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ZYXRTEREIESMEPIRSS SR A FH R B EIR MR T B,

ZYXERZNETP, BRABNBINGEEA ISR ERARL?

ZYX has decided to use an external service integrator, and to use the tool provided by that
integrator.

Of all the constituent companies in the ZYX organization, which is likely to see the greatest
change to their overall governance model?

A) BMATF)
ZYXA
B) HiEnE
ZYXD
C) XREAQH
ZYXUK
D) RS AE
ZYXS
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ZYXFEEEEIMNPIRS ERE. CIOEEIENAISIAMRUSIZEH—LEAT SN, HBARRSIAMARS R
FNMELAIE, FERMPLHE, LUIRNEMMRIIXERAE,

SIAMRUSIEASZIRHIFHUESIAMBIE R =T AX—RAEIEIN.
HERAREIEEX—AE?

ZYX would like to use an external service integrator. The CIO has asked the consultancy
organization, SIAMRUS, to provide some initial recommendations on how the future SIAM
ecosystem should be governed, the roles that will be required, and where those roles
should be established.

SIAMRUS is currently documenting the proposed role of SIAM Governance Lead.
Who is the most likely person to take this role?

A) ZYX CEO
ZYX CEO

B) ZYX CIO
ZYX CIO

0 RBLAEITREE
ZYXS IT director

D) RRBAFNRSEESRSEEE

ZYXS Service Management and Service Desk Lead
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fEANEWGENRERITB—ER, ERATNGRZIERERAZIBRAMNTIE. MNEERRHE
EIRYESHFNIERE @Eﬁﬂﬂﬁﬁﬂiﬁ& e

T‘ %DIJJ‘_SIAMFUII#T%’HE%EX}:, BRESEIMEIEEESEWSREMNTIESRNEN, LU
BINELIIRSS NS ST

BRI NI R —FpifiZ?

As part of the NEWGEN transition project, the contract manager for ZYXH has been
seconded to work with the project team. They are looking at how new contracts will need
to be structured and worded, including how service performance will be measured.

Having attended SIAM training to understand what is required, the contract manager is
now getting input from business representatives and IT tooling experts to identify
proposed performance metrics to be monitored for each contracted service.

What approach should the contract manager take?

A) GIHRENSRUETR, REVENLBIR, HEAIIZYXSEI TSRS HTIEN, MTRBAIREXL
73k,
Produce standardized sets of performance measures and standardized targets, which will be
monitored for each contracted service across all ZYX divisions, which will provide a
standardized approach.

B) RIttNEMEREER, FLAULKIZYXEIMELARSHTIRN, A5, RIELRRSFERIIRSRENR
EARRIBfR.
Produce standardized sets of performance measures, which will be monitored for each service
contracted by ZYX. Then identify different targets depending on the actual service and the
required service level.

C) NE—ERRBSRITARIIRECESSIET. HNERKRBSNE—MENRS, RKEHBEWKER, ©TF
EISZYXHIBBN BRI I EEERIZARSS.
Produce different sets of performance measures, standardized for each category of service.
Set specific targets that will be used for each contracted service of that category, no matter
which ZYX division is using the service.

D) AME—XRFBITAEIINENSSUER. AT, RIELIRRSMZYXEKRIRS RN EARIE
fxe
Produce different sets of performance measures, standardized for each category of service.
Then identify different targets depending on the actual service and the service level required
by ZYX.
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NTEMSIAMER, EENSEINIIZY XGRS IR T,

Rrgaf=aniFh?

ZYXUK has proposed that ZYX's current service providers capability to deliver a SIAM model
should be assessed.

How should the assessment be initially approached?

A) RBABTFT—FRIH T TR, XATLUWEAMEZYXIIBRENRE, BT ahRESHIZRE
RSBER, XEBETRIEHEIVA.
A capability assessment produced by ZYXS one year ago should be used as a starting point to
determine the current capabilities within ZYX. Information on services not currently included
should be added. This will enable a swift assessment of the current situation.

B) HFEiESIAMRUSIIIMEBIRSS tRLAIRVINA RN TN, BRI IR TREE T, MiafeE
AR AN RS IERIKEE,
Employ SIAMRUS to supply an analysis of the current capabilities within the external
providers. A maturity assessment of the processes used should also be undertaken. This will
provide a good basis to determine whether additional resources would be required.

C) ZYXNZEFEEMAH IS IRSS BB TIRLEN, R —naeNEETIZ. SIAMRUS
RENSHEME{THE—HER,
ZYX should commission an independent investigation into the level of capability within the
current service providers. A capability portfolio should be created. The SIAMRUS proposition
should be considered together with other viable options found.

D) HIZRRATEISIREAE. FIEAE. OUTS$CO., NET$COFISIAMRUSHATIARR, BEmR&FIsF
SIAMIEEIREES]. FIFBMIIREIEE R —REERRENESHR, BIFTAWIGREE,
ZYXH should interview ZYXS, ZYXD, OUT$CO, NET$CO, and SIAMRUS concentrating on their
capability to support a SIAM model. Use the information provided to set up an accurate
capability portfolio to be used as an initial benchmark for the program.
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ESIAMRREFAETTHEE1 2D BE5. ZYXRICIOEELD, WFHSIAMEREREKINERZEE,
B NERSRHUBITERRTHIT.

iR A SLEmEE S,
PR ARSS IR AT RER TR BT R E?

The transition to the SIAM model is anticipated to complete in 12 months’ time. The CIO
of ZYX is concerned that some of the current service providers might not agree to the
contract changes required for the new SIAM model.

Legacy contracts will not be bought out during the transition time.
Which service provider will probably not want to agree to the changes required?

A) BANKS$CO
BANK$CO
B) CADS$CO
CAD$CO
C) FIELD$CO
FIELD$CO
D) OUT$CO
OUT$CO

6/40
ZYXHIRIRD S, SCHEfSIAMEEENRT, IXEETRtbNRIRERELRAFTA. SIAMRUSERE TIA
B =R

IYXBEHARKRNT EIBRES?

ZYX has resources in different locations that should also be used within the retained
organization when the new SIAM model is implemented. SIAMRUS has reviewed the
available documentation.

What does ZYX need to gain insight in the current capabilities?

A) ABEE (HR) FIIRER
Human Resources (HR) training records
B) RACI%Ep%E
RACI matrices
C) &HiRsuHt
Resource improvements
D) HIF0ARREIHKY

Training and development plans

Eid#% EXIN SIAM™ Professional (SIAMP.CH)

PROFESSIONAL




=%IN

7/40
ZYXIETEE[ESIAMRUSIRINAISIAMAREY,

HFNEMMERITENERE, CEOBETHRE, ZYXHEMERARIESESXISIAMIEE =4 {aff
i, WAREBZYXRERIKEEERIT.

B—IR SR EXISIAMIERNE R AR PT BER2Im ?
ZYX is considering the SIAM model proposed by SIAMRUS.

The CEO wants to understand what impact any expansion of ZYX into other countries will
have on this SIAM model as a result of considerations for compliance and standards. She
wants to minimize any risks to the profitability of ZYX.

What would be the most likely effect to the SIAM model arising from the expansion?

A) WSHREMEENZINSIEEEE, EUENALATENRSRA. NZNE N ZH MRS ETREE
[, BHATIIREAIER.
The impact of the expansion will be significant. This will have the potential to disrupt the
agreed provision of services. Any changes to the model should be delayed until the renewal of
any affected contracts.

B) MIWKEREFMSERMS. TUERT, REEFRHEED. XNEFHZEEENER, 23X
SIAMIBEYHITE X,
The impact will be different depending on the country involved. Wherever possible, any
changes to the SIAM model should be made only after careful assessment of the capabilities,
risks and potential value of the changes.

CO) MIBERCHN, FEAGKE—EHEMASIAMRUS SIAMEEIRBBIRESR, FEib, WSibatgng
BRAIXUBE R /)N
The impact will be known, as growth is an identified requirement that has been incorporated
into the SIAMRUS SIAM model. Therefore, additional locations should be accommodated with
minimum risk.

D) SR/, EAGMUEERRERERES., ERAMEEIXEESHIRE. TIeXEZENE, X
RERITFEE AT LARR.
The impact will be minimal since compliance and standards are international concepts. Any
risks generated would be identified. Changes to the model would be accommodated
irrespective of the level of risk.
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SIAMAEZUERHRRRTN,  ZYX{EAV SR BRRYIBR—30 5 B ) BE1S LASTHN ?

Which part of the corporate strategy of ZYX will a successful transition to SIAM most likely
address?

A) HIFENREAES

Be ready to adapt to change
B) #=HIRTAZRIZML

Control any change in headcount
C) MRIREERAT

Ensure delivery against contracts

D) HPBRXTIEEE RFAIMKI

Remove reliance on legacy systems

9/40
ZYXHICIOIEAESRHISIAMIET B EATR S IEALR.

FEISUE RN FRRIB— I S X RZNEWGENAI KA T 2R ?
The CIO of ZYX is creating the outline business case for the SIAM transition.

What should be included in the outline business case as a critical success factor for
NEWGEN?

A) 195, SCHEFISZRZYX ITIRSHIRA BEER
A measurable reduction in the cost of building, implementing and supporting ZYX IT services
B) ESMRRAISRIEIEROSERMAIRS D BRI
A strategy for the service groups that considers and resolves the current data center capacity
issue
C) ERWARHEZEERIRIIEEARHIRER
Establishment of positive and productive relationships between the business and the
providers
D) EZYXZAEIRINEENEWBNKR FHR S
Successful deployment of the NEWBNK application across all ZYX organizations
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NEWGENI B IEAEFHRE SRR

- SIAMRUS{EREBAE.
- OUTSCOMIENIREERR, BHEREESHE.

ZYXAEKREW, LIFERSIAMIREL TR, SIAMRUSESIEEMIEISZYXAICIOMIT T —LiTie.,

SIAMRUSE W EERIZYX R TIERAEHIT M EERE, AEBRIESIAMIREIFEIREER, 2
PRFAEIBE.

CION XA RS, MERAVE. CIOREEEREE—MIEER, NheeRiRAes
B, FRNBUERITEERENRE,

HERIERRY, AHtA?
Project NEWGEN is in the Discovery and Strategy stage.

- SIAMRUS is selected in a consulting capacity only.
- OUT$CO is selected as the service integrator, but the contract is not yet signed.

ZYX has asked for input on defining the role profiles in the new SIAM model. There has
been some discussion between the SIAMRUS consultant and the ZYX CIO.

The SIAMRUS consultant recommends that ZYX starts with a baseline inventory of the skills
that the ZYX staff already have before moving on to creating role profiles by adapting a
standard framework to the SIAM model.

The CIO thinks this is too costly and unnecessary. The CIO wants to move ahead with
choosing a standard framework from which to copy the role profiles without change and
states that the baseline inventory is unnecessary.

Who is correct and why?

A) CIO, ANftEESRENANK, BRREENERIEEEENELE.
The CIO, because he is better placed to oversee consequences of costs and knows better if the
baseline inventory is really necessary.

B) CIO, RA&FCEERBINERGERTIIAREE, —RIJEEBHTEERRERIE.
The CIO, because it is better to start with role profiles taken directly from a standard skills
framework and do a baseline inventory after a while.

C) SIAMRUS, ENBTEEREERIZFILIBRNEREESEIFAE, RTBIIEHZE.
The SIAMRUS consultant, because doing the baseline inventory ensures that available skills
are used, and staff are correctly placed.

D) SIAMRUS, BENIEERMMIAZEIEEMIAAT, FrLUEIIEXAE LETEEEN,
The SIAMRUS consultant, because they have been selected in the role of consultant, which
gives them executive power over this matter.
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ZYXEERHEMAZYXAISIAMERRES, 1 EKIBHEZ X T SIAMRUSHITRELSIAMIZERLRY S
=]

Cho

SIAMRUSEINZYX{ERLA RS R4

- FHIEE: SIAMRUS

- WZ&: NET$CO

- N FAFF.: OUT$CO

- RB¥E: OUT$CO

- RigAFITE: MOB$CO
- IRSS &R : SIAMRUS
- R34 SIAMRUS

ZYXEEREOHPRBIETIRS AE). SIAMREIN 375 ZY XAV R BEFIZY XAY R RAESS .
BB—IRHRIIRS A DRIEAEE?

The ZYX Board of Directors wants to confirm the SIAM strategy for ZYX. They have asked
SIAMRUS to provide more information on their standardized SIAM model.

SIAMRUS has proposed that ZYX uses the following service providers:

- Hosting: SIAMRUS

- Networks: NET$CO

- Application development: OUT$CO
- Application support: OUT$CO

- End user compute: MOB$CO

- Service Integrator: SIAMRUS

- Service desk: SIAMRUS

The ZYX Board of Directors is concerned that this omits ZYXS. The SIAM model should
support the ZYX corporate strategy and the ZYX mandate for change.

What is the best approach with ZYXS?

A) EINBRSS ABI/IRERIRSS RIS
Add ZYXS as an internal service provider
B) FIRSATIRIMRSHBRESIAMIEELZ b
Exclude ZYXS' services from the SIAM model
C) BIRSAEMNIREIRRE
Put ZYXS into the retained capabilities
D) BIRS A EIRIIRSHEBEIOUTSCO
Transfer the services from ZYXS to OUT$CO

Eid#% EXIN SIAM™ Professional (SIAMP.CH)
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ZYXERHSHRARNARIER, BEENAT. BREAR. ERAR. REATMRSAE.

NEWGENIIEES& I, SIAMESAEBEZREEAMI, ZYX SIAMERRSAIHEIE TEEMISFHA.

6B, EEATEEEE T SANMSIAMRUS, WEEATWITIRSEMKRHITEHS, Fhk
KIRLFOMKEE., 4881, WEITSIAMRUSHIIRS, IREGEET—SIAMEEE KD, SIAMRUS
EVEE AT EETFSIAMBIER 5,

REATNEENBRRATAREERATRS AR T IAMIINZEE, MEXMHEREET
8. AMEEtIIESERNIEAN, PREE—BERY. REATRSMZYX ITES/NAKIERN
FIRE

CEOREMIRZYXAISIAMEIRERTEAE, WBHRERE NSRS ER XIS F TR SIFLE
THE.

R PG A RS BRI SCEX L B iR ?
ZYX Corporation is a group of 5 different companies: ZYXA, ZYXG, ZYXH, ZYXUK, and ZYXS.

Project NEWGEN has now been established. A SIAM strategic governance board has been
created. Work is about to start on creating the ZYX SIAM strategy.

6 months ago, the directors of ZYXUK asked a consultancy organization, SIAMRUS, to
review ZYXUK' s IT service provision strategy and suggest a new strategy for the future.
The report from SIAMRUS was received 4 weeks ago. SIAMRUS suggests that ZYXUK moves
to a SIAM-based model and includes an outline SIAM strategy.

The senior staff and directors of ZYXUK do not like any interference in their strategy and
operations from ZYXH and ZYXS, and historically have always objected to any imposed
changes in working practices that do not align with their own aspirations. ZYXUK have not
attended the last two meetings of the ZYX IT steering group.

The CEO wants to ensure that the SIAM strategy for ZYX is appropriate for all ZYX
companies. She also wants ZYXUK to embrace it and actively support its implementation.

Which approach will be the most successful in achieving these aims?

A) XKFASIAMRUSIRAMEGEE A TR EFHISIAMEREREAZYXRISIAMELEE
Adopt the SIAM strategy from the report created for ZYXUK by SIAMRUS as the ZYX SIAM
strategy

B) EAREATEEREASIAMIAERERA, REZYX SIAMALE
Appoint the ZYXUK Operations Director as the SIAM Governance Lead who owns the ZYX
SIAM strategy

C) EKEELTMITARIANITIES/NE, BAStiIREMSERREIN
Make ZYXUK IT staff take part in the IT steering group, as they have not attended the last two
meetings

D) MEEATSEEZERRZRE—MDSIAMEIRRIEIAS Y, HAEKEERERT
Send the ZYXUK Management Board a copy of the SIAM strategy and ask them to send it to
their staff

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 14
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ZYXFBERRESIAMING, FACEOTTRIINEEEET Rikss.

B—IREREEINEWGENT B BiE 4075 ?

ZYX wants to establish the SIAM environment as quickly as possible, because the CEO
wants to accelerate the expansion into the USA.

What is the most appropriate way to initiate project NEWGEN?

A) HIESIAMERRS, FmblEIeIUERNSIAMIRELSCHE AL
Create the SIAM strategy and business case, along with the outline SIAM model for the
implementation

B) HAERHEAIERLARIN B U i@k
Define the critical success factors and the plan to communicate the ongoing performance of
the project

C) EFHhMEH, WmE—RYEERNTTmistERE
Establish a Waterfall program, which defines a series of Agile projects with minimum viable
products

D) SIABUEEIRA, RERHRIE. AICErERmRRIARSEM
Onboard an Agile team with a mandate to provide rapid, prioritized implementation of
required components

14/ 40
SIAMIHBZRSRE, EFERHNEIFAIRS EMRBIISIAMEES,

- OUT$COBRIZIRS AR, BRIEEIRITBEMAIIRS D E.
- SIAMAESEFRIPRIRS SIS RIRS A TR,

B—RABNGE R RN EHRHBEN S IR ERS IR AR ?

The SIAM project board has decided that the chosen SIAM structure will be the lead
supplier as service integrator.

- OUT$CO has been awarded the service integration contract. They are designing the
service grouping for local area networks.
- ZYXS will provide a central service desk for the SIAM ecosystem.

Who would be the best provider of the local area network support for ZYXA?

A) DESK$CO
DESK$CO
B) DLAN$CO
DLAN$CO
C) NET$CO
NET$CO
D) OUT$CO
OUT$CO

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 15
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HIERABEIBEIRSIAMES RS, SIAMRUSZHEFRIIRSENRE. CitE TIIRS D EHMRSS
=itm:

- NFRRGARS: RELE
- E%F: DESK$CO

- FIEE: #ERT

- BigRg: OUT$CO

- iR NET$CO

I RS RN S EHITERSERERSR, LIEZYXRIBFEESha N AR SRSS.
NET$CORS SN EFEIZEFNERRERR?

ZYXH has commissioned the SIAM ecosystem. SIAMRUS is the proposed service integrator.
The following service groups and service providers have been selected:

- Application services: ZYXS
- Desktop support: DESK$CO
- Hosting: ZYXD

- LAN: OUT$CO

- WAN: NET$CO

The WAN (wide area network) connects the LAN (local area networks) to the hosting
service, so that users across ZYX can access the application services.

Who else will NET$CO have operational and functional relationships with?

A) IEERIFTAEMEIRSIREEFISIAMRUS
All other selected service providers and SIAMRUS

B) EERIFTEEMIRSIRMRE. SIAMRUSHIERAF
All other selected service providers, SIAMRUS, and ZYXH

C) OUT$CO. #EAF]. RRSAFFISIAMRUS
OUT$CO, ZYXD, ZYXS, and SIAMRUS

D) OUT$CO. RS El. DESK$COFISIAMRUS
OUT$CO, ZYXS, DESK$CO, and SIAMRUS

Eid#% EXIN SIAM™ Professional (SIAMP.CH)
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ZYXEESHIETSIAMELRE, BB EELESIAMRUSHHE AL, (BZYX{REBIIZRM, ERRSFOILSS
KREEREHIN.

ZYX R EE—FRSIAMESHT?

The ZYX Board of Directors has decided on a SIAM strategy. They want to use the expertise
from SIAMRUS, but with ZYX retaining control of architecture, strategy and business
relationship management.

What SIAM structure should ZYX choose?

A) =ERAEISSIAMRUSERBSIRS SR, —EDEEMERS

Hybrid service integrator between ZYXH and SIAMRUS, splitting specific responsibilities
B) SIAMRUSIEASNIBIRSS SRR, =RATIRMIREIRRE

SIAMRUS as external service integrator, with ZYXH providing the retained capabilities
C) SIAMRUSIENEZEMNEIRSEMNRE, HEESHINASFRE

SIAMRUS as lead supplier service integrator, giving them additional application support roles

D) =RABHEARBPIRS SRR, FIFASIAMRUST FZEEIR

ZYXH as internal service integrator, using SIAMRUS for resource augmentation

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 17
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SIAMIE AR R E5TRK.

- SIAMRUSHHE IMNBIR S Sk .
- IR NEIAZYXIR L TR EBERRE,

BE=1H, OUT$COXRBEXRZEISLABTR, SIAMRUSITEHITIRSEHAHIE.
RAMEIHITARSS (S FRHIRE?
The SIAM transition is complete.

- SIAMRUS is appointed as an external service integrator.
- ZYXH provides the retained capabilities for ZYX.

For the past three months OUT$CO has not met their SLA targets and SIAMRUS wants to
apply service credits.

How should these credits be applied?

A) HSIAMRUSHRIEIRSSERHIEITE LN, BEIRRREERAE, AERERATIREREK.
SIAMRUS calculates the service credits due and passes the data onto ZYXH who then
processes the collection.

B) SIAMRUSEXIOUT$COREMSRAMZTAIFRIN, HEFMOUTSCORBRRIER A BIREERI J.
SIAMRUS informs OUT$CO that credits are due and tells OUT$CO to contact the ZYXH
purchasing department.

C) HSIAMRUSHIZRRABIBIRIRSFAFER. Afa, ERATTRE. HHEFKERNBEIIR.
SIAMRUS informs ZYXH of the service failure. ZYXH then verifies, calculates and collects the
amounts due.

D) SIAMRUSIRIEZIERIIESIRSER, WU, BEAERAT.

SIAMRUS raises the service credits using delegated authority, collects the sums due, and
passes them on to ZYXH.

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 18
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ZYXEHERE T IRFSERR.

- OUT$CORIBRSS &R,
- RSB AT ANERIRS IR, RERHTA. SIFHRSERS.
- FTE Rt B RS IR R IR HARSS.

REABIRSEEARIBEOUTSCO, RBATRETUSLHREHLRIHEIAFIEIR:

- RS e ERFHRRIVEREE
- BRMENETERE
- RS AT A

ERABMEEATAEOUTSCO, RATULIEAKEIRSE, HPaa8 M RSEHE LA=1H
AN PNS AT

OUT$COSB—ERufgftA?
ZYX has appointed a service integrator.

- OUT$CO is the service integrator.

- ZYXS will be an internal service provider, providing development, support, and service
desk services.

- All other current service providers will continue to provide their services.

ZYXS service management has asked OUT$CO if ZYXS can continue to report on the current
ZYXS measures and targets:

- Number of incidents received and resolved by the service desk
- Number of changes approved each month
- Service availability

ZYXH and ZYXG have asked OUT$CO if they could receive a report each month from
OUT$CO, showing achievement of these three targets by every service provider.

What is the first step that OUT$CO should take?

A) HIESHUHNITR, WEMDFTENRSREHEEEXEYE
Develop a performance measurement plan to collect and analyze this data from all providers
B) JNiXEigiMIBMRE—EBRAINTTESE, HATEIRSRAEER
Identify a common set of calculations for these measures and targets for use by all service
providers
C) ESFERSRUBEREAIER, [TRMAEIRIBR
Instruct all service providers to adjust their internal models to report on these measures and
targets
D) ARATEIRSIRHEITICRARTATS IR B RAISIE
Lead a discussion with all service providers on the impact of adopting these measures and
targets

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 19
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ZYXHISIAMIER EREE TR,

- OUT$COR RSB ERS.
- RSB A TERABHIEBAMR MRS SN AR A S3ERS.
- BUE AT EERS ABINERS.

RS NEFNEHRATIZERIRSKINIEER, B2, OUTSCORI, REATNEREATNAE
B ()42 5 WIS EFIRR,

BF—IR HRIX LLE A BB M ERIRAETTIR?
The ZYX SIAM model has been operational for two months.

