings for different
stakeholder groups.”
Simon Dorst
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3.13 ANY OTHER COMMENTS
Survey respondents also had the opportunity to complete free text comments.
The responses included:
 Overcoming the perception that SIAM is a ‘baby-sitting’ service for
suppliers, and understanding the true scope and possibilities of SIAM
 The desire for a global SIAM discussion group
 The desire to be able to access more SIAM stories and case studies
 The desire to see objectives and key results (OKRs) used in a SIAM context

“As we build out a truly Enterprise solution, I see a need for
case studies to demonstrate to business functions the benefits
SIAM can bring outside of IT. We need to remove the ‘IT’ from
services to ensure that it’s not seen as just a ‘new tool’ that is
being delivered by IT.”
Dave Kelsall
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4. ORGANIZATIONS WHO HAVE
ADOPTED SIAM
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4. ORGANIZATIONS WHO HAVE ADOPTED SIAM
The responses in this section are from organizations who have adopted SIAM (the ‘customer organizations’
who appoint the service integrator and hold the contractual relationship with service providers). Many
of the responses are similar to those in section 3 from the organizations planning to adopt SIAM, which
suggests that the organizations in section 3 have realistic expectations.

4.1 WHAT WAS THE STRATEGIC DRIVER FOR YOUR SIAM TRANSITION?
Better control and performance from existing vendors continue to dominate the responses in this
category, showing a strong trend over the three years this survey has been carried out. Customer
organizations need to understand their role in a SIAM model and be ready to allow the service integrator
the autonomy to work with service providers. Respondents were able to choose multiple options.
to have better performance
68% Want
from existing vendors
to have more control of
56% Want
existing vendors
internally hosted services
39% Moving
to a range of external vendors

36% Cost Drivers
from a single vendor
32% Moving
to multiple vendors

11% Other
Respondents who selected ‘other’ replied:
 Better partner to partner management
 Integration of vendor services and better governance
 Alignment with overall business changes including a shift from
centralized to de-centralized business management
 Innovation
 A model to help them adapt to more flexible sourcing models

36 Global SIAM Survey 2020

www.scopism.com

4.2 HOW LONG DID YOUR SIAM TRANSITION TAKE?

LESS THAN
A YEAR

20%

1-2
YEARS

26%

2-3
YEARS

20%

NOT
COMPLETE
YET

34%

“We rarely see a complete SIAM transformation within a
single program. Instead, there are usually several iteratively
implemented projects that have interdependencies on a
roadmap that can span several years and deal with the individual
challenges and changes in the environment of the organization.
The scoping is important as it explains the almost equal
distribution of answers by saying that one respondent had the
entire SIAM journey in mind when answering and the other
respondent, the projects that are currently visible.”
Markus Müller
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4.3 WHAT TYPE OF SERVICE INTEGRATOR STRUCTURE DID YOU ADOPT?
The popularity of the internal service integrator reflects anecdotal evidence that many organizations are
bringing this role back in-house, as was also seen in the 2018 and 2019 surveys.

34%

INTERNAL SERVICE
INTEGRATOR

13%

EXTERNAL SERVICE
INTEGRATOR

7%

46%
HYBRID

LEAD
SUPPLIER

4.4 WHAT SERVICES ARE IN SCOPE?
As in 2018 and 2019, the majority of SIAM models are applied to IT services, although there is now a very
small % of respondents selecting non-IT services only.

28%
A MIXTURE OF IT
& NON-IT SERVICES

71+29

71%
IT SERVICES ONLY

Non-IT services only 1%

“I see potential for SIAM to add benefit to the digital practitioner in several
industries as there is no need to ‘re-invent the wheel’ on how digital products,
from new banking products to timetable information for many cities transport
systems being fully integrated with various mobility services, can be supported
by an integrated set of suppliers.
Even if SIAM is not used as a term, many digital operating models naturally
develop in the SIAM direction. I have seen this especially with cloud providers
who traditionally have developers as customers of their IaaS offerings and
want to move further into the PaaS or SaaS space.”
Markus Müller
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36+47+17B

4.5 ARE ALL OF YOUR VENDORS/SERVICE PROVIDERS
INCLUDED IN THE SIAM MODEL?

Organizations who exclude some service providers from their SIAM model need to be sure they understand
the possible impact this will have on the management of the end to end service.

NO

A MAJORITY ARE
NOT INCLUDED

17%

36%

NO

YES

47%

A MINORITY ARE
NOT INCLUDED

“This isn’t ideal but not unexpected. It is likely that this will
be the case where an organization sources the majority
of their services from commodity providers, large telecom
organizations or cloud service providers who may be unwilling
or unable to fall into line regarding the requirements defined
in the SIAM model, such as attending the forums, boards and
working groups or following a preferred way of working.
In situations like this organizations must ensure that
someone is filling the gap in the activities and there remains
representation for that provider where they have a role or
contribution to make (which often means more work for the
service integrator).”
Michelle Major-Goldsmith
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4.6 WHAT BENEFITS DID YOU ACHIEVE?
Respondents were able to choose multiple options.

BENEFITS
(HIGHEST TO LOWEST)

73%
63%
58%
42%
38%
27%
14%

Better reporting and management information
Better supplier performance
Better collaboration between suppliers
Spend less time on general supplier management
Easier to add and remove suppliers
Better return on investment from suppliers
Other
‘Other’ responses to this question included:
 Have yet to realize expected benefits
 Reduced office space taken up with internal and contract staff.
Reduction in lower skill level technical staff and higher focus on
expertise and contract management
 More flexibility and transparency
 More clarity in governance

“I believe that IT will be able to support the business better by
implementing SIAM with best of breed suppliers in the areas/roles
that can be differentiated. These specialists would be able to support
business requests better and quicker than generic IT vendors.
Similar to a hospital: If one would need open heart surgery, one would
rather have a specialist in that area perform the operation then a
generic doctor or one that is a specialist in some different area.”
Rob Waterlander
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4.7 WHAT CHALLENGES DID YOU FACE?
Respondents were able to choose multiple options.

CHALLENGES
(HIGHEST TO LOWEST)

80%
56%
51%
46%
42%
35%
6%

Organizational change management and embedding new behaviours
Tooling and automation
Negotiating/renegotiating contracts
Creating a governance structure
Process coordination
Establishing the service integrator
Other
‘Other’ responses included:
 Necessity to (fundamentally) rethink and change processes
as well as roles and contracts
 Existing toolsets not supporting collaboration between
service providers and the service integrator
 Additional charges for using SIAM functionality in a toolset

“Organizational change is clearly the number #1 challenge and
these organizations with SIAM experience judge this much higher
than those at the beginning of the transition, further giving credit
to the understanding that a SIAM ecosystem requires a change in
culture and behaviors, not just structure and governance.”
Simon Dorst

41 Global SIAM Survey 2020

www.scopism.com

4.8 WHAT SKILLS AND CAPABILITIES ARE PARTICULARLY IMPORTANT
FOR A SIAM TRANSITION?
Respondents were able to choose multiple options.

SKILLS AND CAPABILITIES
(HIGHEST TO LOWEST)

89%
77%
77%
65%
59%
59%
49%
39%
35%
30%
24%
20%
18%

IT service management
Supplier management
Organizational change management
Business relationship management
Procurement/contract negotiation
Influencing and negotiation
Communication management
Automation
Project management
Financial management
Agile
Lean
DevOps
‘Other’ 6% responses included:


Enterprise architecture management

“When transition is seen in the light of moving from one (previous)
state to the SIAM model, then different roles would be needed once
SIAM is set up and operational. It would be interesting to see what
skills would be important once the transition is completed.”
Rob Waterlander
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4.9 IS YOUR EXISTING IT SERVICE MANAGEMENT TOOL FIT FOR
PURPOSE IN A SIAM MODEL?

70%
YES

13%

8%
NO

NO

NO, AND WE PLAN
TO REPLACE IT

NO, AND WE ARE LOOKING
AT TECHNOLOGY
INTEGRATION SOLUTIONS

3%
NO

NO, BUT WE ARE
TAKING NO ACTION

‘Other’ 6% responses included: It requires
adjustments that are currently pending

“According to another study conducted by the itSMF on multi-provider
management in May 2020, 80% of implementations are supported
by proprietary tools. The use of ITSM tools optimized for SIAM is less
than 20%. Compared to the global results in this survey, the market in
German speaking countries seems to be still in an early phase in this
respect. The suitability of their own ITSM tool is rather average (<50%
rated good to very good), specialized SIAM tools or modules are rated
higher (60% or 90% rated good or very good).”
Markus Müller
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4.10 WHAT MANAGEMENT METHODOLOGIES/FRAMEWORKS ARE IN
USE IN YOUR SIAM MODEL?
Respondents were able to choose multiple options.