- OUT$CO is the service integrator.

- ZYXS provides the service desk and application development and support services, using
different teams.

- ZYXD is hosting the ZYXS applications.

ZYXS and ZYXD are both meeting their individual service levels. However, OUT$CO has
identified that there is often tension and conflict between the different teams of ZYXS and
ZYXD.

What is the best approach to ensure that these teams work together more effectively?

A) BERSATFIEEATNEMNTIERE, BESERIRRIIE
Bring the teams of ZYXS and ZYXD together to discuss the issues and agree a suitable way
forward

B) LIKESIAMIZERARA, ABERERSATHNEEATDAHEANES

Escalate to the SIAM Operational Lead and ask for a formal warning to be given to ZYXS and

ZYXD
C) SZYXFBRSRERELIMELIE, EE RSN LIRHXANEG]

Establish a collaboration forum with all providers to ZYX and raise this example at the first
meeting

D) EXRBEUESIMARTSIN—TUFERR, 1N ATEIRS R ERIR

Introduce a specific target in the overall set of KPIs measuring how all providers work together

Eid#% EXIN SIAM™ Professional (SIAMP.CH)
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ZYXREIRFFROUTS COSMIE NI A IRSS R AR

BERIESHERHEET THNEE, REBENIRSEMINERIIRSRIIAIETT. SIAMRUS
MFERNASRE TEN.

B2, BFSIAMRUSIRINAR, FRIEEFEOUTSCOMERIRSEMM. ZYXBRIEESO0UT$CO
HATERRA.

B—IRE TSR RMOUTSCOEITIRS SER A ER SR AIRIEMIE?
ZYX decided to continue to use all existing service providers apart from OUT$CO.

New contracts, including service integration requirements and revised service levels, have
now been signed with all providers. SIAMRUS provided advice on the contents of these
contracts.

However, it has been decided to appoint OUT$CO as the service integrator, as the costs
received from SIAMRUS were too high. ZYX is now negotiating the contract with OUT$CO.

What is the best way to incentivize the performance of OUT$CO as the service integrator in
the contract?

A) RERSIEHUEFREAZIRSKIIER, HMIOUTSCORTIRSEMAFIE, OUTSCOBMMEXRSSIRE
HEBREE.
If any service provider fails to achieve any service level target, service credits will be applied to
OUT$CO, who can then seek recourse against the service provider.

B) REIRSIZHAFREILZIRSHKAIBIR, HITOUT$COFMBEXRIRSBIRHBRRHITIRSERHIE.
If any service provider fails to achieve any service level target, service credits will be equally
applied to both the service provider and OUT$CO.

C) OUTS$COBRELMimENmARSS SN, WM EFNEUE BRmIkSLENm.
OUT$CO will be rewarded for the achievement of targets for end-to-end service performance,
collaboration, and improvement.

D) &/MER, OUTSCORBESMRSBRAUEIIATIERSRIIIIRELS.
OUT$CO will receive a bonus for each period where every service provider achieves their
individual service levels.
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ZYXREERARRIRSRHBSIIRHETITE. NATA. NE, NASNE. SESIFHIMER
5. ReseERaRSTIBRURS. OUTSCORENENIEEIRS R, BRHEFARSER
.

FEINeIRSIREETFIRS MBI S RESEET, ZYXRICEO, CFO. CIOMRSABRITREZ B
T oIk,

- ZYX CEORE 2N RSRHBERFE—NSEEN, BRIEIIETHRIMNFLREERK,

- ZYX CFOthRELRIRSRUBERR NGRS, EAXEAILUR AT s RS RN ARERY
D%

- ZYX CIOREOUTSCOER—MEREEN, MEMEHEERS—MEEEE, RIaXERILFER
RRTRERAYARSS fRALAAR.

- RBATNITRERER/ I AENEREMNEN, RAXETLEKERARIREE.

TR ERIERRRT?

ZYX has decided to use different service providers for hosting, application development,
networks, application support, desktop support, and networks. Cloud and commodity
services will be used wherever possible. OUT$CO have been selected as the hosting
provider, they will also be the service integrator.

When discussing the design of the new contracts for the service providers and the service
integrator, the ZYX CEO, ZYX CFO, ZYX CIO, and the ZYXS IT director have a disagreement.

- The ZYX CEO wants to use a single contract structure for all service providers, in order to
ensure adherence to a common set of rules and governance.

- The ZYX CFO wants to use a single contract structure for all service providers, because this
will keep the complexity, and with it the costs, as low as possible.

- The ZYX CIO wants to use one contact structure for OUT$CO and another for all other
providers, as this will ensure the lowest possible costs of service provision.

- The ZYXS IT director wants several different contracts and structures, because this will
allow the most flexibility.

Who is most correct?

A) ZYX CEO
ZYXH CEO

B) ZYX CFO
ZYX CFO

C) ZYZClo
ZYZ Clo

D) [REATITEE
ZYXS IT director
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SIAMIET R E L FTA.

- SIAMRUS#IE N IR S AL .
- SOUTSCOMERIER L%,

S5SIAMIETUEEIRRIZY XINB BIBOAIREY, B IHRVEEIREUR THATEEIE (OCM) RYEHETS L.
I IRERIZF—ROCMER., (FuBstmiZa—R, ZYXIEBPAEXEIRIEAEEOCMII=RR
AF]. SIAMRUS, OUT$COFBRSBARIXIURAEIRIF/NA,

WMAFESIAMIE T EEHEHAB) SRR bR, RN EIZT IR AR R AR ?
The SIAM transition has been started.

- SIAMRUS has been selected as the service integrator.
- The contract with OUT$CO has been renewed.

The ZYX project team involved with the transition to SIAM realizes that successful transition
will rely on the way that organizational change management (OCM) is done. They decide to
recruit an OCM expert. As part of the selection process, the ZYX project team asks each
candidate to consider the impact of OCM on four specific areas namely ZYXH, SIAMRUS,
OUT$CO and ZYXS.

Which response best demonstrates an understanding of how to overcome challenges
during the SIAM transition?

BERT , BT -
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A) ESIAMERZUEIERAE], EREREMBESSAREE, XIFEELE, RRSFNEIHZRA TR
Rkt IR ELURANESE. SIAMRUSRIBIZR—RIESRS AEFIOUTSCONRE R TiH T4,
During implementation of the SIAM model it is necessary to get commitment mainly from the
project people involved. The enthusiasm of ZYXH must be maintained and demonstrated to
reduce organizational resistance. Communication with all staff from ZYXS and OUT$CO should
be undertaken by SIAMRUS using the same channels.

B) OCMIFEEE., MAFRIHLAIZESLET %, 1HERAT]. SIAMRUS, OUTSCOMBRS AEAIR
TNREZESHVEMIFEXE, SHERRTNEEEZE, BB ASRATEF2EYET
XIF0sERETT A,

OCM is very important. The approach should be established at the beginning of the project.
Making staff in ZYXH, SIAMRUS, OUT$CO and ZYXS aware of the need for change is key.
Analysis of the current employees' appetite for change will enable comprehensive
communications plans and approaches to be tailored for each area.

O) MINESESFIMARREETIMSIAMIEL iR, Elt, OCMMELIR FEMY, BHiiEE!
OUT$CORTBRTAISHKF. SIAMRUSREREAIRS A =R ABREMFERMBEHREER, LIRS
IERYEL,

The attitude of people will influence the ability of any organization to transition to SIAM.
Therefore, OCM should be planned early in the program. It is essential that all staff from
OUT$CO supports the initiative. SIAMRUS should maintain the momentum of the project by
circulating weekly e-mails to ZYXS and ZYXH reporting progress.

D) MK SHIEMER, SIAMIEZUEEHRIN B W& FEERSHT R TEMAISIE, SIAMRUSZ/RIBIT RSN
SFHERABR TR ORSIISHFAIBERNEE. NET SRS NBEFHM SEAEE
RRTHITIDE.

The SIAM transition program should consider its impact on the new staff structure during the
Plan and Build stage. SIAMRUS must champion the proposed changes by building the
confidence of staff from ZYXS and ZYXH. Communication should be via a weekly video and e-
mails to senior staff in all organizations.

23 /40
RS ERBERTEREARIAR T —RIMNBEHIT R, ZYXWEREF—RSW.

TEIWERE, ZYXW ARt BN R E?

The service integrator is organizing a series of onboarding workshops during the transition.
ZYX has been asked to host a session.

How can ZYX best assist with onboarding during these workshops?

A) FIFER TR STk

Contribute to new approaches and working models
B) EXBHRSHRKEEZD

Define the low-level operational interfaces for each of the services
C) IESMERLIEFINZEMTI -

Guide the resolution of operational details of the implementation
D) sziEfthIAYLSS BtR, FaRERAI—EtE

Highlight their business goals to ensure alignment
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—RARBRITRESABNKRFIIRITIEG KRR (BCT) . XIGTERMZYXAMIA.

CEOZERCIOH (&% HRTHARSS 2 ISR A EHEHAY A IRSSERLE0UTSCO,
REAX—RBARAXERFA?

A major bank has decided to stop using BNK and the bank counter terminals (BCTs). This
will severely affect the profitability of ZYX.

The CEO has asked the CIO to consider transferring all services currently provided by ZYXS
and ZYXD to OUT$CO.

What would be the greatest risk with adopting this strategy?

A) EEISBANKSCORHEE S RIKMN
Amending the terms of the hosting contract with BANK$CO
B) X EZIRSABFEIELBERIR T
Changing the culture of the staff in the ZYXS and ZYXD teams
C) HEIRS ATEREATNE R TREASTHFIRSS
Maintaining the support of the current staff in ZYXS and ZYXD
D) OUT$CORBIZEIZIARSS AT aIANiR
OUT$CO acquiring the knowledge needed to operate the services
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ZYXIEFEE SR FASIAMRUSIRHRIBRSSPRE TN, BIEMESIAMRUS RS EEE. ZYXEENF
RS RAUB SHRS R HERRMERS.

ZYXIEFE T Rt A TERRRFISERTT i RREE Pt FEROBR SRR, MERTDRNAE. B, B,
FREJREHRE M.

BpFh T ESRESAIERE T AR S ZY XBIEK?

ZYX is considering using the service segregation proposed by SIAMRUS, including
appointing SIAMRUS as the service integrator. ZYX would like a mix of current and new
service providers.

ZYX wants to understand what tooling strategy and integration method will best support
the new service model. The solution should be seamless and cost effective, with the lowest
complexity possible.

Which approach for tooling strategy and integration method will best meet the
requirements of ZYX?

A) ERXISHEENER, ZYXNEEFISIAMESRAFRIFMERERSK—ERSIAMRUSHITERE. RERK
Bait EEMIRSIRHBIEIE, ARRBRINRIRS SEIR SRSIIEREREYE, HSIAMRUSIC
RAERA.

During the Plan and Build stage ZYX should mandate the use of the SIAMRUS toolset for all
providers in the SIAM ecosystem. This tool would take automated bulk updates of data from
the service providers, and then convert the data into a format that SIAMRUS could use to
report on the end-to-end performance of the services.

B) ZYXRI{ESEHER BRECEIFFEE—SRIRMEE MRS AOINEBIRMLRD. LLIERRARSS NI SIAMEREL RS AR
SRMUBIEIEERIRIER, THERSREFHITEIOEE. ETERGENIEHIRPASIRHIISR
THIRER.

In the Implementation stage ZYX should find and appoint an external provider of an
integration service. This integration service should facilitate data transmission from all service
providers in the SIAM model without them having to make any changes. The toolset should
also provide real time status tracking and audit trails.

C) ERRSHEEMER, N rED7 EINENEBETERS. A SHENR, NOFEREIEEK, &
DIERIENBAN, EETBENIER. RSREHEEENFSIAMRE—FHE BT ERIRIIHEIE.

The market should be searched for potential toolsets during the Discovery and Strategy stage.
In Plan and Build the data requirements for integration should be analyzed. The analysis
should be used as input to the tooling strategy, considering the tools available, service
provider capabilities, and the SIAM model.

D) ZYXNEMX SR ANARSE—I T ERFHIHTIE. RREEBRHEKRFERSREHBLMRES
ZTERFHITHE, LGRS ZTERFHITHIRERRNESHEIRY, FUUS/RIFHESSIT
GRS,

ZYX should select and implement a single toolset before the Plan and Build stage. The tooling
strategy should mandate the requirement for all service providers to interface with this
toolset. The toolset must reduce the tasks associated with data integration and achieve
seamless reporting with minimal overheads.
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IYXBREIERSREBZAESMEHNEEETH, SERSIEENN. BEERSEENBIER
RIEMZLE, BLERERFERELL, BELERAIHRILIIK. OUTSCONERENTIHREMBIT
RSERBE12TBREH, FEBIER.

SIAMRUSRIRI#HfBE A IMEBIRS SRS, FROUT$COS;, MBIRSIREFERTEEMAIN
SIAMESE S, (BEIBEERESHARELE.

ZYXEELSEKCIOHEFERTENZYXERAWSIAMLIETE, EKiZ5ABRERBILIISIAM
155, NEEHRRZYX R B ABIRINBEFRA RN

B—IRRIE =S AISCHET S A?

There is a wide variety of contract arrangements with service providers to the ZYX
companies, including internal operating agreements. Some contracts can be terminated
with relatively short notice, with some contracts ending within the next year, but with
others having longer to run. The contract under which OUT$CO provides ZYXUK with all of
its IT services ends in 12 months’ time and will not be extended.

SIAMRUS has just been appointed as the external service integrator. All existing service
providers apart from OUT$CO have expressed their willingness to be part of the new SIAM
model, but so far there have been no changes to current contracts.

The ZYX Board of Directors has asked the CIO to recommend an implementation approach
for SIAM across ZYX that best achieves the mandate for SIAM with the least risk and cost to
ZYX and its individual companies.

Which is the most appropriate implementation approach?

A) 50UTSCOMEREIERfS, ZYXBAERIFBRSMIRS RHE R ESIAMRT AR,
Transition all services and service providers for all ZYX companies to the SIAM model at the
same time, when the contract with OUT$CO ends

B) 6B, ZYXBLABRIMBERS MRS IRHUBTHRSIAMRTEiR, IMARRSRIAISEMKI.
Transition all services and service providers for all ZYX companies to the SIAM model within 6
months, addressing current integration issues

C) BEHEEATDRIFRSIRARERAFMOSIAMED,, Km3 1N 8, REZYXHIErEEMBIRSIRAEH
TR,
Transition new service providers for ZYXUK to the new SIAM model first, pilot for 3 months,
then transition all other service providers for ZYX

D) SEEXRIUEATDEIREFSIAMEER, HR3 1M, BEXKRSABHTER, HR318, AGEMEH
ARG R LRI THE I,
Transition ZYXD to the new SIAM model, pilot for 3 months, then transition ZYXS, pilot for 3
months, then transition all other service providers
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ZYXHITIESZERSCIO—EITIE "2R" XA,

XIS %, WSERISRH T AKRRIRIRE?

The CIO of ZYX has been asked to go to the IT Steering Committee to discuss a phased
implementation.

What is the key concern raised by business units for this type of approach?

A) ZYXTHEERII A SSERI IFRE = AR,

ZYX is unsure about the impact on business unit budgets.
B) ZYXAHERISRZWSSE ],

ZYX is unsure about the number of business units involved.
C) ZYXFEEGHIHIIFEE.

ZYX needs to integrate both old and new working practices.
D) ZYXEKRD R ERREREKTE,

ZYX will introduce a higher level of risk by using phases.

Eid#% EXIN SIAM™ Professional (SIAMP.CH)

PROFESSIONAL

28



=%IN

28 /40
ZYXBERIEEH{TNEWGENINE, SECIZYXERESIAMIET R,

XIS IAFIRS SERERS RIS, ZYXEEFEEE S —ERINAEETE.
MTFZYX, B—TRRAERIEIRTTIA?

ZYX is currently undertaking project NEWGEN, aimed at transitioning the ZYX organizations
to a SIAM model.

The ZYX management team is considering a number of alternative approaches that have
been suggested for transitioning to the new service integrator and service providers.

What would be the best transition approach for ZYX?

A) - EFSINRSS SRR, SEHERIRITIFMAISIAMARE,
- DIRSINZYX B N EWFERIIRSS 1RALR.
- EIRRATEIRSIRHEZR, RTFE— T RBSEMBEAECHRNENLERE, ZEBXAEmE
BHTEERK.
- Appoint and onboard the service integrator and work with them to define the detailed SIAM
model.
- Onboard service providers in phases related to a specific ZYX organization.
- Initially allow each service provider to use their own processes with no changes, integrate
them once all providers have been onboarded.

B) - ENIFMRISIAMIREIFHIRISHNE,
- IEIRSBERES Sk, HEARAERERSRAEMBEE PRI ENRESR.
- BRBXGHTHEPZEIN, UISIEHRSIAMESRFEHIRSIRHUBNREEMRBR.
- Define and agree the detailed SIAM model.
- Engage the service integrator so that they can support the transition activities during the
onboarding of the different service providers.
- Undertake user scenario testing with all parties to validate the integration of the service
provider processes across the new SIAM ecosystem.

C) - RIEZYXFTRIRSHEH S INGEIRS IRHRE.
- B IRISRE, ARSI RIERR A E IR S nkr.
- EREMMIRS IR TR, IESHIRSENBE X RERS—EL.
- Identify and onboard appropriate service providers based on the services ZYX requires.
- Closely monitor their performance, and then select the best performing provider to be the
service integrator.
- Transition the other service providers to align to processes defined by the new service
integrator.

D) - MARMANFSIAMESRSHIIEIRS R, WEMIHTRLANZEIRFT.
- IEIRSBERES SR, EROENINY, SERNERHBRSIFIRMUBRSHIER.
- FIRFTARSS IRAEBAUINBERESIAMIRRR BIAER,
- Identify the logical order for disengaging existing service providers that will not be part of
the new SIAM ecosystem.
- Engage the service integrator to manage the transition of services from the old to the new
providers in the agreed order.
- Ensure that the onboarding of new service providers includes their alignment with the
detailed SIAM model.
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MOBS$CONEE N EFERE A BININZFIEZR DN B R A RS,

ZYXIRTE, HEFRISIAMIET, ABHMOBSCOMRLHRMIRS, OUTSCOBIENZYXBENEIRER
FHOTARSS IR,

MOBS$CORIEERMEFY, AEEOUT$SCORITLE,
T TR R E SRS B IDSEINSIAMART 446, OUT$CORZNfarfsg?
MOBS$CO delivers desktop support for field- and home-based users to ZYXG and ZYXUK.

ZYX has decided that MOB$CO will not continue to provide services under the new SIAM
model. OUT$CO will be the new service provider for desktop support for all ZYX
organizations.

MOBS$CO has reacted badly after receiving this news and is not being cooperative with
OUT$CO.

What can OUT$CO do to ensure a successful transition of desktop support services into the
SIAM model?

A) E—NAEER, EIMOBSCOMAMEZ BRFFEEE
Develop a process model showing all interactions between the current processes used by
MOB$CO

B) THEZYXBZRERAF XY RESHIEAEIEK
Discover what expectations and demands users in the ZYX organizations have for desktop
support

C) BIRSAEBREIMOBSCOMFMBEXMMME. I, TEMAMHNTERLICR
Get ZYXS to obtain MOB$CO' s full history of all closed incidents, problems, changes, and
releases

D) FIBRECIENIAINE, SFMMOBSCOZEE
Use the process forum structural elements to encourage more cooperation from MOB$CO
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ZYXHISIAMBEEL R \— X T SN FRFF R RN ERIRSS IR, IZxIRSREPNRTRRERS 2
SFREATNNEFRERA.

—FIMPEA A TR EARS A EHREADERFRISIAMERR, LISABRLZRRMIRT, &
A TAFSERANS LS D B, ZiEaNiSR AR F M OB MY SRS SRIG BT,

B — IR EE S ENA R RIENRAVSE?

The SIAM model for ZYX includes an internal service provider for application development.
The staff for this service provider will come from the current development teams in ZYXS
and ZYXUK.

An external consultancy company has been asked to create an awareness campaign about
the new SIAM model for the affected staff in ZYXS and ZYXUK. The campaign must
influence the staff to make the required changes in working practices and culture. A
combination of e-mail communications and workshops will be used to deliver the
campaign.

What approach is best to determine the effectiveness of the awareness campaign?

A) WRITEERRAERIARIE R TR
Carry out ongoing measurements of changes in staff attitudes and achievement of outcomes
B) N AR BB SNSRI ZRIRAER
Measure the adoption of Lean and Agile approaches by the application development teams
C) BNREATF@BEXEHEITIESNESNAIER
Monitor the attendance of the ZYXUK stakeholders at the IT Steering Group meetings
D) EESIHER, THRKEIRIMALAEAVE FHRMEE
Review the statistics for the number of e-mail replies received in response to the
communications
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NEWGENIRHELRE50.

- ZYXEERRERENTNLIES0UTSCORER.
- FSIAMAERL RN N RIS NERER SS TR AR FNAR 55 S Ak A D AU B AR izt

ESEEATNNEERERZA, AT EFOUTSCOMRREIRMIARRS, W—IERErE?
Project NEWGEN has started.

- The ZYX Board of Directors has decided that ZYXUK should terminate the contract with
OUT$CO.

- The external service providers and service integrator for the new SIAM model must be

chosen after bidding.

What is the best approach to ensure that OUT$CO is motivated to provide good quality
services until the end of their current contract with ZYXUK?

A) HSIAMIEEIEHNITIESRRATHOUTSCOR N E AN

Arrange for OUT$CO to be the lead supplier on the Executive Steering Board for the SIAM

transition

B) HrRSOUTSCOMATARMINARSIRIEEH TEIE

Ensure that regular communications are provided to OUT$CO and all other current service

providers
() ESHEENTIRSRMIFESASOUTICOBHRSZHFERIN

Instruct the ZYXUK service delivery managers to have monthly service review meetings with

OUT$CO
D) RAaeAImOUTSCOEMARIGHLERLE

Leave making the announcement to OUT$CO that the contract will be terminated until as late

as possible
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ZIFSIAMIRZRISEIR E TThL,

- SIAMRUS 2RSS &R .

- BRI AN EIAZY IR (R EBERRE,

- IRSAEHIRMAA. SHFIRS IR,

- f4E. BT AT ASTEIRS D RE SRR IR SRR 1R .

£, BNKFINEWBNKRIFFERFEILEIT " KT AMNEWBNKHZEINA" AR FEpE. KEX,
N ABRLEEIER, SEWNLIRITRFFET 7NN, REBIANZ MRS E,

EhlTEAE, IRSZABFELARTRSKETE, RLLRSERBESS. RESQTEFHTE TR
FIRASESPEIER, AT S EREMREMRSS, ILMERSRUBESSEHE,

BT RN ZREUT AMGE?
The transition to the new SIAM model is complete.

- SIAMRUS is the service integrator.

- ZYXH provides the retained capabilities for ZYX.

- ZYXS provides application, support, and service desk services.

- Services for network provision, application development, and application support remain
with the same service providers as before the transition.

Last week an e-mail about the launch of a new mobile application created as part of
NEWBNK was circulated to all users of BNK and NEWBNK. Yesterday, this created excessive
demand, causing a four-hour outage of the online banking system. The cause is believed to
be an overload of the network services.

During the outage ZYXS led the activities for service restoration, without involving the
service integrator. ZYXS logged and assessed the incidents reported by users, and involved

the network service providers in order to diagnose the cause and restore the services.

What approach should be taken next?