ITIL v3

67%
PROJECT MANAGEMENT

57%
AGILE

54%
“It’s interesting to see the wide range of
methodologies and frameworks in use within the
SIAM community. ITIL remains the most popular,
but as organizations adopt end to end approaches
including Agile and DevOps and cope with the
challenges of digital transformation, they will need
to have capabilities that cover the full product and
service lifecycle. ”

ITIL 4

50%
DevOps

34%
ISO/IEC 20000

30%

Claire Agutter, Scopism

COBIT

27%
BUSINESS ANALYSIS

26%
LEAN

20%
BRM

11%
VeriSM

10%

DSDM 1%
OTHER 7%
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‘Other’ responses included:
 Hybrid model
 SFIA
 ITIL version 2
 Commercial partnership framework
 Site reliability engineering

www.scopism.com

46+54+G 15+85+G
69+31+G

4.11 HAVE YOUR STAFF UNDERTAKEN SIAM TRAINING?
Respondents were able to choose multiple options.

54%

15%

SIAM
FOUNDATION

SIAM
PROFESSIONAL

31%

18% OTHER

NONE

As with the organizations planning to adopt SIAM, the level of
formal training is relatively low. ‘Other’ responses included:






Training provided by the service integrator
Training in progress
Toolset training
Internal training
Overview of SIAM principles
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3.12 ANY OTHER COMMENTS
The free text responses from respondents in organizations who have implemented SIAM include:
 The organizational structure cuts across the SIAM model as technical resources remain outside of
the scope of the Service Integrator - we rely on influence and persuasion to have those resources
conform to SIAM principles
 A lack of classroom/virtual training in Portugal to support SIAM adoption
 A desire for a published list of automation tools and templates for SIAM
 A question about whether SIAM can deliver benefits if one service provider is responsible for the
majority of the service elements
 The success of SIAM is based on communication and behavior
 A warning that many ITSM tools are not fit for purpose in a SIAM environment
 SIAM concepts are really wonderful in managing vendor services and monitoring performance.
It really simplifies multi-vendor management for a geographically diversified business and IT
support.
 End to end process/application management is critical for SIAM to be successful
 SIAM has been the common denominator that has allowed the operating model design teams
and the steering committee of our IT transformation program to streamline otherwise potentially
endless debates and it helped decision making about our future ways of working. The connection
to ITIL and COBIT has allowed us not to have to reinvent the wheel.

“ I’m also picking up on (in the middle) ‘The success of SIAM is
based on communication and behavior’ which confirms the
understanding that a SIAM ecosystem requires a change in
culture and behaviors, not just structure and governance.”
Simon Dorst
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5. ORGANIZATIONS WHO SELL SIAM
CONSULTANCY OR SOLUTIONS
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5. ORGANIZATIONS WHO SELL SIAM CONSULTANCY OR SOLUTIONS
This section includes responses from organizations who sell SIAM consultancy or solutions. These
organizations might fulfil a service integrator role or provide support as a customer organization
transitions to a SIAM model, and then disengage.

38+8+2628G

5.1 WHAT TYPE OF ORGANIZATION ARE YOU?

28%

TECHNOLOGY
PROVIDER

26%

NICHE OR SIAM FOCUSED
CONSULTANCY OR VENDOR

38%

LARGE CONSULTANCY
OR VENDOR

‘Other’ (8%) responses included:
 Service management consultancy
 Research and consulting firm
 IT service provider
 Business service provider

“Large consultancies and vendors still dominate the
landscape in this category, but it’s a also interesting to see
the higher numbers of responses from niche consultancies
and technology providers. The ‘trusted friend’ model, where a
small consultancy supports an organization who is working
with the large service providers, seems to be growing. ”
Claire Agutter, Scopism
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5.2 WHAT IS THE MAIN STRATEGIC DRIVER FOR YOUR CUSTOMERS’
SIAM TRANSITION?
Respondents were able to choose multiple options.

9%

to have better performance
77% Want
from existing vendors
to have more control of
67% Want
existing vendors
internally hosted services
43% Moving
to a range of external vendors
from a single vendor
43% Moving
to multiple vendors

42% Cost drivers
11% Other
‘Other’ responses included:
 Reduce the number of external vendors
 Releasing customer organization time for developing
and supporting their business
 Business strategy improvement needs
 Faster on and off-boarding of providers
 Single method to manage all IT vendors
 Better accountability for service providers
 More coherent end to end operating model
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5.3 WHAT TYPE OF SERVICE INTEGRATOR DO THE MAJORITY OF YOUR
CUSTOMERS ADOPT?
These figures are very similar to those reported in the survey results in 2018.