SISESEHE -3 Nl
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A) - BFSIAMRUSHAZRImEmARSZHIZZSS, EILLSIAMRUSN £EESRFHUHTRIEETLE,
- RS ATIFINETSCOMIEANRIBZER QNI TEERFHURIRE, HRSIAMRUSIRE
- SIAMRUS NI AR SRR SR E IR R R R R,
- Because they are accountable for the delivery of the end to end service, SIAMRUS should
take overall control of the investigation into the outage.
- The tactical governance boards of ZYXS and NET$CO should independently investigate the
cause of the outage and report back to SIAMRUS.
- SIAMRUS will use these to form the basis of a report that they present to the strategic
governance board.

B) - i —LSRE NS EEE RIS E LT,
- IBIEN AHEIRSS A EIScrum BIAFIE AR SS IR AERI T IkaE, FEWLSEERITN, HBESES
%Eﬁli_o

EXLNERHHEER RN, NEAAEE REZRARHHE.

- Further investigation into what happened should be led by the incident management
process forum.
- The forum should review what went well and what requires improvement, utilizing the
expertise of the ZYXS scrum team and other providers.
- Requests for any additional funding required to implement improvements would be initially
made to the operational governance board.

C) - RrgifE ERAAImET AR ETE T AR TEE.
- SSIAMRUSRIEMETEARAR, HRAAREXENET$CO, DLAN$CO, BANKSCOFIRSZAE]L.
- IRFEA—L LR, BLRGENIEE. RASRIKRERS, ERATKBERGREZERSTHE
LHETAE.
- The incident should be escalated to an ad hoc problem management working group for
investigation.
- SIAMRUS should chair the group, with representatives from NET$CO, DLAN$CO, BANK$CO
and ZYXS.
- If further escalation is required this would go to the appropriate operational, tactical or
strategic board. ZYXH would play a major role in in all the governance boards.

D) - LZE IREXRPHTEE, EIRS ATIN _LEIJ BRIZYXEE,
- ERABNIRRESHEXRSREEHTAR
?ﬁ]ﬁ’iﬁ&?‘iéﬁﬂi RS AEIN %’%‘éﬁi%#LiE SEXMEICIZINIZEZERR.
- SIAMRUSHEI LR R SRS IR AR R 2,
- This was a major outage, therefore ZYXS should immediately inform ZYX senior
management.
- A representative from ZYXH should investigate with the relevant service providers.
- When a solution is found the details should be captured and used by ZYXS to inform the
relevant process forums and operational boards.
- This should enable SIAMRUS to prepare a report for the strategic governance board.
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ZYXBISIAMPUTIESZER R IEEHIES —IRSWANNIE,

O ENIN B SR SRFTH R ELTIN TR,

WAV A4

The ZYX SIAM executive steering board is compiling the agenda for their first meeting.

Receiving updates on the progress of the implementation project is already on the agenda.

What else should be included?

A)

B)

9]

D)

ERMNATSAARFIFEFH A RETRAIFM

The effect of the potential merger of ZYXA with the Japanese competitor
KT EUEASEEP O SIT&ERINE

The introduction of additional capacity issue at the ZYXD data center
RENBTEICIZSEEARRE

The lack of engagement with the ZYXS change forum
RELTITER R RRIN AR FHIL IR

The treatment of the applications developed in house by ZYXUK' s IT team
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BNKZZIEHNEWBNKZRE S,

- OUT$COR RSB ERS.

- RS A TR AT IF

- BUE A TR ENIEE

- NET$SCO#RMHr 15K,

RS ATNRENEWBNKRIBRSS 23 BA=AeT FH1499.9%,

PUERI, BRSNS TIELEINEWBNK, REATESEE, KRMNARFFEEE
A, MERGERRBUHTEENER FHEE TIRE.

RS ATMNETSCORIBRSIRE AR, HTNETSCORIREHIENE, SEIRATNIS MiER:
ST T 7NN, X SNEWBNKRFEIBARSS HRAIRIEEYIS. $UEARRIRSRERA,
NEWBNKITERIRTFAMEAZI100%.

OUT$COZEKARS N EHR M HEX ERATIBAIARSS IR &

IRSZ NENOZEAM?

BNK has now been replaced by NEWBNK.

- OUTS$CO is the service integrator.

- ZYXS provides application support

- ZYXD provides hosting

- NET$CO provides the wide area network.

ZYXS has an availability service level target of 99.9% for NEWBNK.

Four weeks ago, all users of NEWBNK lost access to it for six hours. ZYXS investigated but
could find no fault with the application, and service was restored without taking any action
by ZYXS.

ZYXS has noticed that the service report from NET$CO shows that the wide area network
connection to ZYXD was lost for six hours due to a fault with NET$CO's equipment. This
was at the same time that NEWBNK users experienced the outage. The service report from
ZYXD shows 100% availability for hosting NEWBNK.

OUT$CO is asking ZYXS to submit their service report for the period.

What should ZYXS do?

SISESEHE -3 Nl
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A) SNETSCOFEURARIRIITIEAR, AERSHHIRE
Convene a working group with NET$CO and ZYXD to investigate why service was lost
B) MNET$CORHIERIGF, EREMSEAFAYRE
Make a formal complaint to NET$CO and ask them to compensate users for loss of service
C) MOUTSCORMRTIRSFURIZEER, FERRRRSIRS
Provide OUT$CO with the full information about the outage and delay sending the service
report
D) fRENEWBNKAYRJARME100%, FH37V/N\SAIARSS hifTARZRITIe

Report the availability of NEWBNK as 100%, with a comment about the six-hour loss of service

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 37

PROFESSIONAL




=%IN

35/40
FSIAMEERBiZ1T 761 A,

- SIAMRUS#IE SRR S5 EE AL RS

- OUT$COIMIEMZYXHIFT B A THEMIRSS .

- HUBR N EIEEOUT$CORIARES.

- IRB A B RN AT AFISTFHIN SR IR S IR M.

- JIEAIRRSABENEEFAE.

- FEAINERILEBAERS A SEE SIFEE CIRIE.

L, OUT$CO—ERAEIAZI9.5%MIATBIEIRS KA. MNISIRS PMREIFETEREAS, A
HEAFREESEEIEER—T1. MEATRE, MIISEEIBECHRSHRA, BI90%HIER
i=fTRE., £, BURASFIOUTSCOMMERT<MH, BRETEHIINSH, BEIEEENGARIR

B3,

SIAMRUSHESGHITEE, HEHLEIS: OUT$COSHIBATIZBRILASIE, SIEAREE.
SIAMRUSFRRBEC S EHRAEMIEZRHA?

The new SIAM model has been in use for 6 months.

- SIAMRUS has been chosen as the service integrator.

- OUT$CO now provides services to all ZYX companies.

- ZYXD is hosting the OUT$CO services.

- ZYXS are an internal provider for application development and support
- ZYXD is a wholly owned subsidiary of ZYXS

- All ZYXD staff report to the ZYXS Operations and Support manager

Recently, OUT$CO has not been achieving their service levels of 99.5% availability. They
blame ZYXD for being the cause of the outages, but ZYXD refuses to cooperate in
investigating who is at fault. ZYXD say that they are meeting their own service levels of 90%
uptime. Last week two staff from ZYD and OUT$CO met, but had a violent disagreement
including allegations of incompetence.

SIAMRUS is asked to investigate and concludes that OUT$CO and ZYXD do not trust each
other and do not work well together.

What is the best way for SIAMRUS to address the lack of cooperation?

A) HEABFOUTSCO CEOSIRSARIZE SHFHREZ BRI
Organize a meeting between the OUT$CO CEO and the ZYXS Operations and Support
Manager

B) MROUTSCOFIMURABINRIABAHE, MIEH 25
Make sure that staff from OUT$CO and ZYXD do not meet anymore to prevent further
arguments

C) RAOUTSCOMBIE TINERIRIEER, LB
Provide a summary of contractual responsibilities for OUT$CO and ZYXD to clear up
expectations

D) AZEOUTSCOFIBIEARINRTSSRITIEE, MERImTMNIETR
Set up a working party involving staff from OUT$CO and ZYXD to develop end-to-end
measurements
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SIAMRUS#HEE JIBRSS S pkf.
fiIRmAATBANKSCO, NET$CO, OUT$COFIIRSZATNMLE, HHAEIIIHENE IS
MUFEBERT 7 %, IESNTRERROERE, MIBRAHER, XSEMRBSREEBIZEEX. SIAMRUSSH
BTN MRS RAEMAREIIIENER.
B—E B EIFASIAMRUSH R SIAMAES E R BRI AR ?
SIAMRUS has been appointed as the service integrator.
They recently consulted with representatives from BANK$CO, NET$CO, OUT$CO and ZYXS
in order to confirm their understanding of the required audit and compliance processes. As
expected, the responses were varied and related to the experience of each service provider.

SIAMRUS created a summary of the approach taken for each service provider.

Which summary provides the best starting point for developing the SIAMRUS approach for
SIAM ecosystem audits?

BERTE, TR

Eid#% EXIN SIAM™ Professional (SIAMP.CH)

PROFESSIONAL

39



=%IN

A) YIBANKSCORIERIT TIFMEBRRNEARR. FHHMHUENTRESHTHIT, BHHEFSHZLL,
BRI E RERER TRESEZYXZ R TIRIE. RS ATREH T RIBERIEIIE R S/
AOFREEFNENE. BANKSCORRERA B WA IERTE EBHRAYIEIRE,

In BANKS$CO the audit is undertaken by a qualified person. An audit takes place after any
major issue to determine where improvements could be made. The focus is only on areas of
non-compliance to regulatory standards where fines may be imposed on ZYX. ZYXS provides
the auditor with details and evidence of suspected issues with processes and procedures.
BANK$CO must rectify all notified findings within two months.

B) XNET$SCOBFHTIREIT, BEREEXNERMEHITHIT. FiTANSEESEMIRSRAREIIN
. inElima AR EMESFEI, FIHERSENRSERS AT, RENADEENENHFEIN
AR, LARSTEIHEMBGAEN., REZATEETNTHIF R AHITIER, BRIEAFTEI
EBSRIMIE,

NET$CO audits are carried out annually or after major issues. The audit considers evidence of
collaboration with other service providers, end-to-end delivery, and compliance. The findings
are formally reported to ZYXS. The details include a description of each non-conformance,
with supporting evidence and recommendations for improvement. An action plan is created
and monitored by ZYXS until all items have been addressed.

C) HRIESETLEAIRNERYOUTSCOFITERIMERTT. HIRZIFERLAISO/IEC 20000/FAIHEEIEFF
EIT{E. MBAMEIEMFPECR, FENCRGEEATNRESE. OUTSCORKHEMERE
TR TENTR, AR KERARIMIE.

The audits for compliance are carried out according to an agreed schedule in OUT$CO's
contract. This uses ISO/IEC 20000 as a basis for assessment which is carried out by an
independent assessor. All non-conformances are documented and formally reported to the
ZYXUK quality manager. OUT$CO owns the creation and management of any action plan, and
provides additional training where any requirement has been identified.

D) HRFBATNIRSATEUEATHTFEREHIT. FTASBENPERE. EFMRAREER
EBTER. B EREREMAREENRNIE/MIRERERX. FifRARBERIAHEIRA2HE
HiHRSE. BERATHRERIHRS.

ZYXS performs an annual internal audit of both ZYXS and ZYXD. The audit considers
adherence to documented processes, procedures, and job descriptions. Sometimes there is
also an additional objective to review if a specific internal or external regulatory compliance
requirement is being met. The auditor will only produce an audit report if any non-
conformances have been found. ZYXH reviews the audit reports.
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SIAMRUSERIABIESmH] T—HSIAMEIRIRS, LAFSEIZASIAMHEIERY,

IREFEERT WSS, R,
EASIERR R NRE & S5ZYXAEXRAIBL A DS EIIRE?

The SIAMRUS consultancy has produced a SIAM strategy report to help form the outline
business case for SIAM.

It has considered the business, process and technological practices in detail.
What people aspects must be included for staff employed by ZYX?

A) ZYXEABFE R IHIARANMASH
Accurate job descriptions for all staff in every ZYX company

B) ITARRIEMENRET (it

The employment laws of IT staff and their location
C) ZYXEFABRATITARKIMRIS IS

The gender split of IT staff in ZYX group companies
D) FRSERRINIG SR ENTTiE

The risk and reward approaches used to incentivize performance
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FENEWGENIT BRI SHTEMER, ZYXEMMENEWBNKRANEPEIER,

NEWBNKAHRZAEHISHESIAMBENIZ TSI BREHT. XEREEHSIAMELT, REAF
RS KA —ERAJARNFEREBANKSCORSHFBNK RS,

B —IURES A B T R ATRERIFEENEWBN KRS H bR /5 KNS E XA AN ?

During the Plan and Build stage of project NEWGEN, company ZYX has identified that
NEWBNK deployment will run late.

The transition to NEWBNK will occur after SIAM is in the Run and Improve stage. This
means that there will be a significant period where ZYXS will need to retain BANK$CO to
support BNK under the new SIAM model.

Which strategy will contribute most to reducing the operational risk and cost to other
parties from the transition to NEWBNK?

A)

B)

9]

D)

R REAFAEMESR, FHRRERE. REMTESZEREE—H

Apply an enterprise process framework and align contracts, processes and tooling to this
framework

WRIMASEHEREEAR, I EERTHIECRAE

Ensure that all contracts have exit clauses and establish data record governance for
operational data

SLiEHFTERSRUBH=NBATIERS, HRRESHINGMEE—

Implement a common toolset to be shared by all service providers and align it to end-to-end
processes

METEIRSIRHE NI TR TIREN, FRRESIHEmRER—2

Standardize processes operated internally by all service providers and align them to end-to-
end processes
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SIAMRUS 2RSS &Rk .

EAERLESIAMZE], ATHEIT "SINEEH" &%, SIAMRUSBIE T 78, XEIZEE5
IREANE. HiEAE. ZYX$DESK, NET$CO. OUT$COFOPAYS$CORHRIIRS, R EMMER
RS, A NEREIRS KA T 2058,

B, REERBHEZ—UHENRENREZR.
AT R AR AREM N F5RE, HB—IUEr TRIUNR ARG E?
SIAMRUS is the service integrator.

In preparation for their SIAM implementation, service integrator SIAMRUS has created
scenarios to support the running of pre-implementation ‘conference room pilots’ . The
scenarios are based around services provided by ZYXS, ZYXD, ZYX$DESK, NET$CO, OUT$CO
and PAYS$CO, together with any additional supporting services required. Approximately 20
scenarios have been produced for each discrete service.

However, there is not enough time available to run through all scenarios for every process.

What is the best way to tailor the testing approach to maximize the benefits from testing
within the time available?

A) MItRIFHBROUTSCORZR, EAMMIIRSERMEF, BIZASIAMRIZYK, ERTZEEPAYSCO,
E9tBIRIBRSS H AR ESTF R ORITILSS.
Exclude the OUT$CO scenarios from the plan, because they have experience using SIAM in
other contracts they support. Also omit PAY$CO, as their services do not directly support the
core banking operation.

B) cEEIRS AT, FIRAE. ZYX$DESK, NET$CO. OUTS$COFIPAYSCOHIASR, HRFTE S
RIIRSS SRR EDSER— IR, RS IMEHHERIRNAAILTRF.
Prioritize the scenarios for ZYXS, ZYXD, ZYX$DESK, NET$CO, OUT$CO and PAY$CO to ensure
coverage of all identified service integrations at least once. Re-prioritize the remaining tests
by business impact.

C) BEMZRENHRIRRIRSEN, EHEERTMIRS. PRHXERE, BERURTSBEREE
ZhRSS.
Reduce each scenario down into the separate service components that are linked to form the
services. Test each of these components in isolation to ensure that the testing will adequately
cover all major services.

D) EFNRINASE, ERKTREIGRS, BRZYXSDESKNHIEICREIRSKENEER. BTN
i ZYX$DESK,
Redesign the scenarios to concentrate on the end-to-end services by removing all the
ZYX$DESK activities from incident recording through to service restoration. Test ZYX$DESK
independently at the same time.
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FEZYXRIDSERESIAM—EE TR, IRSSEEAERIAREIEH SR EEME RBIAZIFEIIXER.

P—IR AU AR E R AR A ?

A year after the SIAM implementation at ZYX has been completed, the problem manager of
the service integrator is sure that the problem management process is not working as well
as expected.

What would be the best approach to improve the problem management process?

A) BEFRMFNEE, FUSERIFVEHIBRGIRSRERE
Decide on the changes needed and communicate them to the service providers in a memo
B) EHiSIEmMIDHE e R HBUHEIN
Engage a Lean consultant to review the process and make recommendations for improvement
C) EEBITSMEE, HRIETWRETHARESIE
Engage an ITSM consultant to rewrite the process from scratch based on industry best
practice
D) BHERSEHBNITSR, AFERIERESIREIE
Set up a cross-service provider workshop to walk through the process to identify
improvements

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 44

PROFESSIONAL




=%IN

ZES

1/40
ZYXRTEREIESMEPIRSS SR A FH R B EIR MR T B,

ZYXERZNETP, BRABNBINGEEA ISR ERARL?

ZYX has decided to use an external service integrator, and to use the tool provided by that
integrator.

Of all the constituent companies in the ZYX organization, which is likely to see the greatest
change to their overall governance model?

A)

B)

0

D)

A)

B)

9]

D)

AT
ZYXA
HIRAE)
ZYXD
HEAE)
ZYXUK
BB AT
ZYXS

IR, IRRSEESE, F2RSEERE. Bit, SIAMIGEXNERIER/N, SIASIAMAKTEEER
aEE.

Incorrect. They are a consumer of services, not a provider. Therefore, they will see little impact
from SIAM governance and the introduction of SIAM is unlikely to change the governance
model.

Hix. ftIELRRSATAE FHRSRAE. Eit, tIIYRTEZINNEERE,

Incorrect. They are already a service provider under the governance of ZYXS. Therefore, they
are used to being under external operational governance.

HiR, MNEERRSERE, FLSIAMGEREZ IR/, MIEEHROIRSREMEN, XFEX
EEREH T —LMER.

Incorrect. They are mostly a consumer of services, and hence will see little impact from SIAM
governance. They have some service provision capability, which would require some changes
to operational governance.

IEff, eI E RIS EERINBIRSIRME, XEPOERSREBAIRSENR, BRI IR
. EIIERETHIRS EAERNAIEER, FAMINSAAITIA. SHFMRS SIRSHINETIRS
RAtE. B, MIIBRERE. SATNZEEERREEE. (XEk: A, 552.3.37)

Correct. They currently manage external providers. Those responsibilities will transfer to the
service integrator, affecting their strategic governance model. They will also have to comply
with the governance requirements of the new service integrator, as they will be an internal
service provider of both IT development, support, and service desk services. Therefore, they
will see changes at the strategic, tactical, and operational levels of governance. (Literature: A,
Chapter 2.3.3)
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ZYXFEEEEIMNPIRS ERE. CIOEEIENAISIAMRUSIZEH—LEAT SN, HBARRSIAMARS R
FNMELAIE, FERMPLHE, LUIRNEMMRIIXERAE,

SIAMRUSIEASZIRHIFHUESIAMBIE R =T AX—RAEIEIN.
HERAREIEEX—AE?

ZYX would like to use an external service integrator. The CIO has asked the consultancy
organization, SIAMRUS, to provide some initial recommendations on how the future SIAM
ecosystem should be governed, the roles that will be required, and where those roles
should be established.

SIAMRUS is currently documenting the proposed role of SIAM Governance Lead.
Who is the most likely person to take this role?

A) ZYX CEO
ZYX CEO

B) ZYX CIO
ZYX CIO

0 RBLAEITREE
ZYXS IT director

D) RRBAFNRSEESRSEEE

ZYXS Service Management and Service Desk Lead

SISESCHE -3 Nl
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iR, CEOEZYXHRAIAD, tiEErAHRA, [BAEREIREEA. W5, CEORKEIREEREET
X—HRER, tEAKAITEERITIAE. RSEEMITIZEELEAVLEREENZR.

Incorrect. The CEO is at too high a level in ZYX. She is part of the customer organization, but
not of the retained capabilities. In addition, the CEO is unlikely to have the time available to
fulfill this role, and the CEO is unlikely to have the required skills and experience in IT
governance, service management and IT operations.

IEffs, CIOREFERPREBRENSHRIAN, BREITREMXEERE. RSEMBXREL. ITiz

. AENBHEENRSEESmEEVENREENEN. (O A, $23.7.1%)

Correct. The CIO is a senior role residing in the customer organization's retained capabilities.
The CIO will have the required skills and experience in IT governance and risk management,
engaging service providers, IT operations, large program management, and service
management. (Literature: A, Chapter 2.3.7.1)

HiR. BAXE—ERAM, BEREEENRSEMRBILIFNER, BRSAEIBHRAFHSIAME
SEREP— RS EEE, FAREFREREN—ED, MSIAMRERSHERNIZRE TR
F{REEERRE, ILoh, ANRHBEERATSR&EETRE, RAAERATSEZRY TN, SEGE. A7
TRIEFNIE Al AR SR EERE D ROBRI T ERRE.

Incorrect. Whilst this is a senior role and the post holder has experience working for a service
integrator, ZYXS will be a new service provider in the new SIAM ecosystem, and not part of
the customers retained capabilities, which is where the SIAM Governance Lead role should
reside. Besides that, ZYXH is the most likely because they already have capabilities in retained
capabilities of purchasing, contract governance, corporate governance, and corporate
strategy.

HiR. BARSATNRSEESRSEETERGRSEESENER, BRSAESHAFHSIAME
SEREP—FIRSEEE, FAREFREREN—ED, MSIAMRERASHBRNIZRE TS
F{REEERRE, ItEoh, ANRHBEERATR&EETRE, BAERATSEZRY TN, GEGE. A7
RERFNLE M AR SR BERE D ROBRI JEERRE.

Incorrect. Whilst the ZYXS Service Management and Service Desk Lead will have experience in
service management, ZYXS will be a new service provider in the new SIAM ecosystem, and not
part of the customers' retained capabilities, which is where the SIAM Governance Lead role
should reside. Besides that, ZYXH is the most likely because they already have capabilities in
retained capabilities of purchasing, contract governance, corporate governance, and
corporate strategy.
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fEANEWGENRERITB—ER, ERATNGRZIERERAZIBRAMNTIE. MNEERRHE
EIRYESHFNIERE @Eﬁﬂﬂﬁﬁﬂiﬁ& e

T‘ %DIJJ‘_SIAMFUII#T%’HE%EX}:, BRESEIMEIEEESEWSREMNTIESRNEN, LU
BINELIIRSS NS ST

BRI NI R —FpifiZ?

As part of the NEWGEN transition project, the contract manager for ZYXH has been
seconded to work with the project team. They are looking at how new contracts will need
to be structured and worded, including how service performance will be measured.

Having attended SIAM training to understand what is required, the contract manager is
now getting input from business representatives and IT tooling experts to identify
proposed performance metrics to be monitored for each contracted service.

What approach should the contract manager take?

A) GIHRENSRUETR, REVENLBIR, HEAIIZYXSEI TSRS HTIEN, MTRBAIREXL
73k,
Produce standardized sets of performance measures and standardized targets, which will be
monitored for each contracted service across all ZYX divisions, which will provide a
standardized approach.

B) RIttNEMEREER, FLAULIZYXEIMELARSHTIRN, A5, RIELRIRSFERIIIRSRENR
EARRIBfR.
Produce standardized sets of performance measures, which will be monitored for each service
contracted by ZYX. Then identify different targets depending on the actual service and the
required service level.

C) NE—ERRBSRITARIIRECESSIET. HNERKRBSNE—MENRS, RKEHBEWKER, ©TF
EISZYXHIBBN BRI I EEERIZARSS.
Produce different sets of performance measures, standardized for each category of service.
Set specific targets that will be used for each contracted service of that category, no matter
which ZYX division is using the service.