17%

INTERNAL SERVICE
INTEGRATOR

17%

EXTERNAL SERVICE
INTEGRATOR

14%

52%
HYBRID

LEAD
SUPPLIER

“This is a similar picture to last year’s results on all
integrator types. I wonder if this choice for hybrid is
a preference or perhaps considered simpler to set
up since it doesn’t create a staff displacement issue,
which can create legal, moral and human resource
challenges organizations might wish to avoid.”
Michelle Major-Goldsmith

5.4 WHAT TYPE OF SERVICES ARE IN SCOPE FOR YOUR CLIENTS?
This section of the respondents reported no SIAM models applied to non-IT services only.

30%
A MIXTURE OF IT
& NON-IT SERVICES

70+30

70%
IT SERVICES ONLY

Non-IT services only 0%
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5.5 HOW LONG DO YOUR CUSTOMERS’ SIAM TRANSITIONS
TYPICALLY TAKE?

1-2
YEARS

LESS THAN
A YEAR

49%

27%

2-3
YEARS

12%

NO DEFINED
END DATE

12%

“These experienced organizations have reduced the transition
period from 2-3 years (24% last year) to 1-2 years (39%
last year, 49% now) which indicates a growing maturity of
established SIAM structures that can be applied faster whilst
still allowing for comprehensive organizational change
management and bespoke implementation approaches.”
Simon Dorst
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5.6 WHAT BENEFITS DO YOUR CUSTOMERS EXPECT TO ACHIEVE?
Respondents were able to choose multiple options.

BENEFITS
(HIGHEST TO LOWEST)

83%
79%
77%
56%
45%
44%
5%

Better collaboration between suppliers
Better supplier performance
Better reporting and management information
Better return on investment from suppliers
Easier to add and remove suppliers
Spend less time on general supplier management
Other
‘Other’ responses included:







Better value
An agile end-to-end view
Better compliance with governance policies
Improved IT service to the business
Better service integrity
Government compliance

“I wonder if the adoption of more popular best and
enabling practices also contributes to the ‘collaboration’
benefit being anticipated. I’d like to think this is the case.
I am certainly seeing evidence of environments where
SIAM models are existing alongside DevOps, VeriSM and
Agile approaches and all of these have the principle of
good collaboration as the lynchpin for success.”
Michelle Major-Goldsmith
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5.7 WHAT CHALLENGES DO YOUR CUSTOMERS TYPICALLY FACE?
Respondents were able to choose multiple options.

CHALLENGES
(HIGHEST TO LOWEST)

75%
68%
62%
60%
58%
41%
8%

Organizational change management and embedding new behaviours
Creating a governance structure
Process coordination
Tooling and automation
Establishing the service integrator
Negotiating/renegotiating contracts
Other
‘Other’ responses included:
 Impatience and poor prioritization
 Challenges breaking down existing contracts
 Challenges creating a data dictionary
 Immature processes
 Poor customer understanding of SIAM
 Culture
 Agile and DevOps integration

“Reflective of our experience, tooling and automation challenges are still noted within
the top 4. Tooling and automation are critical in supporting workflows across providers,
measurement of capability and identification of collaboration opportunities.
Like last year ‘creating a governance structure’ is considered a major challenge. Our
experience tells us this continues to be a difficulty experienced with SIAM implementation.
One of the main issues is not necessarily adoption of the approach by external providers,
they are often more used to working within customer defined governance models. What
we see is that it is often internal teams that don’t work under the same controls and the
governance is more difficult to enforce within them. When all service providers operate
under the same mandate, the ‘one team’ culture is more likely to be established.”
Michelle Major-Goldsmith
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5.8 WHAT SKILLS AND CAPABILITIES ARE PARTICULARLY IMPORTANT?
Respondents were able to choose multiple options.

SKILLS AND CAPABILITIES
(HIGHEST TO LOWEST)

89%
80%
80%
72%
66%
56%
49%
48%
47%
37%
31%
21%
19%

IT service management
Organizational change management
Supplier management
Business relationship management
Communication management
Influencing and negotiation
Project management
Procurement/contract negotiation
Automation
Agile
Financial management
Lean
DevOps
‘Other’ 3% responses included:
 Service design
 Enterprise service management

“Like last year service management, OCM and supplier management retain top spots
for the people capabilities required to work within a SIAM ecosystem. They are certainly
important skills. My concerns is that service management is seen as synonymous
with SIAM and whilst the skills required align, SIAM environments require much more
capability in relationship management and communication skills.”
Michelle Major-Goldsmith
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5.9 WHAT MANAGEMENT METHODOLOGIES/FRAMEWORKS ARE IN
USE IN YOUR CUSTOMERS’ SIAM MODELS?
Respondents were able to choose multiple options.

ITIL v3

86%
PROJECT MANAGEMENT

70%
AGILE

61%
ITIL 4

61%
DevOps

45%
ISO/IEC 2000

33%

“At first view it seems that this category uses more
agile, which I would equate to an experimental,
iterative approach (‘trial-and-error’) in establishing
and transitioning to a SIAM ecosystem.”
Simon Dorst

LEAN

29%
COBIT

27%
BUSINESS ANALYSIS

17%
BRM

14%

VeriSM 6%
OTHER 6%
DSDM 3%

‘Other’ responses included:






SFIA
Random ideas!
DevSecOps
SAFe
Proprietary SIAM framework
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5.10 HAVE YOUR STAFF UNDERTAKEN SIAM TRAINING?

66+34+G 62+38+G
27+73+G

Respondents were able to choose multiple options.

66%

38%

SIAM
FOUNDATION

SIAM
PROFESSIONAL

27%
NONE

“The increase in training, in particular in the
Professional course (31% to 38%) is pleasing
as it contributes to a better awareness of
staff involved in SIAM transition and a better
preparation for the challenges and focus on
the benefits and drivers involved.”

‘Other’ 3% responses included:
 Internal training
 ITIL training
 Project management training

Simon Dorst
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5.11 ANY OTHER COMMENTS?
Free text comments from organizations who offer SIAM services included:
 The SIAM partner must be on-boarded during the right contract phase, organizations are moving
to SIAM without understanding what is needed and including the right information in in service
provider contracts
 Organizations that I look at are often either totally engaged with the end result or totally engaged
with the process to the detriment of both....
 SIAM needs more business relationship management
 Each organization must understand its role in the SIAM model; accountability cannot be
outsourced
 It is vital to design the SIAM governance framework well in advance of implementation
 Good planning, clear strategies and early stakeholder engagement are essential for success
 SIAM doesn’t have to be a big deal; supplier management can provide rigor and governance
in a multi-supplier environment and RACIs can be used for all suppliers to clarify roles and
responsibilities and hand-offs

“We need to distinguish between contract, supplier and performance
management (see the last comment). Contract and performance management
are more rigorous, ‘by the numbers’ processes performed by the customer and
integrator respectively.
But supplier management, performed by the service integrator, is more about
the relationship between the service providers and the culture of collaboration
and improvement. This require involvement and capabilities beyond mere
flows and templates.
Similarly, I can support the comment on the need for business relationship
management (performed by the customer’s retained organization).”
Simon Dorst
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6. CLOSING COMMENTARY

“It is great to see interest in SIAM continuing to spread around the globe. A large percentage of the
organizations participating in this survey have now implemented SIAM. This probably explains why
the results did not contain many surprises for the practitioners who were kind enough to add their
commentary.
What stood out for me in this year’s SIAM survey is the desire to improve collaboration between
suppliers. At 83%, this even exceeds the ‘Better supplier performance’ objective. Also, the flexibility goal
‘Easier to add and remove suppliers’ saw a significant increase compared to last year, which seems to
suggest a willingness to use SIAM reporting to justify consequential measures.
Although ‘Organizational change’ is still cited as the primary challenge, it is interesting for us, as a
provider of SIAM tooling, to see that 56% of the respondents from organizations that have already
implemented SIAM are experiencing tooling and automation challenges. That is something we did not
see in last year’s survey. It probably indicates that these challenges become more apparent when the
focus shifts from implementing SIAM to improving the implementation’s efficiency.
Overall, the responses show that much actual progress has already been made. I fully expect next
year’s survey to find many more organizations having switched from ‘planning to adopt SIAM’ to
‘having implemented SIAM’.”

Claire Agutter

Cor Winkler Prins
CEO, 4me

Director, Scopism

“Now that we are in the third year of the global SIAM survey, we can start to see trends as well as
having individual data sets to analyze. I’m very pleased to see that the number of respondents is
growing year on year, suggesting a growth in SIAM adoption and also giving us more information to
work with. 2020 has posed huge challenges for organizations all over the world. Those companies who
have focused on building a resilient and well-integrated supply chain have felt the benefits, and others
have realized too late the cost of poor understanding and management of their service providers.
SIAM has many benefits to offer, and can help organizations to handle the unexpected. “
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