D) AME—XRFBITAEIINENSSUER. AT, RIELIRRSMZYXEKRIRS RN EARIE
fxe
Produce different sets of performance measures, standardized for each category of service.
Then identify different targets depending on the actual service and the service level required
by ZYX.

BERZE, BT}
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iR, RITNREER TERSINENSEETMIBREATISERRRY, BILHRAMNERE. BT
IRSBZHRSZEANEAER, BR—EREGEENLRRAZINBREAGEN, YRS KFEE
e

Incorrect. Having standardized sets of performance measures and targets across all services
would be impractical and offer minimal value. The measures would have to be very high level
and any comparisons made regarding targets breached would be inappropriate, given
differing services and service levels.

Hix. BANZIRELIRRSTIERMENRSFIEEABNER, BiRIHERTRERSIMREL
SRGERE AR, HILESRAUNERIE.

Incorrect. While different targets should be set depending on the actual service and the
contracted service level, having standardized sets of performance measures across all services
would be impractical and offer minimal value.

iR, BANERRSNSUERHTIRECEERNA, ETLEREIRS, EBERINIREMEIR
FEFRIRSFIE R ERIIRS HA.

Incorrect. While it makes sense to standardize performance measures for each category of
service, so that comparisons can be drawn between similar services, the targets should be set
dependent on the actual service and the service level being contracted for.

FHf., E—XRSIENEERH TN EEENN, ETERIRS. B, RESBIFUHES
RERSTE, FAEIRERIRERRERS (Fl0, FHAVSEMERS SFECHIIRNEREERS)
AT RBAIIRSS I—AUBNRS R ARMEBEARE. (OBt A, 552.3.14%)

Correct. It makes sense to standardize performance measures for each category of service, so
that comparisons can be drawn between similar services. However, the service targets should
be set on an individual service basis as realistic targets may differ dramatically depending on
the service (e.g. a new highly resilient service versus old legacy service with known issues) and
the level of service being paid for from the service provider. (Literature: A, Chapter 2.3.14)
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NTEMSIAMER, EENSEINIIZY XGRS IR T,

Rrgaf=aniFh?

ZYXUK has proposed that ZYX's current service providers capability to deliver a SIAM model
should be assessed.

How should the assessment be initially approached?

A)

B)

0

D)

A)

B)

0

D)

RS AT TF—EFRIT 7 E0IHE, XATLMEATREZYXIEENE, BirmiHMahRE S
RSBER, XEBETRIEHEIVA.

A capability assessment produced by ZYXS one year ago should be used as a starting point to
determine the current capabilities within ZYX. Information on services not currently included
should be added. This will enable a swift assessment of the current situation.
21ESIAMRUSIIFMEBIRSS 1R LRI RN T oM, RS IR TR E TS, MAafEE
AR AN RS IERIKEE,

Employ SIAMRUS to supply an analysis of the current capabilities within the external
providers. A maturity assessment of the processes used should also be undertaken. This will
provide a good basis to determine whether additional resources would be required.

ZYX N EFEEAH XS INE RS IR RYSE K TIRSOFA, FEp—HDEENHEETZE. SIAMRUS
RENSHEME{THE—HER,

ZYX should commission an independent investigation into the level of capability within the
current service providers. A capability portfolio should be created. The SIAMRUS proposition
should be considered together with other viable options found.

R AT SRS AT, HIEAE. OUT$CO., NET$COFISIAMRUSHATIIRR, BEmRKFiIsF
SIAMIEEIREES]. FIFBMIIREEE R —EERRENESHR, BIFTAMWIGREE,

ZYXH should interview ZYXS, ZYXD, OUT$CO, NET$CO, and SIAMRUS concentrating on their
capability to support a SIAM model. Use the information provided to set up an accurate
capability portfolio to be used as an initial benchmark for the program.

HiR. —FRIRHNBENESHRAEEEIIRT.

Incorrect. The capability portfolio was created one year ago and may be out of date.

HiR. X287 SIERRMHEAYEE DY, RHESIAMRUSHBEL AR BNt E B ERFrE KA
'riﬂ

Incorrect. This omits assessing capabilities of internal providers. SSAMRUS might not supply
the independence required for such an important activity.

IEH., ERERSENCEMRSRHBEIENTRZE, FENIREBMI TR, N T RS
HMEBERSS IR, LIRARIRS HDERRR.  (XEk: A, 582.5.675)

Correct. There needs to be a clear understanding of the current situation before any decisions
can be made regarding the scope of the replacement services and the requirements in terms
of the revised service provider structure. This understanding needs to consider both internal
and external service providers, and the options for different service groupings. (Literature: A,
Chapter 2.5.6)

2, TPELREIERTEIRSGIZUR, SMMAERT R/, TEEBANKSCO,

Incorrect. The assessment must include all service providers, this answer omits several of them
especially BANK$CO.
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ESIAMRR AR EE1 2D BE5. ZYXRICIOEELD, WFHSIAMEEREKIIERZEEE,
B NERSRHUBITERRTHIT.

iR A SLEmEE S,
PR ARSS IR AT RER TR BT R E?

The transition to the SIAM model is anticipated to complete in 12 months’ time. The CIO
of ZYX is concerned that some of the current service providers might not agree to the
contract changes required for the new SIAM model.

Legacy contracts will not be bought out during the transition time.
Which service provider will probably not want to agree to the changes required?

A) BANKS$CO
BANK$CO

B) CADS$CO
CAD$CO

C) FIELD$CO
FIELD$CO

D) OUT$CO
OUT$CO

SISESCHE -3 Nl
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A) IEfs, FARISBANKSCOEIT TEBRANRS SR, HERKI18MBA, FEERSHNEWBNKFI
Windows#isEift, BANKSCORIKNIG AR IE, tNSMBEIZITRINT, SBANKSCORISRISE
SIAMIRELSE6 N BELLE, i, BANKSCORARIBER ABERIX GG EAEE S mEEHT
Q. FTLA, BANKSCORKHREARIMkEL, BEENRE, EREASHKEMER, FETHIIEERNR

(BENSTHHR) , FAEEESMEHRAtTAEREMENZEE. Ok A, 52.5.1. 2.5.5/]
2.5.679)
Correct. These are legacy contracts agreed some time ago. BANK$CO will see steadily
declining revenues over the next 18 months as their services are replaced by NEWBNK and the
windows terminals, and if the deployment goes to plan, the contracts with BANK$CO will be
terminated 6 months after implementation of the SIAM model. Therefore, BANK$CO is
unlikely to agree to making the investment to change how they operate for this short period.
For this reason, BANK$CO will present the greatest challenge. It is important to understand in
the Discovery and Strategy stage existing contractual positions, including obligations and
tenure, and to consider why each provider would want to agree to the proposed change.
(Literature: A, Chapters 2.5.1, 2.5.5 and 2.5.6)

B) $HiR, CADSCORMtAmIRM, XERBRUBISIAMERNSESRIFERR, (RTHREEE
B, XAKITEFTEXNNEEEMAIEEE. Fi, WA REAAIHE.

Incorrect. CAD$CO provides 'shrink wrapped' software. This type of service provider will have
very limited involvement in the SIAM model, restricted to passing incidents to them. This is
unlikely to require much change to the current contracts. Therefore, they will not present the
greatest challenge.

C) fHiR. SFIELD$SCORITHRARTNER, RN RHE @M. SthiISTe SRS EMEK
HERMNZIURER, NRZEIFIELDSCOR T OMMBELUMEIR—/R, BBAMIZALIE12NBRAS
—RIRSIREAIRHAIRSBXIERRS. OUT$COBE NTE A TIIIS TIRIMRE 7iX R
AR5
Incorrect. The contract with FIELD$CO is a rolling contract with 1 months' notice. It should be
straightforward to agree a new contract with them containing the service integration
requirements. If this proves difficult because of the low number of staff in FIELD$CO, it should
be possible to replace this service, which is a commodity service, with one from a different
service provider within the 12-month period. OUT$CO already provides such a service to the
ZYXUK field engineers.

D) $#&iR. SOUTSCOMAERIIBARLL, IRSBIBESIAMERIEMHRERHEYL, ELLOUT$SCOFRSIMA
SIAMES RS, AREMTAETE. MRRERSHEREE, RSENERGRANETEHNER
&, SETBEREHBETIERESEERS SEMERK.
Incorrect. The OUT$CO contract will terminate, and the services replaced at the same time as
the SIAM model goes live, therefore OUT$CO will not be required to make any changes as
they will not be part of the SIAM model. If it is decided to renew or extend the contract, then
the service integration requirements will be included in the amended contract. Contracts with
any replacement provider would include the service integration requirements.
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ZYXHIRIRD S, SCHESIAMEEENRY, IXEERBNIRERERAFTA. SIAMRUSERE TIA
B =R

IYXFBEHAKRNT HIERES?

ZYX has resources in different locations that should also be used within the retained
organization when the new SIAM model is implemented. SIAMRUS has reviewed the
available documentation.

What does ZYX need to gain insight in the current capabilities?

A)

B)

9]

D)

A)

B)

9]

D)

AB&EER (HR) £2)Ii2%

Human Resources (HR) training records
RACI4EBE

RACI matrices

RIRUH

Resource improvements

HUFR R

Training and development plans

IR, BIICREEREHT TILE), BEARERIRRFERRLEE

Incorrect. Training records would show what training has happened but not what capabilities
actually exist.

IEff, ZYXZIRAEREREERINERIE—TRENERNHORA], AEXNEINERIEERE S, (OUH: A,
562.5475)

Correct. Each capability that currently exists within a ZYX team or function should be identified
and then mapped to the existing operating model. (Literature: A, Chapter 2.5.4)

Hix, RFSUHAFEZERENZYXERIFRZERIEE

Incorrect. These improvements do not show the current capabilities that ZYX needs directly.
Hix. REBEANARNBIIBEHEERAHEHE.

Incorrect. Retained organization development and training plans will be created after the
assessment findings have been published.
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ZYXIETEE[ESIAMRUSIRINAISIAMAREY,

HFNEMMERITENERE, CEOBETHRE, ZYXHEMERARIESESXISIAMIEE =4 {aff
i, WAREBZYXRERIKEEERIT.

B—IR SR EXISIAMIERNE R AR PT BER2Im ?
ZYX is considering the SIAM model proposed by SIAMRUS.

The CEO wants to understand what impact any expansion of ZYX into other countries will
have on this SIAM model as a result of considerations for compliance and standards. She
wants to minimize any risks to the profitability of ZYX.

What would be the most likely effect to the SIAM model arising from the expansion?

A) WSHREMEENZINSIEEEE, EUENALATENRSRA. NZNE N ZH MRS ETREE
[, BHATIIREAIER.
The impact of the expansion will be significant. This will have the potential to disrupt the
agreed provision of services. Any changes to the model should be delayed until the renewal of
any affected contracts.

B) MIWKEREFMSERMS. EUERT, REEFRHEED. XNEFHZENEENER, 433
SIAMIBEYHITE X,
The impact will be different depending on the country involved. Wherever possible, any
changes to the SIAM model should be made only after careful assessment of the capabilities,
risks and potential value of the changes.

C) HINEEEHN, EHEKE—TEHMASIAMRUS SIAMIEEIRIBRFHEESK, Ft, WShaaiEinsg
BRAYXUBEAR /)N
The impact will be known, as growth is an identified requirement that has been incorporated
into the SIAMRUS SIAM model. Therefore, additional locations should be accommodated with
minimum risk.

D) SR/, EAGMUEERFERERES. ERAUHIXEESHIRE]. TIeXRZENT, X
BRI EAR A LARR.
The impact will be minimal since compliance and standards are international concepts. Any
risks generated would be identified. Changes to the model would be accommodated
irrespective of the level of risk.

SISESEHE -3 Nl
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A) BiR. EERSEZRIAEREMEZRER, BrEERFIZYXAWSRRETL, MmXEZYXEHERFHY
Incorrect. Ignoring additional countries until contract renewals, would severely limit ZYX's
plans for expansion which is a key element in their strategy.

B) IEffs. PEBWSHRERIIFIMK, BEESIAMEERFESRERENE. ET XL, FEST BRI
B ERGEETHRNTER KA THE. (8L A, 552.5.87)
Correct. The addition of new locations will bring with them the need for the SIAM model to be
compliant with country standards. Due to this feasibility, the changes required would need to
be assessed for each additional country. (Literature: A, Chapter 2.5.8)

0) EiR. ATEMUERRERTEENS, RGNt rE. UWSERREE— 1 ExREHE
ZERE, SARBATXBSFINEIRR,
Incorrect. The influence will change as compliance and standards are most likely to differ for
each geographic location. The influence will need to be assessed for each new country and
then a decision can be made relating to risk and value.

D) $HiR, MMHAISE, XIQEREIFREE, BN REREZYXTRIFERFINGER,
Incorrect. The influence is not stable, and the risks are potentially very serious. Ignoring them
could have detrimental consequences for ZYX.
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SIAMAEZUERHRRRTN,  ZYX{EAV SR BRRYIBR—30 5 B ) BE1S LASTHN ?

Which part of the corporate strategy of ZYX will a successful transition to SIAM most likely
address?

A) HIFENREAES

Be ready to adapt to change
B) #=HIRTAZRIZML

Control any change in headcount
C) MRIREERAT

Ensure delivery against contracts
D) iHPRXIIEER RS

Remove reliance on legacy systems

A) IR, ATEHRSIAMEZRREN, ZTEESEASIAMEIRRI—IIRE, (BARMITFEEESTRE
SIAMIRTVEIR TR EIEER.

Incorrect. The ability for change should be in the SIAM strategy to ensure that the SIAM
model is flexible, but readiness for the organization to change will not be a direct result of a
transition to SIAM.

B) $#&iR. SIAMREZVEIRE LB TizHI R T AL
Incorrect. A transition to SIAM will not assist in controlling headcount.

C) IEf. ZYXS5ZHETTER, M "EFMR" FRILIBEHFERSAAFIRSR. SIAMIRZ 7—1
RBERE, AEAFREFEESERN, MARHESFRREEMTNSMRSEME. BIEhE
BEERRENERISIAMEIRNEN—MIF. (SE: A, 552.6.27))

Correct. For ZYX, there are multiple parties owning the contracts, and from the case study
there are indications of substandard delivery. SIAM puts in place a service integrator that will
manage delivery against contracts on behalf of the customer, instead of the customer
managing and measuring each service provider individually. Centralizing contracts to gain
efficiencies is an example of a strategic force for SIAM. (Literature: A, Chapter 2.6.2)

D) $HiR. BEAESIAMIEIVHEHREETES INFRIIRSIRILE, (BRASASHRIIERERFHIKE, TTH
MRS AR—IRHBIER .
Incorrect. Whilst the transition to SIAM enables the introduction of new service providers, the
transition itself will not remove reliance on legacy systems, especially if the same providers are
selected to continue to provide services.
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ZYXBICIOIEESmHISIAMARZUEEHRAI RIS IERH .

A UASIER N FRIE—TIA S RNEWGENRI XTI 2 ?

The CIO of ZYX is creating the outline business case for the SIAM transition.

What should be included in the outline business case as a critical success factor for
NEWGEN?

A)

B)

0

D)

A)

B)

9]

D)

Mg, SEREFISTIFZYX ITIRSBHIRA BT

A measurable reduction in the cost of building, implementing and supporting ZYX IT services
E SRR ERIEIE OSBRSS 2 BRE

A strategy for the service groups that considers and resolves the current data center capacity
issue

AR R Z B IR E R IR R

Establishment of positive and productive relationships between the business and the
providers

FEZYXE R EIRIIERENEWBNKR RS

Successful deployment of the NEWBNK application across all ZYX organizations

BiR. TEIRARZIYXHIBIRZ—, BHIERERIIER.

Incorrect. Cost savings are an objective for ZYX, but they are not a critical success factor.

AR, EESIAMIZEUERE), MNIETEERSIRHAERIIRS S KBRIX—RRERYTTE, BIX N
RRPIEFARKRERINER.

Incorrect. The services selected from service providers during the creation of the SIAM model
should seek to address this issue, but its resolution is not a critical success factor.

IEffE, BAISIAMETUEE B SO NIR BN TER R AR B SEIN 55 BAn s ERTASERIER, TR
CINIR ARk, (OZmk: A, 582.7.275)

Correct. An effective SIAM transition requires IT to become a strategic partner, recognized for
their role in using technology to help achieve business goals. (Literature: A, Chapter 2.7.2)
Hix. NEWBNKMNFARFHIGBEARSI AMRTAERFRI— IR,

Incorrect. The deployment of the NEWBNK application is not part of the SIAM transition.
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NEWGENI B IEAEFHRE SRR

- SIAMRUS{EREBAE.
- OUTSCOMIENIREERR, BHEREESHE.

ZYXAEKREW, LIFERSIAMIREL TR, SIAMRUSESIEEMIEISZYXAICIOMIT T —LiTie.,

SIAMRUSE W EERIZYX R TIERKBEHIT M EERE, AEBRIESIAMIRENFERIRERER, 2
PRFAEIBE.

CION XA RS, MERAVE. CIOREEEREE—MIEER, NheeRiRAes
B, FRNBUERITEERENRE,

HERIERRY, AHtA?
Project NEWGEN is in the Discovery and Strategy stage.

- SIAMRUS is selected in a consulting capacity only.
- OUT$CO is selected as the service integrator, but the contract is not yet signed.

ZYX has asked for input on defining the role profiles in the new SIAM model. There has
been some discussion between the SIAMRUS consultant and the ZYX CIO.

The SIAMRUS consultant recommends that ZYX starts with a baseline inventory of the skills
that the ZYX staff already have before moving on to creating role profiles by adapting a
standard framework to the SIAM model.

The CIO thinks this is too costly and unnecessary. The CIO wants to move ahead with
choosing a standard framework from which to copy the role profiles without change and
states that the baseline inventory is unnecessary.

Who is correct and why?

A) CIO, ANftEESHRENANK, BRREENERIEESENELE.
The CIO, because he is better placed to oversee consequences of costs and knows better if the
baseline inventory is really necessary.

B) CIO, RA&FCEERBINERGERTIIAREE, —RIJEEBHTEERRERIE.
The CIO, because it is better to start with role profiles taken directly from a standard skills
framework and do a baseline inventory after a while.

C) SIAMRUS, ENBTEEREERIZFILIBRNEREESEIFAE, RTBIIEHZE.
The SIAMRUS consultant, because doing the baseline inventory ensures that available skills
are used, and staff are correctly placed.

D) SIAMRUS, BENIEERMMIZEIEEMIAAT, FLUEIIEXAE LETHEEN,
The SIAMRUS consultant, because they have been selected in the role of consultant, which
gives them executive power over this matter.

BERZE, TR
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A) iR, RMECIOEES RS, SIAMRUSHIEINBREYY, IREHTEEKEEMIE, TEEE "Bi1Z

BTHARE X—ail, BatiaiBREARFELFEERNFERARSHPINRE. MNOERE, Xa
BELU I TR BETIRERI A S,
Incorrect. Even if they CIO is better placed to oversee these things, the advice of the SIAMRUS
consultant is better. Failing to do a baseline inventory that answers the question ‘what skills
do we have?' risks missing skills that already exist in the organization but are not being used
or maintained. In the long run, this is likely to cost more than the baseline inventory.

B) {&iR. AEBREINEERREHIINERKEER, Bk, BIMZENSIAMRE, BERMIER
BHTEIEREEMEE, BRIRERIR,

Incorrect. Role profiles should not be directly copied from any standard skills framework.
Instead they should be adapted to the SIAM model. It is wise to do a baseline inventory first
to avoid wasting resources.

C) IEf. BEATIEHMET, BEREREL AR ARBRZAHT, XETEZYXAEE B
FTEEEMANFSIAMIREL S, FRAEIRIERiEH, NESRINEER, RIEATAIMSEESIAMRELRY
HtTE%, BHFRess. (X A, 5247)

Correct. The consultant has correctly stated that the baseline inventory must precede the
creation of the role profiles. This helps to incorporate all skills available within ZYX to be used
in the new SIAM model. The consultant also correctly wishes to consult a standard framework
to create role profiles from after adapting them to the specific SIAM model they will be used
in. (Literature: A, Chapter 2.4)

D) #&iR. BASIAMRUSREIEHRY, (BRFERNEATE EIEASIF 1R IES R e R M 78075
E. fEMNARARERESIRS.

Incorrect. Although the SIAMRUS consultant is correct, there is no mandate or executive
power that they must make them right or to implement a certain course of action. They are
merely consulting.
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ZYXEERHEMAZYXAISIAMERRES, 1 EKIBHEZ X T SIAMRUSHITRELSIAMIZERLRY S
=]

Cho

SIAMRUSEINZYXfERLA RS R4S

- FHIEE: SIAMRUS

- WZ&: NET$CO

- N FAFF.: OUT$CO

- RB¥E: OUT$CO

- RigAFITE: MOB$CO
- IRSS &R : SIAMRUS
- R34 SIAMRUS

ZYXEELEOHPRBIETIRS AE). SIAMREIN 375 ZY XAV R BEFIZY XAI R TS5
BB—IRHRIIRS A DRIEAEE?

The ZYX Board of Directors wants to confirm the SIAM strategy for ZYX. They have asked
SIAMRUS to provide more information on their standardized SIAM model.

SIAMRUS has proposed that ZYX uses the following service providers:

- Hosting: SIAMRUS

- Networks: NET$CO

- Application development: OUT$CO
- Application support: OUT$CO

- End user compute: MOB$CO

- Service Integrator: SIAMRUS

- Service desk: SIAMRUS

The ZYX Board of Directors is concerned that this omits ZYXS. The SIAM model should
support the ZYX corporate strategy and the ZYX mandate for change.

What is the best approach with ZYXS?

A) EINBRSS ABI/IRERIRSS RIS
Add ZYXS as an internal service provider
B) FIRSATIRIMRSHBRESIAMIEELZ b
Exclude ZYXS' services from the SIAM model
C) BIRSAEMNIREIRRE
Put ZYXS into the retained capabilities
D) BIRS A EIRIIRSHEBEIOUTSCO
Transfer the services from ZYXS to OUT$CO

SISESEHE -3 Nl
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A) IEfi. BIRZFLEWFARERIRSRMERE, BIREEFIYXRTX—IRATSZE. SIAMERERLE AN
MEFE, BRACHERIVEEE. SIAMEERN SEEINESIAMIR R R IMRERIRFINES. XMEEER
TRIRSTIRTHEBRIOUTSCO, BUIESELRNEWBNKRIEREF R MMTIIARIAATZ), Fit,
SIAMRUS A/HEBTEARAES IAMARBILUEN ZYXRUEEK,  (3ZEk: A, 552.6.379)

Correct. Having ZYXS as an internal service provider supports the strategy to invest in and
develop ZYX staff. A SIAM strategy should never exist in isolation, it must support the
corporate strategy. The SIAM strategy should include the future state as set out in the
proposed SIAM model. This approach avoids transferring the services and staff to OUT$CO,
which would delay the deployment of NEWBNK and the expected cost savings. Hence,
SIAMRUS must amend their standard SIAM model to adapt to the requirements of ZYX.
(Literature: A. Chapter 2.6.3)

B) #&iR. IRFLBRENEWBNKRSE, HAEKRATHEBEATIRMHIRS. SEARRESIAMRRZ 5N
AEIfTRY, EAREAIROARSS SEMEARSSIRHAERIARSS (BIENETSCORSIAMRUSIRSS &) B H.
Incorrect. ZYXS is responsible for NEWBNK and provides services to ZYXH and ZYXG.
Excluding them from the SIAM model is not viable as these services interact with those from
other service providers, including NET$CO and SIAMRUS service desk.

C) $HiR. HRIESIAMARIEN, (REBERRERISMSAER. AT SEELIR ATRIEERAVERRE. RSS
NENRMITIRSS, RILERRSRMERE, NETIREIRRERD.

Incorrect. As defined in SIAM, retained capabilities are functions responsible for strategic,
architectural and business engagement and corporate governance activities. ZYXS provides IT
services and hence is a service provider, not part of the retained capabilities.

D) {#HiR. BRAXE—NMARE, BERURSATNRIS 0, NMAEEIRNEWBNKRRIEE. Xtb
ATRESERERTEER, AMH—2E R NEWBNKAITREAKE.

Incorrect. Whilst this is an option, this would delay the application deployment of NEWBNK as
it would distract the ZYXS staff. It may also result in key staff leaving, further risking the
expected benefits from NEWBNK.
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ZYXERHSHRARIATER, SERNAT. REAT. ERATR. REATMRSAEL.

NEWGENIIEES& I, SIAMESAEBEZREEAMI, ZYX SIAMERRSAIHEIE TEEMISFHA.

6B, EEATEEEE T SANMSIAMRUS, WEEATWITIRSEMKRHITEHS, Fhk
KIRLFOMKEE., 4881, WEITSIAMRUSHIIRS, IREGEET—SIAMEEE KD, SIAMRUS
EVEE AT EETFSIAMBIER 5k,

REATNEENBRRATAREERATIRS AR T IAMIINZEE, MEXMHEREET
8. AMEEtIIESERNIEAN, PREBE—ERY. REATRSMZYX ITES/NARIERN
FIRE

CEOREMIRZYXAISIAMEIRERTEAE, WBHRERE NSRS ER XIS F TR SIFLE
THE.

R PG A RS BRI SCEX L B iR ?
ZYX Corporation is a group of 5 different companies: ZYXA, ZYXG, ZYXH, ZYXUK, and ZYXS.

Project NEWGEN has now been established. A SIAM strategic governance board has been
created. Work is about to start on creating the ZYX SIAM strategy.

6 months ago, the directors of ZYXUK asked a consultancy organization, SIAMRUS, to
review ZYXUK' s IT service provision strategy and suggest a new strategy for the future.
The report from SIAMRUS was received 4 weeks ago. SIAMRUS suggests that ZYXUK moves
to a SIAM-based model and includes an outline SIAM strategy.

The senior staff and directors of ZYXUK do not like any interference in their strategy and
operations from ZYXH and ZYXS, and historically have always objected to any imposed
changes in working practices that do not align with their own aspirations. ZYXUK have not
attended the last two meetings of the ZYX IT steering group.

The CEO wants to ensure that the SIAM strategy for ZYX is appropriate for all ZYX
companies. She also wants ZYXUK to embrace it and actively support its implementation.

Which approach will be the most successful in achieving these aims?

A) XKFASIAMRUSIRAMEGEE A TR EFHISIAMEREREAZYXRISIAMELEE
Adopt the SIAM strategy from the report created for ZYXUK by SIAMRUS as the ZYX SIAM
strategy

B) EAREATEEREASIAMIAERERA, REZYX SIAMALE
Appoint the ZYXUK Operations Director as the SIAM Governance Lead who owns the ZYX
SIAM strategy

C) EKREELTMITARIANITIES/NE, BASiIREMSERREIN
Make ZYXUK IT staff take part in the IT steering group, as they have not attended the last two
meetings

D) MEEATSEEZERRZRE—MDSIAMEIRRIEIAS Y, HAEKEERERT
Send the ZYXUK Management Board a copy of the SIAM strategy and ask them to send it to
their staff

MER7E, EFF—R

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 62

PROFESSIONAL




A)

B)

9]

D)
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iR, BAXOEERBEIREATNAY, EXRARERTREATNHKIEA AT 8aERTENER.
Incorrect. Whilst this may get buy-in from ZYXUK, this strategy is unlikely to be appropriate
for the whole group as it only considered ZYXUK.

IEff, BIIRERIRFREFIFEXENSE, LRSS . REATREERREXRE
8. SERUAIFImIEXE, BEBESIAMGERRA, REATHRESIAMERE, RAXMMEESHH
REEATNMRESRERPELIER, ARSI AR AT e R N R BRI AR, 2AfS
HEEANNBE R FEIIEFNREENS IR, EEL BTN ERERENT, ARERER
BRENMESIX—HEE, FEXMERT, ZYXEMABEEASTWE. (8 A, 552.6.5812.3.675)
Correct. Resistance to a strategy can be overcome by creating awareness and gaining support
from stakeholders. The ZYXUK Operations Director is a key senior stakeholder. As the SIAM
Governance Lead, ZYXUK will own the SIAM strategy. Taking this approach will ensure that the
perspectives of ZYXUK are considered in the strategy, including their likely reaction to the
proposed approach and the effect of these on the transition plan. The Operations Director will
consider ZYXUK in the strategy and then champion the strategy within ZYXUK, throughout the
duration of the program and the stages of the roadmap. The other ZYX companies do not feel
resistance in this scenario. (Literature: A, Chapters 2.6.5 and 2.3.6)

Hix. ITIESNAREBSSTSIAMEIRHEAEE, NRIES/NESE T CEEE, teeBRRTIkE
f. BR, URENSITARS Sk, KESHHITEMRK, MIXEATSRAEEXENS
EERHIETIF, TTREERISERAA.

Incorrect. The involvement of the IT steering group with the SIAM strategy is not known. If the
steering group is involved in the creation or in the implementation, it may help buy-in.
However, involving ZYXUK IT staff is not as likely to result in buy-in as having a ZYXUK senior
stakeholder leading creation of the strategy.

HiR. REATHRIIEIATIN®, ERMNFESIAMERE, AAERELLEZ—ECKS
SHIEAIKER, B RIXEM I NEXETEE .

Incorrect. ZYXUK has a history of resenting any changes to their strategy. Asking them to
review the SIAM strategy is unlikely to get them to buy-in to a strategy where they have not
been involved in its creation. Sending it to them will not be as effective as face-to-face
communications.
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ZYXFBERRESIAMING, FACEOTTRIINEEEET Rikss.

B—IREREEINEWGENT B BiE 4075 ?

ZYX wants to establish the SIAM environment as quickly as possible, because the CEO
wants to accelerate the expansion into the USA.

What is the most appropriate way to initiate project NEWGEN?

A)

B)

9]

D)

A)

B)

9]

D)

HIESIAMERES, mthl gL ICUERNSIAMARELSChE ALY

Create the SIAM strategy and business case, along with the outline SIAM model for the
implementation

HER R AR R ARSI B 3 a4

Define the critical success factors and the plan to communicate the ongoing performance of
the project

EIRMIER, BE—RYEER/NIITRSEEIER

Establish a Waterfall program, which defines a series of Agile projects with minimum viable
products

SINGUEHEBA, SERRE, MICSThERTRaIRS AN

Onboard an Agile team with a mandate to provide rapid, prioritized implementation of
required components

IEffs, XEEMUCIEANNE D, BaHRRZR, WM TR, Wi, SIEFLTAEEEIRRIE
22, (oZEk: A, 582.2.1F02.7%5)

Correct. These are the first components of the outline business case. It is necessary to
understand the costs, benefits, the strategy and high-level outline for the governance
structure to start releasing funds. (Literature: A, Chapter 2.2.1 and 2.7)

Hix, RKEMINEREZEBWITHANN—ED, AEEEEET— I ER. EEEZAIRMER. AR
B pAMEE.  (55IR) k.

Incorrect. The critical success factors are part of the outline business plan and communication
is typically one of those factors, but these are dependent on the strategy, outline model, cost
estimates and (particularly) the expected benefits.

HiR. BAXABEE—MESTIZMBNGNS, BXIENEmHISTHREISIEANZ Sr0E.
Incorrect. Whilst this might be an appropriate structure for the project, this activity is a
successor to the creation of the outline business case.

HiR. BAXAER—MEETZMENED, BXIGENZERHE/SehmEIISIERN FaYED.
Incorrect. Whilst this might be an appropriate structure for the project, this activity is a
successor to the creation of the outline business case.
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SIAMIIBZRESRE, GFERHNEIEAIRSEMBIISIAME,

- OUT$COERZIRSZEMGRE. BrRIEERITBEMAIRS S 4E.
- SIAMES R FRITRIRS S HIRS A ERE.

B—RLEHSR RN A DR BN IRERS R AR ?

The SIAM project board has decided that the chosen SIAM structure will be the lead
supplier as service integrator.

- OUT$CO has been awarded the service integration contract. They are designing the
service grouping for local area networks.
- ZYXS will provide a central service desk for the SIAM ecosystem.

Who would be the best provider of the local area network support for ZYXA?

A)

B)

0

D)

A)

B)

9]

D)

DESK$CO
DESK$CO

DLANS$CO
DLANS$CO

NET$CO
NET$CO

OUT$CO
OUT$CO

HI1R, DESK$CORRMILEARSS.,

Incorrect. DESK$CO does not provide this service.

#iR. DLANSCORERERMEMRS, X MEAEAERSKX.

Incorrect. DLAN$CO provides services in Germany only, and cannot provide to this locality.
iR, NETSCORILAMZIMXIRMHARSS, (BaAaTHRMRSRMERE. B, MIIEFESOUTSCO
RENBNTERRHITER, EILOUTSCOZEIFATIEEE.

Incorrect. NET$CO can provide to this locality, but at higher cost than other service providers.
They would also need integration with the OUT$CO and ZYXS toolsets, hence OUT$CO is a
better option.

IFff§. OUTSCOR—ZHAISO 20000 IERIEBRIEIRILRE, BEMSIFR—TURTZARSS, EtftbiI=T
DIzt X IREZARSS . BT IEERISIAMEM B EMN A F MRS SR, OUTSCOBERILURHS
M IF N AT LSRRGS EeAk. OUT$COSHITERA SRS AERSEFANIERACEER, X
QIEEREERTIFRIGEMBER,  (3Ek: A, $3.1.1.17%)

Correct. OUT$CO is a global provider with the ISO 20000 certification, providing local area
network support as a discrete service, hence they can provide to this locality. As the chosen
SIAM structure is lead supplier as service integrator, OUT$CO can provide local area network
support as well as service integration. There is already integration between OUT$COs tool and
the one used by the ZYXS service desk, which will simplify integration. (Literature: A, Chapter
3.1.1.1)

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 65

PROFESSIONAL



=%IN

15740
HIERABEIBEIRSIAMES RS, SIAMRUSZHEFRIIRSENRE. CitE TIIRS D EHMRSS
=itm:

- NFRRGARS: RELE
- |E%F: DESK$CO

- FIEE: #ERT

- BigRg: OUT$CO

- iR NET$CO

I RS RN S EHITERSERERSR, LIEZYXRIBFEESha N AR SRSS.
NET$CORS SN EFEIZEFNERRERR?

ZYXH has commissioned the SIAM ecosystem. SIAMRUS is the proposed service integrator.
The following service groups and service providers have been selected:

- Application services: ZYXS
- Desktop support: DESK$CO
- Hosting: ZYXD

- LAN: OUT$CO

- WAN: NET$CO

The WAN (wide area network) connects the LAN (local area networks) to the hosting
service, so that users across ZYX can access the application services.

Who else will NET$CO have operational and functional relationships with?

A) IEERIFTAEMEIRSIREEFISIAMRUS
All other selected service providers and SIAMRUS

B) EERIFTEEMIRSIRMRE. SIAMRUSHIERAF
All other selected service providers, SIAMRUS, and ZYXH

C) OUT$CO. #EAF]. RRSAFFISIAMRUS
OUT$CO, ZYXD, ZYXS, and SIAMRUS

D) OUT$CO. RS El. DESK$COFISIAMRUS
OUT$CO, ZYXS, DESK$CO, and SIAMRUS

SISESEHE -3 Nl
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A) IFff. IRSREFSSMEEMRSEMBIUNRRSENBFEEEIREERR. (O@: A, 53.1.2
T3, E4)
Correct. A service provider will have operational and functional relationships with all other
service providers, and with the service integrator. (Literature: A, Chapter 3.1.2, figure 14)

B) iR, RBEHBLSEFEAGFESERR, EANFHRERIEEXRR.
Incorrect. A service provider will have a contractual relationship with the customer
organization, but not functional or operational relationships.

C) #EiR. NETSCOMSSRESHHEMHADESKSCOFRIRREMIZEX R,
Incorrect. NET$CO will also have functional and operational relationships with the desktop
support provider DESK$CO.

D) {#&iR. NETSCOMZEHEATFHEIRBEMIZEXR, RAMIISESIAMERFRIRSRMHE, <5
ERBERXHFHRS AN B8,
Incorrect. NET$CO will also have functional and operational relationships with ZYXD, as they
will be a service provider in the SIAM model and not a subcontractor to ZYXS as is currently
the case.
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ZYXEESHIETSIAMELRE, BB EELESIAMRUSHE AL, (BZYX{REBIIZRM, ERRSFNILSS
KREEREHIN.

ZYX R EE—FRSIAMESHT?

The ZYX Board of Directors has decided on a SIAM strategy. They want to use the expertise
from SIAMRUS, but with ZYX retaining control of architecture, strategy and business
relationship management.

What SIAM structure should ZYX choose?

A) =ERAEISSIAMRUSERBSIRS SR, —EDEEMERS
Hybrid service integrator between ZYXH and SIAMRUS, splitting specific responsibilities
B) SIAMRUSIEASNIBIRSS SRR, =RATIRMIREIRRE
SIAMRUS as external service integrator, with ZYXH providing the retained capabilities
C) SIAMRUSIENEZEMNEIRSEMNRE, HEESHINASFRE
SIAMRUS as lead supplier service integrator, giving them additional application support roles
D) ZRAEWF/ARERIRS SRR, FIASIAMRUSY REIR

ZYXH as internal service integrator, using SIAMRUS for resource augmentation

A) iR, ERATFEEMNEERSENEMGENIRSEMEED. /18, BRI SXRERRTE
FHREARREERE, XTABEGERAE.
Incorrect. ZYXH does not have the necessary capabilities in service integration to be part of a
hybrid service integrator. Architecture, strategy and business relationship management reside
in the customer organization's retained capabilities, this is the appropriate role for ZYXH.

B) IFff. XFMERFIRTSIAMRUSHIE W R HARSSEERAES]. 281, BBRF SR REERTEF
BLRRERREE, XTAEESERAE. OOt A, 51.61)

Correct. This model uses the expertise of SIAMRUS and their capabilities in service integration.
Architecture, strategy and business relationship management reside in the customer
organization's retained capabilities, this is the appropriate role for ZYXH. (Literature: A,
Chapter 1.6)

C) $HiR. SIAMRUSARMARFASHIFER, BEIIIRSBZRSHITHE, MXiES 7 SIAMRL,
Incorrect. SIAMRUS are not application support specialists and therefore they would be likely
to use subcontractors. This is contrary to the principles of SIAM.

D) iR, BRATREESENIRSEMAE
Incorrect. ZYXH does not have the necessary capabilities in service integration.
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SIAMIE AR R E5TRK.

- SIAMRUSHHE IMNBIR S Sk .
- IR NEIAZYXIR L TR EBERRE,

BE=1H, OUT$COXRBEXRZEISLABTR, SIAMRUSITEHITIRSEHAHIE.
RAMEIHITARSS (S FRHIRE?
The SIAM transition is complete.

- SIAMRUS is appointed as an external service integrator.
- ZYXH provides the retained capabilities for ZYX.

For the past three months OUT$CO has not met their SLA targets and SIAMRUS wants to
apply service credits.

How should these credits be applied?

A) HSIAMRUSIRIEIRSSERHIEITELNIRIL, SEIRRRAEERAE, AERIERATRERG.
SIAMRUS calculates the service credits due and passes the data onto ZYXH who then
processes the collection.

B) SIAMRUSEXIOUT$COREMSRAMZTAIFRIN, HEFMOUTSCORBKRRIER A BIRMEERI J.
SIAMRUS informs OUT$CO that credits are due and tells OUT$CO to contact the ZYXH
purchasing department.

C) HSIAMRUSHIZRRABIBIRIRSFAFER. Afa, ERATTRE. HHEFKERNBEIIR.
SIAMRUS informs ZYXH of the service failure. ZYXH then verifies, calculates and collects the
amounts due.

D) SIAMRUSIRIEZIERIIESIRSER, WU, BEAERAT.

SIAMRUS raises the service credits using delegated authority, collects the sums due, and
passes them on to ZYXH.

A) IFHi. HRSZEMBIRERSERTEREAITELENMAOR. BTFEaRXEFETZRESEHBFIE
RABEZE, REERATHLIKEZER. (OJk: A, 53.1.5815.3.2.275)

Correct. The service integrator would identify and calculate the service credits due. As the
contractual relationship is between the service provider and ZYXH, only ZYXH can collect the
amounts. (Literature: A, Chapter 3.1.5 and 5.3.2.2)

B) iR, WRIERSERSIEREHTENIRITEIRSEMEIVIRES,

Incorrect. It is the responsibility of the service integrator to identify and calculate the service
credits due.

C) iR, EAERATRRWINER, ERERS SR EREFTENIRIIERS EMEIIRE.
Incorrect. Whilst ZYXH collects the amounts due, it is the responsibility of the service
integrator to identify and calculate the level of credits due.

D) $&iR. SIAMRUSS5OUT$COREFESREXR, EIULSIAMRUSABEERKOUTSCOSZ TR,
Incorrect. SIAMRUS does not have a contractual relationship with OUT$CO and therefore
cannot require them to pay the credits.
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ZYXEHEE T RS 5.

- OUT$CORIBRSS &R,
- RSB AT ANERIRS IR, RERHTA. SIFHRSERS.
- FTE Rt B IR IR AR RS

REABIRSEEARIBEOUTSCO, RBATRETUSLHREHLRIHEIAFIEIR:

- RS e ERFHRRIVEREE
- BRMENETERE
- RS AT A

ERABMEEATAEOUTSCO, RATULIEAKEIRSE, HPaa8 M RSEHE LA=1H
AN PNS AT

OUT$COSB—ERufgftA?
ZYX has appointed a service integrator.

- OUT$CO is the service integrator.

- ZYXS will be an internal service provider, providing development, support, and service
desk services.

- All other current service providers will continue to provide their services.

ZYXS service management has asked OUT$CO if ZYXS can continue to report on the current
ZYXS measures and targets:

- Number of incidents received and resolved by the service desk
- Number of changes approved each month
- Service availability

ZYXH and ZYXG have asked OUT$CO if they could receive a report each month from
OUT$CO, showing achievement of these three targets by every service provider.

What is the first step that OUT$CO should take?

A) HIESHUHNITR, WEMDFTENRSREHEEEXEYE
Develop a performance measurement plan to collect and analyze this data from all providers
B) JNiXEigiMIBMRE—EBRAINTTESE, HATEIRSRAEER
Identify a common set of calculations for these measures and targets for use by all service
providers
C) ESERSRUBEREAIER, [TRMAETRBR
Instruct all service providers to adjust their internal models to report on these measures and
targets
D) ARATEIRSIRHEITICRARTATS IR B RAISIE
Lead a discussion with all service providers on the impact of adopting these measures and
targets

BEARE, TR
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D)

=%IN

IR, RSEMBETEEARMREREE B RIZE TN B IRS RSN, 2R
TEZRA—EBm. Afa, BIEFNERRIBIRAASROITANITE.

Incorrect. The service integrator first needs to confirm if these measures can and should be
adopted by all service providers and be part of the framework. After this, the measures and
any associated targets can be included in the performance measurement plan.

iR, ERAETRAYEITIEZRT, AASCREERRNTESE. RIEREATIRS, RSATRS
B ERNATR, ERESBRNEREHTREE,

Incorrect. Common calculations should not be addressed until the feasibility of the measures
are confirmed. ZYXG has reported that ZYXS often fail their service targets, so an investigation
of the correctness of the targets is needed.

iR, WRAEDTHMER TEEIRA, TSN —SREHBTERMUETR, MNEmIiINEAR
SRR, EORESEMAENE LIRS REBMBREESRES.

Incorrect. Mandating adoption without impact analysis could result in some providers being
unable to provide the measures, for example the commodity and the small service providers.

It could also result in increased costs or the withdrawal of some service providers from the
ecosystem.

IEff, WEEXT EIMERBERT TR (BEETRRIAANTN) FEEE. SERIREE
SKEWETTIE, MERSEUBTEFTENRIISS, THERESIAMESRRPRZMRAZFAIIER
. (3Z@h: A, 83.1.6.1%)

Correct. It is important to gather feedback on the feasibility of these measures and targets
including any resource or cost impacts. This input will be included in an informed impact-
based discussion. All service providers need to be involved, especially as the delivery model
will be different under SIAM. (Literature: A, Chapter 3.1.6.1)
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ZYXHISIAMIER EREE TR,

- OUT$COR RSB ERS.
- RSB A TERABHIEBAMR MRS SN AR A S3ERS.
- BUE AT EERS ABINERS.

RSN EFNEHRATIZERIRSKIIEIER. B2, OUTSCORIM, REATNEREATNAE
B ()42 5 WIS EFIRR,

BF—IR HRIX LLE A BB M ERIRAETTIR?
The ZYX SIAM model has been operational for two months.

- OUT$CO is the service integrator.

- ZYXS provides the service desk and application development and support services, using
different teams.

- ZYXD is hosting the ZYXS applications.

ZYXS and ZYXD are both meeting their individual service levels. However, OUT$CO has
identified that there is often tension and conflict between the different teams of ZYXS and
ZYXD.

What is the best approach to ensure that these teams work together more effectively?

A) BERSATFIEEATNEMNTIERE, BESERIRRIIE
Bring the teams of ZYXS and ZYXD together to discuss the issues and agree a suitable way
forward

B) LIKESIAMIZERARA, ABERERSATHNEEATDAHEANES

Escalate to the SIAM Operational Lead and ask for a formal warning to be given to ZYXS and

ZYXD
C) SZYXFBRSRERELIMELIE, EE RSN LIRHXANEG]

Establish a collaboration forum with all providers to ZYX and raise this example at the first
meeting

D) EXRBEUESIMARTSIN—TUFERR, 1N ATEIRS R ERIR

Introduce a specific target in the overall set of KPIs measuring how all providers work together

SISESEHE -3 Nl
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B)

9]

D)
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IEf. SIFAESIAMARREHARYERRR, ENNRFIRRSE 2 IEEARRDE, 1LEN—EITieH T
RRLCRIM R BERRAIINTTIA, TCEHRMIBIINZYXRIRR S, (3X#k: A, 583.1.7%)
Correct. It is always better to address the issue head on, early in the SIAM lifecycle, before it
becomes more serious and engrained. Getting the teams talking together and understanding
each other's viewpoints is likely to be the most successful approach, particularly as they all
work for ZYX. (Literature: A, Chapter 3.1.7)

iR, MRSEAERBNNGEAREREE, BAERHENRIRTERVERN, BXFMAITESS]
BERAZ B, FEIEARHIFERRIIME T/,

Incorrect. Whilst this may be required if initial softer approaches fail, escalating at this early
stage is likely to cause resentment amongst the teams and may not result in the intended
collaborative behaviors.

HiR. BAXFMAILUGEBATHME, EEEMRSREUBEIRY, S2ENSRSATTEELAT
X3z, REAREREEHR,

Incorrect. Whilst this may bring the issue out in the open, it may be too confrontational to
ZYXS and ZYXD to raise this in front of the other service providers, and may end up being
counterproductive.

iR, EMAFNERIMERIXREUER Rk, XMURZUAYTT E R EE R AT,
Incorrect. A collaboration KPI would be challenging to define and measure and this
mechanistic approach will not get to the root of the issue.

Eif{t£%E EXIN SIAM™ Professional (SIAMP.CH) 73

PROFESSIONAL




=%IN

20/ 40
ZYXREIRFFROUTS COSMIE NI A IRSS R AR

BERIESHERHEET THNEE, REBENIRSEMINERIIRSRIIAIETT. SIAMRUS
MFERNASRE TEN.

B2, BFSIAMRUSIRINAR, FRIEEFEOUTSCOMERIRSERM. ZYXBRIEESO0UT$CO
HATERRA.

B—IRE TSR RMOUTSCOEITIRS SER A ER SR AIRIEMIE?
ZYX decided to continue to use all existing service providers apart from OUT$CO.

New contracts, including service integration requirements and revised service levels, have
now been signed with all providers. SIAMRUS provided advice on the contents of these
contracts.

However, it has been decided to appoint OUT$CO as the service integrator, as the costs
received from SIAMRUS were too high. ZYX is now negotiating the contract with OUT$CO.

What is the best way to incentivize the performance of OUT$CO as the service integrator in
the contract?

A) RERSIEHUEFREAZIRSKIIER, HMIOUTSCORTIRSEMAFIE, OUTSCOBMMEXRSSIRE
HEBREE.
If any service provider fails to achieve any service level target, service credits will be applied to
OUT$CO, who can then seek recourse against the service provider.

B) REIRSIZHAFREILZIRSHKAIBIR, HITOUT$COFMBEXRIRSBIRHBRRHITIRSERHIE.
If any service provider fails to achieve any service level target, service credits will be equally
applied to both the service provider and OUT$CO.

C) OUTS$COBRELMimENmARSS SN, WM EFNEUE BRmIkSLENm.
OUT$CO will be rewarded for the achievement of targets for end-to-end service performance,
collaboration, and improvement.

D) &/MER, OUTSCORBESMRSBRAUEIIATIERSRIIIIRELS.
OUT$CO will receive a bonus for each period where every service provider achieves their
individual service levels.

SISESEHE -3 Nl
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iR, MIREREIRIRSS. SUHAIMMERRFTNIRS ERERESL. I ANABMAIRSRBINE
RHISR(E, CEHEEMIIRSSRHBHERIER T,

Incorrect. The service integrators performance should be measured on the end-to-end service,
improvements, and collaboration. They should not be held responsible for the failures of
individual service levels, particularly where they were not involved in the selection of the
provider.

iR, NIRIEmE R BUHFIMEBI RN IRSS SRR RIS, i IARIRE RN RS RAIAIL
IRHISRE, THERE ﬂi’,ﬂ]%% SR mEAERLT.

Incorrect. The service integrators performance should be measured on the end-to-end service,
improvements, and collaboration. They should not be held responsible for the failures of
individual service levels, particularly where they were not involved in the selection of the
provider.

. IRSBEMBESRNEMMSEENSIAMESEANHE RSN, IMERISuH. (OJ8k: A, &
3.1.27%)

Correct. The targets in a service integrator contract should focus on end-to-end performance,
collaboration, and improvement across the SIAM ecosystem. (Literature: A, Chapter 3.1.2)

iR, BARSEARFILISBIRS REEIAZIRSERS, EXMEREEBIRSERBHESNSR
M. IHh, XESIEROUTSCOXRFREMRTIEAIRERMAITHS, BHABRKENRENRSIRILRE,
AR REmARSS .

Incorrect. Whilst the service integrator may help providers to achieve service levels, this
approach does not consider the performance of the service integrator themselves. It may also
reward OUT$CO without them having to do any work, as it focusses on individual service
providers and not the end-to-end service.
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ZYXREERARRIRSRHBSIRHETITE. NATA. NE, NASNE. SESIFFINER
5. ReseERaRSTIBRURS. OUTSCORENENIEEIRS R, BRHEFARSER
.

FEINeIRSIREETFIRS MBI S RESEET, ZYXRICEO, CFO. CIOMRSABRITREZ B
T oIk,

- ZYX CEORE 2N RSRHBERFE—NSEEN, BRIEIIETHRIMNFLREERK,

- ZYX CFOthRELRIRSRUBERR NGRS, EAXEAILUR AT s RS RN ARERY
D%

- ZYX CIOFEOUTSCOER—ME RGN, MEMRHEERS—MEREH, EAXERILIHER
RRTRERAYARSS fRALAAR.

- RBATNITRERER/ I AENEREMNEN, RAXETLEKERARIREE.

TR ERIERRRT?

ZYX has decided to use different service providers for hosting, application development,
networks, application support, desktop support, and networks. Cloud and commodity
services will be used wherever possible. OUT$CO have been selected as the hosting
provider, they will also be the service integrator.

When discussing the design of the new contracts for the service providers and the service
integrator, the ZYX CEO, ZYX CFO, ZYX CIO, and the ZYXS IT director have a disagreement.

- The ZYX CEO wants to use a single contract structure for all service providers, in order to
ensure adherence to a common set of rules and governance.

- The ZYX CFO wants to use a single contract structure for all service providers, because this
will keep the complexity, and with it the costs, as low as possible.

- The ZYX CIO wants to use one contact structure for OUT$CO and another for all other
providers, as this will ensure the lowest possible costs of service provision.

- The ZYXS IT director wants several different contracts and structures, because this will
allow the most flexibility.

Who is most correct?

A) ZYX CEO
ZYXH CEO

B) ZYX CFO
ZYX CFO

C) ZYZClo
ZYZ Clo

D) [REATITEE
ZYXS IT director

SISESEHE -3 Nl
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HiR, RERSREFETHRIMNITEEEXREE, MAXIEEERNASTZ—, BNTRS
SRBESHERSREEERR, XBEENGEEEHAZE—TEE, FENRSENEEETENE
IR, B, cRSEHBNERURSEHBAIATEREERTESE.

Incorrect. Although it is important that service providers adhere to a common set of rules and
governance, and this may be a part of the contract, it is not a good idea to have the same
contract structure for the service integrator and all service providers, because the service
integrator will have fundamentally different responsibilities, and there will be cloud and
commodity providers who are unlikely to agree to a standard contract.

Hix. BEEERD, NFALPHESERM, EXFNEERESHR—NECAMETENERIER
=R, UESEEFESREMIIER, WAL AR RS EABIMFERIERSR. B/, cRSREMHE
MBRURSEMBA KT EREERNESE.

Incorrect. Even if a low number of contract types may seem less complex, writing a single
structure that encompasses all fundamentally different responsibilities will either produce a
very complex and unreadable contract, or a contract that is not respecting that service
integrators have fundamentally different responsibilities. Also, the cloud and commodity
providers are unlikely to agree to a standard contract.
iR, BAAOUTSCOEAARINGHRMNFER, EAtIBRERSEMBERSREMHE, BEFAREN
BREEAS A KATREHRREARMNTE.

Incorrect. Whilst it is a good idea to have a different structure for OUT$CO, as they are a both
a service integrator and a service provider, differing contract structures by themselves are
unlikely to ensure the lowest pricing.

IEffs, RS LBITRUGRIBERIERRY, EAMINENE R T T2 RERENRS RS, LUKk

OUTSCOfFABRSSERRFSISAGERIEASS. WIR— MRS IRMHE RN IRMIRSEREES, BATFE—
SHORZEHBEARENE, ~RSEHBIIEMCIRSREBERNL. NRERERERSE
HE, RFEIINARNEERENABRIEE, (OEt: A, $3.17)

Correct. The ZYXS IT director is right, because her statement respects the fundamentally
different types of service provider, and the responsibilities that OUT$CO will have as the
service integrator. The provider that also provides the service integration capability will need a
different structure to the other service providers, as will the cloud and commodity service
providers. Where there are different types of service providers, it can be better to have a few
different structures to accommodate the different types. (Literature: A, Chapter 3.1)
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SIAMIET R E L FTA.

- SIAMRUS#IE N IR S AL .
- SOUTSCOMERIER L%,

S5SIAMIETUEEIRRIZY XINB BIBOAIREY, B IHRVEEIREUR THATEEIE (OCM) RYEHETS L.
I IRERIZF—ROCMER., (FuBstmiZa—R, ZYXIEBPAEXEIRIEAEEOCMII=RR
AF]. SIAMRUS, OUT$COFBRSBARIXIURAEIRIF/NA,

WMAFESIAMIE T EEHEHAB) SRR bR, RN EIZT IR AR R AR ?
The SIAM transition has been started.

- SIAMRUS has been selected as the service integrator.
- The contract with OUT$CO has been renewed.

The ZYX project team involved with the transition to SIAM realizes that successful transition
will rely on the way that organizational change management (OCM) is done. They decide to
recruit an OCM expert. As part of the selection process, the ZYX project team asks each
candidate to consider the impact of OCM on four specific areas namely ZYXH, SIAMRUS,
OUT$CO and ZYXS.

Which response best demonstrates an understanding of how to overcome challenges
during the SIAM transition?

BERTE, TR
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ESIAMIETUSEERRE), ERRRBIMESSARIEAE, XIEFEFVE. YRRIFIREIERA AT
Rkt IR ELURANESE. SIAMRUSRIBIZR—RIESRS AEFIOUTSCONRE R TiH T4,
During implementation of the SIAM model it is necessary to get commitment mainly from the
project people involved. The enthusiasm of ZYXH must be maintained and demonstrated to
reduce organizational resistance. Communication with all staff from ZYXS and OUT$CO should
be undertaken by SIAMRUS using the same channels.

OCMIAFEEZE, MBEHANMALIZESLIESE, IHERAT. SIAMRUS, OUT$COFMBRS ARG
TNREZESHMEMIFEXE, PHHRRTHRRESE, BB IERATEN2ENTELT
XIF0sERETT A,

OCM is very important. The approach should be established at the beginning of the project.
Making staff in ZYXH, SIAMRUS, OUT$CO and ZYXS aware of the need for change is key.
Analysis of the current employees' appetite for change will enable comprehensive
communications plans and approaches to be tailored for each area.

MIBNSEEFINBLEEETIISIAME %, Eit, OCMNAEINE R, BoiiEs)
OUT$CORTBRTAISHKF. SIAMRUSREREAIRS A =R ABREMFERMBEHREER, LIRS
IERYEL,

The attitude of people will influence the ability of any organization to transition to SIAM.
Therefore, OCM should be planned early in the program. It is essential that all staff from
OUT$CO supports the initiative. SIAMRUS should maintain the momentum of the project by
circulating weekly e-mails to ZYXS and ZYXH reporting progress.

X SHTEMER, SIAMBEZUEEHAIN B W& FRES T R TEMAISIE, SIAMRUSZ/RIBIT RS A
SFHERABR TR ORSIISHFAIBERNEE. NET SRS NBEFHM SEAEE
RRTHITIDE.

The SIAM transition program should consider its impact on the new staff structure during the
Plan and Build stage. SIAMRUS must champion the proposed changes by building the
confidence of staff from ZYXS and ZYXH. Communication should be via a weekly video and e-
mails to senior staff in all organizations.
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A) iR, MEARKRZOCMPFERZRI—PEHE., SIAMEIVEXIZET S NEINFMBARFERN,

FELlﬁ-a%ﬁﬁﬁ ARBISSF, BEFPERIRIEAR KA BEBEE RS SR A a RS TR MBS E., REBAIINBA
AJREREAERERE. o, OCMIENBEEAERTT5E, MAMNRTIRS SEME.

Incorrect. The project staff is just one group that needs to be considered in OCM. The SIAM
model will affect all involved in its operation, so it needs the support of all. Enthusiasm of the
customer is unlikely to change attitudes of the service integrator or the providers. Internal and
external staff are likely to require the use of different channels. Additionally, OCM activities
should be done by all parties, not just the service integrator.

B) IEffi. NMRBEEIZOCM, {ENADKAREENERY —, ILEFER. RSEMBIRSREBIRT
INRBEIZERNVEN, WTRINEXEER, MENEEMERE, NiZETWEENEEXERHARS
E. AeMEkaot, SEHTEIMUMES. O A, 53.27)

Correct. OCM should be established as early as possible. Making staff in the customer
organization, the service integrator and service providers aware of the need for change is
crucial to success, as part of the ADKAR model. The importance of communication means that
this should be properly planned and tailored for specific stakeholder groups based on analysis
of their attitudes, role, and needs. (Literature: A, Chapter 3.2)

0) HiR. RTSE5NHRHE. XMRIENKEOUTSCO, ERZEREATNIRT. (UXAIEH
HEABH. RSEMRABRRENAS, (BOCMBAIERTbAI.
Incorrect. The timing of the engagement of the staff is not specific. The response focuses on
OUT$CO, but it should consider staff from all organizations. Sending e-mails alone is
insufficient. The service integrator is being used as a facilitator, but OCM should also be
applied to them.

D) &R, F—RHEIHETIR: FmdiEsIRE %? SEHEMERRRIIE. BReCRRIEEeiER, B4
2B TOUT$CO, WERBERHMEN, REREATIRAERIER, REHMATROIHEIERIRE

}iﬁ;’%o BOBENSRTEREAT, AATH EJZIJJ SEIFB R TXTENZE,
Incorrect. The first point is too late: these activities should start as soon as possible in the
Discovery and Strategy stage. The second point is helpful, but omits OUT$CO. The
communication channel is one-way communication only, there is no follow-up to confirm
understanding and to gain feedback on any concerns the staff might have. Restricting
communications to senior staff is unlikely to successfully support the change for all staff.
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RSB ERBERIEREIRIAR T —RIMNBEHIT R, ZYXWEREF—RSW,

FIWERE], ZY XA R BN IR ?

The service integrator is organizing a series of onboarding workshops during the transition.
ZYX has been asked to host a session.

How can ZYX best assist with onboarding during these workshops?

A)

B)

9]

D)

A)

B)

9]

D)

FIHTTEF TORARZ U HH 5Tk

Contribute to new approaches and working models
EXEBIRSHNRFEEZD

Define the low-level operational interfaces for each of the services
IESHRREPRIE E T R

Guide the resolution of operational details of the implementation
sEEMEIROLSS BfR, HIRERAI—EUE

Highlight their business goals to ensure alignment

HiR, ZYXRMHEIEA, (B ICHNERERSENE SRS RS,

Incorrect. ZYX should contribute, but these discussions will predominately be covered by the
service integrator with the service providers.

iR, RBENEBEESSRSEHBREFEERDNITLE.

Incorrect. The service integrator will lead the discussion on the low-level operational interfaces
with the service providers.

Hix. REERBRRIESHERZEATR,

Incorrect. The service integrator will guide the resolution of operational details.

IEff, PRIDEEIRAOKREE, BRINBEEZEESEFNWISEFNVSEEERS—H. BTEEEXIRR, R
BZYXgEBRMILER. (O A, 53.3.1%)

Correct. For the transition to be successful it is important that the onboarding aligns with
business goals and what matter to the business. Only ZYX can provide this information as it
owns this relationship. (Literature: A, Chapter 3.3.1)
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—RARBRITRESABNKRFIIRITIEG KRR (BCT) . XIGTERMZYXAMIA.

CEOZERCIOH (&% HRTHARSS 2 ISR A EHEHAY A IRSSERLE0UTSCO,
REAX—RBARAXERFA?

A major bank has decided to stop using BNK and the bank counter terminals (BCTs). This
will severely affect the profitability of ZYX.

The CEO has asked the CIO to consider transferring all services currently provided by ZYXS
and ZYXD to OUT$CO.

What would be the greatest risk with adopting this strategy?

A) EEISBANKSCORHEE S RIKMN
Amending the terms of the hosting contract with BANK$CO
B) X EZIRSABFEIELBERIR T
Changing the culture of the staff in the ZYXS and ZYXD teams
C) HEIRS ATEREATNE R TREASTHFIRSS
Maintaining the support of the current staff in ZYXS and ZYXD
D) OUT$CORBIZEIZIARSS AT aIANiR
OUT$CO acquiring the knowledge needed to operate the services

A) HiR. XR— X, E2RSR/EFKETUHEREGREINEME, FIXBERIE.
Incorrect. This is a risk, however novating contracts when a provider changes is standard
practice, and therefore the risk is low.

B) iR, BEAXE— N, EBERFIIARTSEEIJIUEHEXINER, EHAREANE.
Incorrect. Although this is a risk, it can be mitigated with good organizational change
management, hence it is not the greatest risk.

C) IEffs, TEOUTSCOREEFIBLABERERZAI, XER THRMEIRS SHFIAIRER T S RIEEE(ERA.
B2, EIRTEEAEIE, MIIFFRMMEEEZRN, RTSEREZAER, XERAX,
AEAREINHRIIRSSHIRT FAMEAINEWBNKESERE, XISEENEITEARIANATL. (X8t A, 5
3.3.34%)

Correct. The staff will be essential in providing support and knowledge transfer until OUT$CO
is able to take over full responsibility. However, the possibility of losing their jobs will affect
motivation and goodwill, and staff will begin leaving for other roles before the transfer can
happen. This is the greatest risk as it could affect the availability of current services and the
deployment of NEWBNK, which would have a direct effect on the expected cost savings.
(Literature: A, Chapter 3.3.3.4)

D) #&iR. 95FAI, REATMITARRIMILEARSLEKRSIAEOUTSCO, AL, OUT$COSHBIXSH
ROTIE. BEAFENE, BFA—RMBRIMAE, OUTSCORBMARIRSRIERERF. i, RS
NERTARESHENREREIOUTSCO. REIt, X—XBUEEEIER, FEEANK.

Incorrect. Nine years ago, the IT staff from ZYXUK was outsourced to OUT$CO, a major global
services organization, hence OUT$CO will have the processes for this. Although it is a risk,
OUT$CO, as an established outsourcing company, will have proven procedures for taking on
services. Also, many of the current staff may transfer to OUT$CO bringing their knowledge
with them. Therefore, this risk will be mitigated, and this is not the greatest risk.
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ZYXIEFEE SR FASIAMRUSIRHRIBRSSPRE TN, BIEHESIAMRUS RS EERE. ZYXEENF
RS RAUB SHRS R HERRMERS.

ZYXIEFE T Rt A TERRRFISERTT i RREE Pt FEROBR SRR, MERTDRNAE. B, B,
FREJREHRE M.

BpFh T ESRESAIERE T AR S ZY XBIEK?

ZYX is considering using the service segregation proposed by SIAMRUS, including
appointing SIAMRUS as the service integrator. ZYX would like a mix of current and new
service providers.

ZYX wants to understand what tooling strategy and integration method will best support
the new service model. The solution should be seamless and cost effective, with the lowest
complexity possible.

Which approach for tooling strategy and integration method will best meet the
requirements of ZYX?

A) ERXISHEENER, ZYXNEEFISIAMESRAFRIFMERERSK—ERSIAMRUSHITERE. RERK
Bait EEMIRSIRHBIEIE, ARRBRINRIRS SEIR SRSIIEREREYE, HSIAMRUSIC
RAERA.

During the Plan and Build stage ZYX should mandate the use of the SIAMRUS toolset for all
providers in the SIAM ecosystem. This tool would take automated bulk updates of data from
the service providers, and then convert the data into a format that SIAMRUS could use to
report on the end-to-end performance of the services.

B) ZYXRI{ESEHER BRECEIFFEE—SRIRMEE MRS AOINEBIRMLRD. LLIERRARSS NI SIAMEREL RS AR
SRUBIVEIRERIREER, THERSREFHITEHOUEE. HTERGENRHSTAPIRSIREHFI
THIRER.

In the Implementation stage ZYX should find and appoint an external provider of an
integration service. This integration service should facilitate data transmission from all service
providers in the SIAM model without them having to make any changes. The toolset should
also provide real time status tracking and audit trails.

C) ERRSHEEMER, N rED7 EINENEBETERS. A SHENR, NOFEREIEEK, &
DIERIENBAN, EETBRNIER. RSREHBEENMSIAMRE—FHE BT ERIRIHEIE.

The market should be searched for potential toolsets during the Discovery and Strategy stage.
In Plan and Build the data requirements for integration should be analyzed. The analysis
should be used as input to the tooling strategy, considering the tools available, service
provider capabilities, and the SIAM model.

D) ZYXNEMK SHEEMERZANARSE—N T ERFHHTER. RIKEEBFHERAERSRUBOMS
ZTERFHITHE, LGRS ZTERFHITHIRERRNESHEIRY, FUUS/RIFHESSIT
GRS,

ZYX should select and implement a single toolset before the Plan and Build stage. The tooling
strategy should mandate the requirement for all service providers to interface with this
toolset. The toolset must reduce the tasks associated with data integration and achieve
seamless reporting with minimal overheads.
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B)

9]

D)
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HEiR, X—ERIRSEMETRTESIUENRS, RafttiIREm{RERRIHMEMREMAL
B, XAARRBAEESHEXST RS T INERNEI, B, SRSEMBHANE, BlTEEE—
MFERNLERSR,

Incorrect. This option puts a lot of unnecessary constraints on the service integrator, as it is
devising processes on their behalf as well as dictating the toolset. It does not indicate that the
options available have been analyzed in conjunction with the parties involved. Also, the
service providers are not yet known, hence it is not possible to select a particular toolset
option.

HiR, ELEMBRAHE LERIBANER. TEIBRSREEBIIASIAMESRRZA], FEMER
R, LMERBMMIREESNETERFHTHIVENTE, 5, &£F "RNR" -, BEER
FENTERFEAETR, RABRRSREREFIERERTE T #.

Incorrect. The Implementation stage is too late for determining the toolset strategy. Decisions
need to be made before inviting service providers to be part of the SIAM ecosystem, so that
they can decide if they are willing to accept any required changes to their own tools. Also, in
the case study it is too early to identify the best toolset option, as the service provider
landscape is not fully known.

IEff, BAXNTEACRER, EXERESER. RIELIMHMLEER. SIAMRENIRLN ATtiRSS 1R
HERENNAR, HTRRNRSEMMKIESSRED. ERETERIZA, XESERMmRSIE
HEESNETERFHITEENEOMER. Ok A, 53.1.8%)

Correct. Although more generic, this is the best answer. Many aspects relating to details on
which a decision can be based would alter depending on the actual findings of the
assessments and the profile of the SIAM model and capabilities of the selected service
providers. Before determining a toolset strategy, it is crucial to establish the service providers
capabilities and willingness to make any toolset changes. (Literature: A, Chapter 3.1.8)

Hix. MRIRREEAFMIERS, TR ISFERSENIRSRAEIEMRE, EAfttiIeTsex
EEZTERGHE. B, £ "AERFAR" b, BRERENIERFEAER, HABRNIR
SRUEFIBREARTE T .

Incorrect. The decisions made on the tool would be too early, so are likely to constrain the
selection of the most suitable service providers due to their inability to interface with the tool.
Also, in the case study it is too early to identify the best toolset option, as the service provider
landscape is not fully known.
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IYXBREIERSREBZAESMEHNEEETH, SERSIEENN. BEERSEENBIER
RIEMZLE, BLERERFERELL, BELERAIHRILIIK. OUTSCONERENTIHREMBIT
RSERBE12TBREH, FEBIER.

SIAMRUSRIRI#HfBE A IMEBIRS SRS, FROUT$COS;, MBIRSIREFERTEEMAIN
SIAMESE S, (BEIBEERESHARELE.

YXEELSEKCIOHEFERTENZYXERAWSIAMLIETE, EXKiZ5ARERBITIISIAM
155, NEEHRRZYX R B ABIRINBEFRA RN

B—IRRIE =S AISCHET S A?

There is a wide variety of contract arrangements with service providers to the ZYX
companies, including internal operating agreements. Some contracts can be terminated
with relatively short notice, with some contracts ending within the next year, but with
others having longer to run. The contract under which OUT$CO provides ZYXUK with all of
its IT services ends in 12 months’ time and will not be extended.

SIAMRUS has just been appointed as the external service integrator. All existing service
providers apart from OUT$CO have expressed their willingness to be part of the new SIAM
model, but so far there have been no changes to current contracts.

The ZYX Board of Directors has asked the CIO to recommend an implementation approach
for SIAM across ZYX that best achieves the mandate for SIAM with the least risk and cost to
ZYX and its individual companies.

Which is the most appropriate implementation approach?

A) 50UTSCOMEREIERfS, ZYXBAERIFBRSMIRS RHE R ESIAMRT AR,
Transition all services and service providers for all ZYX companies to the SIAM model at the
same time, when the contract with OUT$CO ends

B) 6B, ZYXBLABRIMBERS MRS IRHUBTHRSIAMRTEiR, IMARRSRIAISEMKI.
Transition all services and service providers for all ZYX companies to the SIAM model within 6
months, addressing current integration issues

C) BEHEEATDRIFRSIRARERAFMOSIAMED,, Km3 1N 8, REZYXHIErEEMBIRSIRAEH
TR,
Transition new service providers for ZYXUK to the new SIAM model first, pilot for 3 months,
then transition all other service providers for ZYX

D) SEEXRIUEATDEIREFSIAMEER, HR3 1M, BEXKRSABHTER, HR318, AGEMEH
ARG R LRI THE I,
Transition ZYXD to the new SIAM model, pilot for 3 months, then transition ZYXS, pilot for 3
months, then transition all other service providers

SISESEHE -3 Nl
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IR, EXAMER, ERBIEEHTTRIIPEE "KBKE" LA RSN T oM. ESIAME
S, REZBMEXREE. ZYXETSEAR, FERSRANERERESR. Blit, XARTEE
=B,

Incorrect. At this stage no planning has been done to mitigate the high risks associated with
any big bang implementation. There is no information about timescales in the mandate for
SIAM, and transitioning all services at once would be highly complex to achieve in this multi-
country organization. Therefore, this does not meet the wishes of the Board.

iR, EXAMER, ERBIEEHITTHRINEE “KBE" ST A EBEaE X T oM. ESIAME
S, REIENEXREE. ZYXBTSEAR, FERSEANERERESR. Bit, XAFEE
ELNER. EIENSRENESRARATT 6B T aEEiE,

Incorrect. At this stage no planning has been done to mitigate the high risks associated with
any big bang implementation. There is no information about timescales in the mandate for
SIAM, and transitioning all services at once would be highly complex to achieve in this multi-
country organization. Therefore, this does not meet the wishes of the Board. It is highly
unlikely that an ecosystem of this size and complexity can be transitioned within 6 months.

IEffa. OUTSCOBRZIH, XEMELIHEMRIAMREMEM. BTOUTSCOSREBMERIE, =E
ANENERSHRSRHEGIE1 2B R ER. INRIXLIRHERMNASIAMZRY, IRSSESRNE
MATAEEEIEEXE. BSHREESITHER, SEPRBEESIAMENNER, BREAT
=, RSBEMBRTBREI—RIYXQE, MINRKA "KIBE" LiErTiE, BERZIYXSLEMATER
SRME, SEREQTNISTRESXK, FAEXMER FHE RRMRS EREEERS TG
MURBREAT. (OHk: A, 54.1.1.175)

Correct. The end of the OUT$CO contract is a typical event to determine the timing of the
implementation stage. The current services and provider of ZYXUK have to be replaced in 12
months as the OUT$CO contract is ending. If these providers are not in the SIAM model, there
will be high risks to service continuity and availability. There will be new contracts with the
new providers that can include the requirements for the SIAM model. Piloting with ZYXUK
allows the service integrator to focus on just one ZYX organization, a big bang involving all
ZYX organizations and all providers would be higher risk to ZYXUK' s business as the project
resources and the service integrators would have to focus not just on ZYXUK. (Literature: A,
Chapter 4.1.1.1)

iR, X "RHFAR" &, REHAIRERBAEBRHRSASRETRERSEM, FLRS AT
BHTE IR RS A, B2, BTOUTSCOARMEI12MNAREIE, BEERRSMUNERFHY
EHELCR AR, SNREXFMER FEREEHIEADMRSABAIENER, IBABIERESIAMEL
HRI B AIXBS .

Incorrect. There is nothing in the case study to indicate that the issues with internally provided
services are due to a lack of service integration, hence there are no immediate pressures to
transition ZYXS. However, there is a time pressure to transition the replacement services for
ZYXUK as the OUT$CO contract ends in 12 months' time. This option would put that transition
at risk, if the SIAM project also must focus on the transition of ZYXD and ZYXS.
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ZYXHITIESZERSCIO—EITIE "2R" XA,

XIS %, WSERISRH T AKRRIRIRE?

The CIO of ZYX has been asked to go to the IT Steering Committee to discuss a phased
implementation.

What is the key concern raised by business units for this type of approach?

A) ZYXTHEERII A SSERI IFRE = AR,

ZYX is unsure about the impact on business unit budgets.
B) ZYXAHERISRZWSSE ],

ZYX is unsure about the number of business units involved.
C) ZYXFEEGHIHIIFEE.

ZYX needs to integrate both old and new working practices.
D) ZYXEKRD R ERREKEKTE,

ZYX will introduce a higher level of risk by using phases.

A) EIR, DIRTTEARERAES, (BTSRRI sEESN 55 EHAFITE 55 £it1T.
Incorrect. A phased approach may be more expensive, but implementation activities could be
phased, where possible, around financial cycles and budgets.

B) $HiR, RIS, DRLEETE, SJLABEEANERIRIXE.
Incorrect. A phased implementation is preferable if there is more than one unit involved. This
is to reduce the risk for each unit.

C) IEff. BOIT(FLERDRERPREMN— AT, WRFIITELNESEEEERT, NEESEH
IR AMADEILAN IR KATE.  (3XBk: A, 584.1.37)
Correct. Integration of working practices is one of the most problematic areas of a phased
transition. If a new way of working is implemented in a fragmented manner, consideration
needs to be given to how old and new will work together and for how long. (Literature: A,
Chapter 4.1.3)

D) #iR. XTZYX, DRELEREZENGE, MRSHEWE)N, SEEKIHERLSHE, BEiFXEE
BETSINRSEME, FRSIAMEINNA.
Incorrect. For ZYX this is the safest approach, with less impact on services, alignment to
contracts ending, the ability to onboard the service integrator first and to test the SIAM
model.
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ZYXBERIEEH{TNEWGENINE, SECIZYXERESIAMIET R,

XIS IAFIRS SERERS RIS, ZYXEEFEEE S —ERINAEETE.
MTFZYX, B—TRRAERIEIRTTIA?

ZYX is currently undertaking project NEWGEN, aimed at transitioning the ZYX organizations
to a SIAM model.

The ZYX management team is considering a number of alternative approaches that have
been suggested for transitioning to the new service integrator and service providers.

What would be the best transition approach for ZYX?

A) - EFSINRSS SRR, SEHERIRITIFMAISIAMARE,
- DIRSINZYX B N EWFERIIRSS 1RALR.
- EIRRATEIRSIRHEZR, RTFE— T RBSEMBEAECHRNENLERE, ZEBXAEmE
BHTEERK.
- Appoint and onboard the service integrator and work with them to define the detailed SIAM
model.
- Onboard service providers in phases related to a specific ZYX organization.
- Initially allow each service provider to use their own processes with no changes, integrate
them once all providers have been onboarded.

B) - ENIFMRISIAMIREIFHIRISHNE,
- IEIRSBERES Sk, HEARAERERSRAEMBEE PRI ENRESR.
- BRBXGHTHEPZEIN, UISIEHRSIAMESRFEHIRSIRHUBNREEMRBR.
- Define and agree the detailed SIAM model.
- Engage the service integrator so that they can support the transition activities during the
onboarding of the different service providers.
- Undertake user scenario testing with all parties to validate the integration of the service
provider processes across the new SIAM ecosystem.

C) - IRIBEZYXFRIRSHE S INGERIIRSS IRIHLRS.
- ENEEIRISRY, ARISRSRERRHEIF RS RN,
- EREMIRSIREEHITENER, LUESHIRSSEMEE X ATRERIF L
- Identify and onboard appropriate service providers based on the services ZYX requires.
- Closely monitor their performance, and then select the best performing provider to be the
service integrator.
- Transition the other service providers to align to processes defined by the new service
integrator.

D) - MARMANFSIAMESRSHIIEIRS R, WEMIHTRLANZEIRFT.
- RSB ERBS SR, ERAOENIN, SENERABRSIFIRHERSHIER.
- FIRFTARSS IRABAUINBERESIAMIRRIR BIAEE R,
- Identify the logical order for disengaging existing service providers that will not be part of
the new SIAM ecosystem.
- Engage the service integrator to manage the transition of services from the old to the new
providers in the agreed order.
- Ensure that the onboarding of new service providers includes their alignment with the
detailed SIAM model.
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A) $BiR. SERRTERTB RS IR INER G ZEMHTT.
Incorrect. The integration must take place as soon as each service provider is onboarded.

B) IEffs, EEBERT, RIESMIFMAAISIAMEEEY, Jo5HIRSEMRE, BoIHERSEMRE. Ot A,
584.275)
Correct. Ideally the detailed SIAM model should be defined, and the service integrator
engaged first, prior to onboarding service providers. (Literature: A, Chapter 4.2)

C) HR. IRBSENBNRITEESINRSRUBZAISSHIE, Bt —RATNFARSREMABTER
¥, AAEREMEERA—AIIRIARSS SEpk AT ATIRE
Incorrect. The service integrator should, where possible, be engaged prior to the onboarding
of service providers. Also, just because an organization performs well as a service provider, it
does not mean that they have the skills and capabilities to be a successful service integrator.

D) iR, XMITiEREBRENERSREFRIER.

Incorrect. This approach does not consider existing providers who are being retained.

29 /40
MOBS$CONEE NI IREATIUFFIERD N AR RESTF.

ZYXIRTE, HEFRISIAMIET, FABHMOBSCOMRLIRMIRS, OUTSCOBIENZYXENEIRE R
FRUFIRSS IR,

MOBS$COMIEERAEEZY, AEEOUTSCORITLE.
N TR RIS RS BRISEIMSIAMER 4%, OUT$CORAN{aIM?
MOB$CO delivers desktop support for field- and home-based users to ZYXG and ZYXUK.

ZYX has decided that MOB$CO will not continue to provide services under the new SIAM
model. OUT$CO will be the new service provider for desktop support for all ZYX
organizations.

MOBS$CO has reacted badly after receiving this news and is not being cooperative with
OUT$CO.

What can OUT$CO do to ensure a successful transition of desktop support services into the
SIAM model?

A) BY—NafEER, RPIMOBSCONBMEZ AArE3E
Develop a process model showing all interactions between the current processes used by
MOB$CO

B) THEZYXBLRE R RESFHIHAEIEK
Discover what expectations and demands users in the ZYX organizations have for desktop
support

C) BIRSATBREIMOBSCORIFTBEXAMIE, B, TEMAMAITERLICR
Get ZYXS to obtain MOB$CO' s full history of all closed incidents, problems, changes, and
releases

D) FIFRIZICIZNAGNE, SFIMOBSCOLELS

Use the process forum structural elements to encourage more cooperation from MOB$CO
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A) iR, FRBZEHBBFEEARS EERSG NMEREIFIS, F7HIRNRENE. B2, BT
FEEMOBSCOMNFSIAMIZERL, EIt THEMOBSCORTRER EE T AL,
Incorrect. The new service provider will need to develop new documentation for every process
in scope and understand key hand-offs. However, as MOB$CO will not be part of the new
SIAM model there is no benefit in understanding MOB$COQO's process interactions.

B) IEffs, EEEERIIRSREMBE 7RISR, THRAFHAEGETOUTSCORMIRS
YFiERE, MRMOBSCORES, XRRETHNHER. (OUk: A, $4.2.1.1%)
Correct. Operational handover requires the new service provider to gain knowledge of the
business and the demand profiles. Understanding user expectations will enable OUT$CO to
prepare for providing the service. If MOB$CO does not cooperate, this is the best course of
action. (Literature: A, Chapter 4.2.1.1)

0) HiR, XEERIMERBR, EAMOBSCORMBENTMREATIRIRESF, THRIYXELNE
MFRERNE. BEEERIERBAIEERR,
Incorrect. The information would be of limited use, as MOB$CO only provided desktop
support to ZYXG and ZYXUK. Understanding what is required for all of ZYX is of greater
benefit. Historic information is also likely to be of limited use.

D) $HiR, MEICIZEEEMMRSRMEE, i, £FXMER, MOBSCORAT R SHMRSR
HEHITRIK.
Incorrect. Process forums are primarily for new service providers. Furthermore, given the
situation, MOB$CO is unlikely to be willing to have meetings with the other service providers.
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ZYXHISIAMBEEL R \— R T SN FRFF R RN ERIRSS IR, IZxIRSRERNRTRRERS 2
SFREATNNEFRERA.

—FIMPEA A TR EARS A EHREADERFRISIAMERR, LISABRLZRRMIRT, &
A TAFSERANS LS D B, ZiEaNiSR AR F M OB MY SRS SRIG BT,

B — IR EE S ENA R RIENRAVSE?

The SIAM model for ZYX includes an internal service provider for application development.
The staff for this service provider will come from the current development teams in ZYXS
and ZYXUK.

An external consultancy company has been asked to create an awareness campaign about
the new SIAM model for the affected staff in ZYXS and ZYXUK. The campaign must
influence the staff to make the required changes in working practices and culture. A
combination of e-mail communications and workshops will be used to deliver the
campaign.

What approach is best to determine the effectiveness of the awareness campaign?

A) WRITEERRAERIARIE R TR
Carry out ongoing measurements of changes in staff attitudes and achievement of outcomes
B) N AR BB SNSRI ZRIRAER
Measure the adoption of Lean and Agile approaches by the application development teams
C) BNREATF@BEXEHEITIESNESNAIER
Monitor the attendance of the ZYXUK stakeholders at the IT Steering Group meetings
D) EESIHER, THRKEIRIMALAEAVE FHRMEE
Review the statistics for the number of e-mail replies received in response to the
communications

SISESCHE -3 Nl
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I, NAR—1MES, BUSERWRER, FERESRESN. (O A, 54.3.37)
Correct. A monitoring system should be developed including metrics for changes in attitudes
and reviewing process outcomes for success. (Literature: A, Chapter 4.3.3)

HiR. BAXETLUSNERNZYXHE (ERBEMEEES 2N ERERNL, BXMEEREIT RIS
ZEREHI TR, RREPRIEASIAMIRS RUEHITIEERRIIT AR,

Incorrect. Whilst this will monitor the success of the aim to extend the use of Lean and Agile
approaches across ZYX, this approach will not cover any understanding of the new structure
or the behavioral changes required to operate as a service provider in SIAM.

IR, XIZEEIURNEEADEEANSZEXRETITIES/NERSER, BEE "RHAMR" A
B EHHTRNSRBITIES/NATESIAMESREFRUER. I, HEBERHABETEUIIFER
LEHIRTAR], ARETENZ NN R TR RIZERIER,

Incorrect. This measure provides an indication of a change in attitude by key ZYXUK
stakeholders to the IT Steering Group, however there is nothing in the case study or the
question to indicate that the IT Steering Group has a role in the SIAM ecosystem.
Furthermore, attendance does not measure awareness of the new organizational structure or
the role that the affected staff play in it.

HiR. XFMGETETFNEEENEDAE TR,

Incorrect. This will not measure if the awareness campaign has achieved its intended
outcomes.
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NEWGENIRHELRE50.

- ZYXEERRERENTNLIES0UTSCORER.
- FSIAMAERL RN N RIS NERER SS TR AR FNAR 55 S Ak A D AU B AR izt

ESEEATNNEERERZA, AT EFOUTSCOMRREIRMIARRS, W—IERErE?
Project NEWGEN has started.

- The ZYX Board of Directors has decided that ZYXUK should terminate the contract with
OUT$CO.

- The external service providers and service integrator for the new SIAM model must be

chosen after bidding.

What is the best approach to ensure that OUT$CO is motivated to provide good quality
services until the end of their current contract with ZYXUK?

A) HSIAMIEEIEHNITIESRRATHOUTSCOR N E AN

Arrange for OUT$CO to be the lead supplier on the Executive Steering Board for the SIAM

transition

B) HrRSOUTSCOMATARMINARSIRIEEH TEIE

Ensure that regular communications are provided to OUT$CO and all other current service

providers
() ESHEENTIRSRMIFESASOUTICOBHRSZHFERIN

Instruct the ZYXUK service delivery managers to have monthly service review meetings with

OUT$CO
D) RAaeAImOUTSCOEMARIGHLERLE

Leave making the announcement to OUT$CO that the contract will be terminated until as late

as possible

HERTE, BT

Eid#% EXIN SIAM™ Professional (SIAMP.CH)

PROFESSIONAL

93



A)

B)

9)

D)

=%IN

iR, XAMESTLAOUTSCOBMEMBERSIRMUBINAL M, FAATREHGIREERK,
Incorrect. This would give an unfair advantage to OUT$CO over the other potential service
providers, which is unlikely to comply with the governance requirements.

IEffs, OUTSCORMBMEEAMTERE, UReANBRIFIIAFRISIAMER, ERRIBEEETEY
MEFRIFIIRIFIERERR, NMARIOUTSCORMARIRSS, BEEMAEREER. (OUHk: A, 5
43.1%)

Correct. OUT$CO is an important current stakeholder that is likely to be interested in bidding
to be part of the new SIAM model. Regular communications will support building and
maintaining positive stakeholder relations. These will help to encourage OUT$CO to provide
good quality services until the current contract ends. (Literature: A, Chapter 4.3.1)

HiR, BARESEIEREARSREUBEARSHFESNE—FEIME, EXMHERIHR
OUTSCORISEIER=ZTHAE A,

Incorrect. Whilst it is usual to continue to hold service review meetings with outgoing
providers, this approach does nothing to address the attitude of OUT$CO.

iR, OUTSCORARTREEMERIZ LB HIIZ AR ZYXTERSIAMART 4R, LU FRERRER@AN
MNERBLL, XATESILMMTAN, ARFEMIRIERAFSIAMER FTHRSREMHE, XERTT
IR, BURESEMIINRSRETE.

Incorrect. OUT$CO is highly likely to discover that ZYX is moving to a SIAM model long before
the required termination notice date. They might think that a delay in informing them of the
expected termination means that they are not expected to bid to provide services in the new
SIAM model. This will demotivate them, with a risk that they degrade services.
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ZIFSIAMIRZRISEIR E TThL,

- SIAMRUS 2RSS &R .

- BRI AN EIAZY IR (R EBERRE,

- IRSAEHIRMAA. SHFIRS IR,

- f4E. BT AFIN B SEIRS D iR SR AR SR (AR i,

£, BNKFINEWBNKRIFFERFEILEIT " KT AMNEWBNKHZEINA" AR FEpE. KEX,
N ABRLEEIER, SEWNLIRITRFFET 7NN, REBIANZ MRS E,

EhlTEAE, IRBZABFELARTRSKETLE, RLRSERBHSS. RESQTEIHHE TR
FIRASSIEIER, AT PHHRREMREMRSS, ILMERSRHBES Sk,

BT RN ZREUT AMGE?
The transition to the new SIAM model is complete.

- SIAMRUS is the service integrator.

- ZYXH provides the retained capabilities for ZYX.

- ZYXS provides application, support, and service desk services.

- Services for network provision, application development, and application support remain
with the same service providers as before the transition.

Last week an e-mail about the launch of a new mobile application created as part of
NEWBNK was circulated to all users of BNK and NEWBNK. Yesterday, this created excessive
demand, causing a four-hour outage of the online banking system. The cause is believed to
be an overload of the network services.

During the outage ZYXS led the activities for service restoration, without involving the
service integrator. ZYXS logged and assessed the incidents reported by users, and involved

the network service providers in order to diagnose the cause and restore the services.

What approach should be taken next?

SISESEHE -3 Nl
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A) - BFSIAMRUSHAZRImEmARSZHIZZSS, EILLSIAMRUSN £EESRFHUHTRIEETLE,
- RSB AEFINETSCORMARIREZ REMIRTTEERFHITAIRE, FESIAMRUSIRS
- SIAMRUS NI AR SRR SR E IR R R R R,
- Because they are accountable for the delivery of the end to end service, SIAMRUS should
take overall control of the investigation into the outage.
- The tactical governance boards of ZYXS and NET$CO should independently investigate the
cause of the outage and report back to SIAMRUS.
- SIAMRUS will use these to form the basis of a report that they present to the strategic
governance board.

B) - i —LSRE NS EEE RIS E LT,
- IBIEN AHEIRSS A EIScrum BIAFIE AR SS IR AERI T IkaE, FEWLSEERITN, HBESES
%Eﬁli_o

EXLNERHHEER RN, NEAAEE REZRARHHE.

- Further investigation into what happened should be led by the incident management
process forum.
- The forum should review what went well and what requires improvement, utilizing the
expertise of the ZYXS scrum team and other providers.
- Requests for any additional funding required to implement improvements would be initially
made to the operational governance board.

C) - RrEifE RS ImET AR ETE T AR TEE.
- SSAMRUSRIEMET EARAR, HRAAREXENET$CO, DLAN$CO, BANKSCOFIRSZAE]L.
- IRFEA—L LR, BLRGENIEE. RASRIKRERS, ERATKBERGREZERSTHE
LHETAE.
- The incident should be escalated to an ad hoc problem management working group for
investigation.
- SIAMRUS should chair the group, with representatives from NET$CO, DLAN$CO, BANK$CO
and ZYXS.
- If further escalation is required this would go to the appropriate operational, tactical or
strategic board. ZYXH would play a major role in in all the governance boards.

D) - LZE IREXHHTEE, ELRS A \__U:Z_LED BRIZYXEE,
- ERABNIRRESHEXRSREEHTAR
?ﬁ]ﬁ’iﬁ&?‘iéﬁﬂi RS AEIN %’%‘éﬁi%#LiE SEXMEICIZINIZEZERR.
- SIAMRUSHEI LR R SRS IR AR R 2,
- This was a major outage, therefore ZYXS should immediately inform ZYX senior
management.
- A representative from ZYXH should investigate with the relevant service providers.
- When a solution is found the details should be captured and used by ZYXS to inform the
relevant process forums and operational boards.
- This should enable SIAMRUS to prepare a report for the strategic governance board.

BERZE, BT}
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HEiR, MAKREERSAIRRAEERERS A, XN TFHRS SRR LIFERT.
Incorrect. The role of tactical governance boards does not include the investigation of issues
with the services. That is the role of working groups facilitated by the service integrator.

IEff, RIEICIZARAES R ESHESH TR, MRS RHIRSEAEFIRSRARE (81F
RSB AT BINFREAM. RS ATScrumBIMSTHREGERASHEAILIWIREE (FIAN8UEREmR) | e
ICIRAF XL IRBERIRERELIANTE. ERRZENEFERE, NEXAEEEERS
BB, (XEk: A, 55.17)

Correct. A process forum is used to identify process improvements where multiple parties are
involved. The process forum will include representatives from the service integrator and the
service providers, including ZYXS. The ZYXS scrum team will bring their expertise in Agile
techniques such as agile retrospectives, that can be used by process forums to identify areas
for improvement. Funding requests to address operational issues should first go to an
operational governance board. (Literature: A, Chapter 5.1)

HiR. TRENIRSIRERNRESCHE T ERRECIEMIFLFARS. SAZRESBRSEMBTIR
SRMABINEREAR, ERAEN, BERASHASEEFES(HIRHE,

Incorrect. Process improvements involving multiple providers are the responsibility of process
forums, not working groups. A tactical board is held between the service integrator and
service provider without customer presence, hence ZYXH would not play any role in them.

#BiR. XS3IANSIAMZREIZYXRIZELTNAX. RSADMERRSBRME, FNER LRGSR,
ERATIRER, ANEERSRSREHESE. XM SIERETIRS SMEATERES.

Incorrect. This relates to how ZYX was operating prior to the introduction of SIAM. ZYXS is
now a service provider and should not escalate directly to the customer. ZYXH is the customer
and should not work directly with the service providers. Both of these are the role of the
service integrator.
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ZYXBISIAMPUTIESZER R IEEHIES —IRSWANNIE,

NI B SChERI ST R EETIN TR,

WIEREN BFEHA?

The ZYX SIAM executive steering board is compiling the agenda for their first meeting.
Receiving updates on the progress of the implementation project is already on the agenda.

What else should be included?

A) BEERMNABSAAREENFEHA RN
The effect of the potential merger of ZYXA with the Japanese competitor
B) XTHIEATEIEF T FRAIN A
The introduction of additional capacity issue at the ZYXD data center
C) RBSATETEICIZEEERE
The lack of engagement with the ZYXS change forum
D) HEALTITERRERFRAIN FARFHILER)
The treatment of the applications developed in house by ZYXUK' s IT team

A) IFff. XRSFWHEZSEENSRA&IEE™M. (o8t A, 55.1.1%0)
Correct. This is a high-level strategic issue which affects the overall scope of the project.
(Literature: A, Chapter 5.1.1)

B) iR, KRR THABTHUTIESZERZAERTEE.
Incorrect. Lower level actions such as this are outside the scope of the executive steering
board.

0 #HiR. XE—NFEHRNTH, EXE— 1 IRNEERE, FEEREEIDLBFR, BAESIAM
IS IEEZST: N 18

Incorrect. This is something that will need to be addressed, but it is a current operational
problem which needs to be addressed at a lower level and is not specific to the SIAM project.
D) #iR. XBTEERM, NARKERE AR,

Incorrect. This is an operational issue which should be addressed at a lower level.
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BNKZZIEHNEWBNKZRE S,

- OUT$COR RSB ERS.

- RS A TR AT IF

- BUE A TR ENIEE

- NET$SCO#RMHr 15K,

RS ATNRENEWBNKRIBRSS 23 BA=AeT FH1499.9%,

PUERI, BRSNS TIALEINEWBNK, REATESAE, KARNNARFFEEME
A, MERGERRBUHTEENER FHEE TIRE.

RS ATMNETSCORIBRSIRE AR, HTNETSCORIREHIENE, SEIRATNIS MiER:
ST T 7SR, X SNEWBNKRFEIBARSS HRRIRIEEYS. SUEARRIRSRERA,
NEWBNKITERIRTFAMEAZI100%.

OUT$COZEKARS N EHR M HEX ERATIBAIARSS IR &

IRSZ NENOZEAM?

BNK has now been replaced by NEWBNK.

- OUT$CO is the service integrator.

- ZYXS provides application support

- ZYXD provides hosting

- NET$CO provides the wide area network.

ZYXS has an availability service level target of 99.9% for NEWBNK.

Four weeks ago, all users of NEWBNK lost access to it for six hours. ZYXS investigated but
could find no fault with the application, and service was restored without taking any action
by ZYXS.

ZYXS has noticed that the service report from NET$CO shows that the wide area network
connection to ZYXD was lost for six hours due to a fault with NET$CO's equipment. This
was at the same time that NEWBNK users experienced the outage. The service report from
ZYXD shows 100% availability for hosting NEWBNK.

OUT$CO is asking ZYXS to submit their service report for the period.

What should ZYXS do?

SISESEHE -3 Nl

Eid#% EXIN SIAM™ Professional (SIAMP.CH)

PROFESSIONAL

99



=%IN

A) SNETSCOFEURARIRIITIEAR, AERSHHIRE
Convene a working group with NET$CO and ZYXD to investigate why service was lost
B) MINET$CORHIER IR, EXREBERAFAYRE
Make a formal complaint to NET$CO and ask them to compensate users for loss of service
C) MOUTSCORMRTIRSFURIZEER, FERRRRSIRS
Provide OUT$CO with the full information about the outage and delay sending the service
report
D) fRENEWBNKAYRJARME100%, FH37V/N\SAIARSS hifTARZRITIe

Report the availability of NEWBNK as 100%, with a comment about the six-hour loss of service

A) iR, BETFERERERZRSEAFEAVERER.
Incorrect. Convening a working group to investigate a specific issue is the responsibility of the
service integrator.

B) {EiR. REIMEAFRNMFNE, ENETSCOSRHPAFAESRXER, EINETSCOTEERIME
NEWBNKHIFEF. SZYXEBEEXRMNERT. ESIAMERSF, BKFRENRSRHBINERE
IRSSEREIRIERSS. EARIF, IRBATNMFOUTSCORR, MAREZRINET$CORIR.

Incorrect. Although compensating users is a good idea, there is no contract between NET$CO
and the users of the service, hence no mechanism for NET$CO to compensate the users of
NEWBNK directly. The users work for the banks who have contracts with ZYX. In SIAM,
receiving and investigating complaints about a service provider is the role of the service
integrator. In this example, ZYXS should raise the complaint with OUT$CO, not directly to
NET$CO.

C) IEff, EAMIR, REBFHRERTIRSEHBLEFRERN. ZERMIRSREBERS
8, R EARSEMRBOUTSCORMEEINER, LMEIRSEAEAEESNETSCORTHAE. MRRS
HHTHIRELFIAETNETSCOMIFIRS A ERIZRE, OUTSCOTLARIFARSS A EIMBRIRSS IR & AR
PERIRR, FEXFMER T, IRSEMRE AR RS IR S P EIERERIRSS I RETFIT AR,

(3Z#h: A, 885.3.1.275)
Correct. On this occasion, the failure to meet the target was due to circumstances outside the
control of the service provider. The affected service provider, ZYXS, should provide the service
integrator, OUT$CO, with the full information so that the service integrator can investigate
with NET$CO. If the cause of the outage is confirmed as being within NET$CO's responsibility,
and not ZYXS, then OUT$CO can allow ZYXS to remove the failure from their service report.
On occasions like this, the service integrator should include the outage and availability of the
end-to-end service in their end-to-end service report. (Literature: A, Chapter 5.3.1.2)

D) &ix. FEIRSEMRBREZIMARIBZRZA, TERSFMPVSRESRE, RSREREHUMELCR
HigSaT A, EAGIFR, IRETBMIEET100%, REATFERHERWRTEKR, MAMUERE
REPIRNARSS P
Incorrect. Until any excusing cause request is accepted by the service integrator the service
provider must report the true availability of their service, which was less than 100%,
irrespective of who caused the outage. ZYXS needs to make a formal excusing cause request,
and not just mention the outage in the report.
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FSIAMEERBiZ1T 761 A,

- SIAMRUS#IE SRR S5 EE AL RS

- OUT$COIMIEMZYXHIFT B A THEMIRSS .

- HUBR N EIEEOUT$CORIARES.

- IRB A B RN AT AFISTFHIN SR IR S IR M.

- JIEAIRRSABENEEFAE.

- FEAINERILEBAERS A SEE SIFEE CIRIE.

L, OUT$CO—ERAEIAZI9.5%MIATBIEIRS KA. MNISIRS PMREIFETEREAS, A
HEAFREESEEIEER—T1. $EATRE, MIISEEIBECHRSHRA, BI90%HIER
i=f7RE., £, BURASFOUTSCOMMERT<MH, BRETHRIANSH, SIEEENAARIR

B3,

SIAMRUS#ERFTEE, FHEHEIS: OUTSCOERIENRZBMMILAME(E, STERER,
SIAMRUSFRRBEC S EHRAEMIEZRHA?

The new SIAM model has been in use for 6 months.

- SIAMRUS has been chosen as the service integrator.

- OUT$CO now provides services to all ZYX companies.

- ZYXD is hosting the OUT$CO services.

- ZYXS are an internal provider for application development and support
- ZYXD is a wholly owned subsidiary of ZYXS

- All ZYXD staff report to the ZYXS Operations and Support manager

Recently, OUT$CO has not been achieving their service levels of 99.5% availability. They
blame ZYXD for being the cause of the outages, but ZYXD refuses to cooperate in
investigating who is at fault. ZYXD say that they are meeting their own service levels of 90%
uptime. Last week two staff from ZYD and OUT$CO met, but had a violent disagreement
including allegations of incompetence.

SIAMRUS is asked to investigate and concludes that OUT$CO and ZYXD do not trust each
other and do not work well together.

What is the best way for SIAMRUS to address the lack of cooperation?

A) HEABFOUTSCO CEOSIRSARIZE SHFHREZ BRI
Organize a meeting between the OUT$CO CEO and the ZYXS Operations and Support
Manager

B) MROUTSCOFIMURABINRIABAHE, MIEH 25
Make sure that staff from OUT$CO and ZYXD do not meet anymore to prevent further
arguments

C) RAOUTSCOMBIE TINERIRIEER, LABHATHA
Provide a summary of contractual responsibilities for OUT$CO and ZYXD to clear up
expectations

D) AZEOUTSCOFIBIEARINRTSSRITIEE, MERImTMNIETR
Set up a working party involving staff from OUT$CO and ZYXD to develop end-to-end
measurements

BB+, EBF—R

EixtkE®E EXIN SIAM™ Professional (SIAMP.CH) 101

PROFESSIONAL




=%IN

A) iR, REtBZEEEEIzEREEMIFBERNXR. NESAEIEEEEEFREE, NREL
SR EREISE, BEUENRRE, REXEARMEFENICERE.
Incorrect. Relationships need to be developed between providers at an operational rather
than strategic level. Escalating to the senior level before attempting to resolve the issues at
the operational level is more likely to inflame the situation, although this may be required if
the issues then continue.

B) iR, ESEMENRR, SEINRSEHBZENGEE. AUELTHESE.
Incorrect. Trust between service providers may be increased by having more face-to-face time.
Not meeting will do nothing to improve cooperation.

C) EiR. EFSRRELETIRSRARZEMNRETIE.
Incorrect. Communicating contractual responsibilities will not help providers to work in a
collaborative manner.

D) IEff, L MAERRSEMERIEE T —RIIF, BEETEL/MAERRAZEEE. NBMRSE
BN BRI Bir, BETERESR, FELEENEE. OBk A, 353%) .
Correct. Having individuals working together facilitated by the service integrator will help to
develop trust between individuals and then the organizations. Moving from targets per
service provider to an end-to-end measurement will help to remove the feeling of
competition and allow trust and co-operation to be established. (Literature: A, Chapter 5.3).

36 /40
SIAMRUS#HARE SRR SS SE Rk .

fttfi JG&ILIAE) 7 BANK$SCO, NET$CO. OUTS$COFMMRS BRI, HAMEIISUENF TG
AURIEBERT TR, IEANTRERREREE, EIERAER, XEEMRSEEBNLRAERX. SIAMRUSH
BT BN RS RUBAARITTENER.

B— M ERREEIEASIAMRUSHASIAMAZS R R HIT 5 ARNER?

SIAMRUS has been appointed as the service integrator.

They recently consulted with representatives from BANK$CO, NET$CO, OUT$CO and ZYXS
in order to confirm their understanding of the required audit and compliance processes. As
expected, the responses were varied and related to the experience of each service provider.

SIAMRUS created a summary of the approach taken for each service provider.

Which summary provides the best starting point for developing the SIAMRUS approach for
SIAM ecosystem audits?

SISESEHE -3 Nl
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A) YIBANKSCORIERIT TIFMEBRRNEARR. FHHMHUENTRESHTHIT, BHHEFSHZLL,
BRI E RERER TRESEZYXZ R TIRIE. RS ATREH T RIBERIEIIE R S/
AOFREEFNENE. BANKSCORRERA B WA IERTE EBHRAYIEIRE,

In BANKS$CO the audit is undertaken by a qualified person. An audit takes place after any
major issue to determine where improvements could be made. The focus is only on areas of
non-compliance to regulatory standards where fines may be imposed on ZYX. ZYXS provides
the auditor with details and evidence of suspected issues with processes and procedures.
BANK$CO must rectify all notified findings within two months.

B) XNET$SCOBFHTIREIT, BEREEXNERMEHITHIT. FiTANSEESEMIRSRAREIIN
. inElima AR EMESFEI, FIHERSENRSERS AT, RENADEENENHFEIN
AR, LARSTEIHEMBGAEN., REZATEETNTHIF R AHITIER, BRIEAFTEI
EBSRIMIE,

NET$CO audits are carried out annually or after major issues. The audit considers evidence of
collaboration with other service providers, end-to-end delivery, and compliance. The findings
are formally reported to ZYXS. The details include a description of each non-conformance,
with supporting evidence and recommendations for improvement. An action plan is created
and monitored by ZYXS until all items have been addressed.

C) HRIESETLEAIRNERYOUTSCOFITERIMERTT. HIRZIFERLAISO/IEC 20000/FAIHEEIEFF
EIT{E. MBAMEIEMFPECR, FENCRGEEATNRESE. OUTSCORKHEMERE
TR TENTR, AR KERARIMIE.

The audits for compliance are carried out according to an agreed schedule in OUT$CO's
contract. This uses ISO/IEC 20000 as a basis for assessment which is carried out by an
independent assessor. All non-conformances are documented and formally reported to the
ZYXUK quality manager. OUT$CO owns the creation and management of any action plan, and
provides additional training where any requirement has been identified.

D) HRFBATNIRSATEUEATHTFEREHIT. FTASBENPERE. EFMRAREER
EBTER. B EREREMAREENRNIE/MIRERERX. FifRARBERIAHEIRA2HE
HiHRSE. BERATHRERIHRS.

ZYXS performs an annual internal audit of both ZYXS and ZYXD. The audit considers
adherence to documented processes, procedures, and job descriptions. Sometimes there is
also an additional objective to review if a specific internal or external regulatory compliance
requirement is being met. The auditor will only produce an audit report if any non-
conformances have been found. ZYXH reviews the audit reports.

BERZE, TR
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iR, FUALUEERIRLERHT, BBNZETIERRH T, EaaMRARFHSIRZ—, UTF
SIAM, FEIINEEFITESEFEPRIMM R E AR REERAELT,

Incorrect. Audits can be carried out after major issues but should also be on a scheduled
regular basis. Part of the audit will look at regulatory non-compliance but for SIAM the audit
needs additional emphasis on the ecosystem aspects of collaboration and end to end service
provision.

IEffs, XFMERITEPEE TREFIISIAMAESEARITAGENIR, AEIME. BEIRRMD. SBF
BIEMNELRS, RTHTRIERE, REUERERASEERSH BN TR, BXRES
AEEIHRSIAMRUSIEAIRSERAERAREFTSE. O A, 58541, 3.1.4/2.3.127)
Correct. This audit approach includes many of the items recommended for audits of a SIAM
ecosystem, including considering evidence of collaboration, end to end delivery, formal
reporting including non-compliance, and managing action plans. Although historically ZYXH
has received the report and monitored the action plan, this can easily be amended to be
SIAMRUS acting as the service integrator on behalf of the customer. (Literature: A, Chapter
54.1,3.14, and 2.3.12)

HiR. XFDENEZEE#Z, 1SO/IEC 2000048 K SIAMIMSEIMEFRNSEEAAIXEEK, EILTE
TERFFRSIAMERIT T ERIRIERE.

Incorrect. The main issue with this approach is that ISO/IEC 20000 does not cover the key
requirements for effective SIAM of collaboration and integration, and therefore not provide
the best basis to develop the SIAM audit.

HiR. XHDERSEEALSSIAMAPRESERR, (REARAFESIN A SHERS.

Incorrect. The scope of this approach does not contain SIAM specific aims, and the report is
only produced if any non-conformances are found.
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SIAMRUSERIABIESmH] T—HSIAMEIRIRS, LAFSEIZASIAMHEIERY,

IREFEERT WSS, R,
EASIERR R NRE & S5ZYXAEXRAIBL A DS EIIRE?

The SIAMRUS consultancy has produced a SIAM strategy report to help form the outline
business case for SIAM.

It has considered the business, process and technological practices in detail.
What people aspects must be included for staff employed by ZYX?

A) ZYXEABFE R IHIARANMASH
Accurate job descriptions for all staff in every ZYX company
B) ITARMNEMZERETIFER
The employment laws of IT staff and their location
C) ZYXEFARATITARKMRIS IS
The gender split of IT staff in ZYX group companies
D) FRSERRINIG SR ENTTiE

The risk and reward approaches used to incentivize performance

A) ER, XNIRFEAENY SEENRBER, EAFRUSIERNNGERS.
Incorrect. These will need to be addressed during Plan and Build, but they are not required for
the outline business case.

B) IFff. SERMAESHMESTESIAMMSERNRTERRS. AAGHTEEFIABIUASIEAN., X
P ATRER IS IAMBERLRGIRTT,  (ZEk: A, 552.8.17)
Correct. Country specific employment laws will affect the costs of any staff restructuring
resulting from a SIAM implementation. The estimated costs will need to be included in the
outline business case. The impact may also affect the design of the SIAM model. (Literature: A,
Chapter 2.8.1)

C) #HiR. REMNANABRNABERE, X—MUREE, BSECIEANIEEAXEX,
Incorrect. Although this may be important from an HR perspective, it does not have any
relevance to the outline business case.

D) iR, XNIEFEANNSHEEMERER, (BSEIISIERNIREREX,
Incorrect. These will need to be considered during Plan and Build but are not relevant to the
outline business case.

EixtkE®E EXIN SIAM™ Professional (SIAMP.CH) 105

PROFESSIONAL




38

=%IN

/40

FENEWGENIT BRI SHTEMER, ZYXEMMENEWBNKRANEPEIER,

NEWBNKAHRZAEHISHESIAMBENIZ TSI BREHT. XEREEHSIAMELT, REAF
RS KA —ERAJARNFEREBANKSCORSHFBNK RS,

B —IURES A B T R ATRERIFEENEWBN KRS H bR /5 KNS E XA AN ?

During the Plan and Build stage of project NEWGEN, company ZYX has identified that
NEWBNK deployment will run late.

The transition to NEWBNK will occur after SIAM is in the Run and Improve stage. This
means that there will be a significant period where ZYXS will need to retain BANK$CO to
support BNK under the new SIAM model.

Which strategy will contribute most to reducing the operational risk and cost to other
parties from the transition to NEWBNK?

A)

B)

9]

D)

R REAFAEMESR, FHRRERE. REMTESZEREE—H

Apply an enterprise process framework and align contracts, processes and tooling to this
framework

WRIMASEHEREEAR, I EERTHIECRAE

Ensure that all contracts have exit clauses and establish data record governance for
operational data

SLiEHFTERSRUBH=NBATIERS, HRRESHINGMEE—

Implement a common toolset to be shared by all service providers and align it to end-to-end
processes

METEIRSIRHE NI TR TIREN, FRRESIHEmRER—2

Standardize processes operated internally by all service providers and align them to end-to-
end processes

SISESCHE -3 Nl
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A) IFffs. NRAEIWREERAHTRFERE, ST ERE N RSEHBNZUZINEMDIRSEMtE. B
SRR OFTRE QEE’JH\/&PC XeeBIEHRER— (ESER) EEXQFERMRATS
HA7saREAXBE, (SZ@k: A, $3.5THE122)

Correct. An enterprise process framework can be used to align the factors that contribute
avoiding changes in one service provider affecting others. It includes the standardization of
interfaces and interactions within processes that allows risk related to operational risk and
cost of transition of one party (or their subcontractors) to other parties to be mitigated.
(Literature: A, Chapter 3.5 and figure 22)

B) $HiR, XFMGEBEITRENE, EEASHATE, MAXMEREETEWRIEERILE Lk
HH.

Incorrect. These approaches contribute to the mitigation of the risk but are incomplete on
their own. They are included in a full implementation of an enterprise process framework.

C) $HR. BATERRESARLEEERNG. X7 EZRTEHBEmMURERE, BALEIMAEEE
ED
Incorrect. A common toolset is insufficient to mitigate transition risk on their own. It is one
approach to implementing automated process interactions but not all interactions.

D) iR, RESERHHSTHOREAESIAMASEERN. SIAMIRIGENGIZEEEIN, RESRHBHSHEHSD
BAZERREREHRKICE, MEEERER MXERZEETNELR.
Incorrect. The processes operated by service providers are not within the scope of SIAM. SIAM
ensures that the end-to-end processes are in place and the interactions between service
provider processes and other parties are documented and, ideally, standardized.
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SIAMRUS 2RSS &Rk .

EAERLESIAMZE], ATHEIT "SINEEH" &%, SIAMRUSBIE T 78, XEIZEE5
IREANE. HiEAE. ZYX$DESK, NET$CO. OUT$COFOPAYS$CORHRIIRS, R EMMER
RS, A NEREIRS KA T 2058,

B, REERBHEZ—UHENRENREZR.
AT R AR AREM N F5RE, HB—IUEr TRIUNR ARG E?
SIAMRUS is the service integrator.

In preparation for their SIAM implementation, service integrator SIAMRUS has created
scenarios to support the running of pre-implementation ‘conference room pilots’ . The
scenarios are based around services provided by ZYXS, ZYXD, ZYX$DESK, NET$CO, OUT$CO
and PAYS$CO, together with any additional supporting services required. Approximately 20
scenarios have been produced for each discrete service.

However, there is not enough time available to run through all scenarios for every process.

What is the best way to tailor the testing approach to maximize the benefits from testing
within the time available?

A) MItRIFHBROUTSCORZR, EAMMIIRSERMEF, BIZASIAMRIZYK, ERTZEEPAYSCO,
E9tBIRIBRSS H AR ESTF R ORITILSS.
Exclude the OUT$CO scenarios from the plan, because they have experience using SIAM in
other contracts they support. Also omit PAY$CO, as their services do not directly support the
core banking operation.

B) cEEIRS AT, FIRAE. ZYX$DESK, NET$CO. OUTS$COFIPAYSCOHIASR, HRFTE S
RIIRSS SRR EDSER— IR, RS IMEHHERIRNAAILTRF.
Prioritize the scenarios for ZYXS, ZYXD, ZYX$DESK, NET$CO, OUT$CO and PAY$CO to ensure
coverage of all identified service integrations at least once. Re-prioritize the remaining tests
by business impact.

C) BEMZRENHRIRRIRSEN, EHEERTMIRS. PRHXERE, BERURTSBEREE
ZhRSS.
Reduce each scenario down into the separate service components that are linked to form the
services. Test each of these components in isolation to ensure that the testing will adequately
cover all major services.

D) EFfRINAS, ERKTmREIGRSS, BRZYXSDESKNHIEICREIRSZSKENEEE. BN
i ZYX$DESK,
Redesign the scenarios to concentrate on the end-to-end services by removing all the
ZYX$DESK activities from incident recording through to service restoration. Test ZYX$DESK
independently at the same time.

SISESEHE -3 Nl
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HiR, SNERNHIIARZRRMERIER. RSEMER. B0 IRSIIRS RUBHRR TSR
HNEE TZIREN.

Incorrect. The nature of the conference room pilot tests is to ensure process flows are correct
and the services integrate properly. Exclusion of parts of the service or a service provider from
the scenarios defeats this objective.

IEf, SWNERINXEBEREURRSEHSRIENER, TERI— N ESMENIRIIRIE., X
INERRR T B—IENEBEDTR R, AERBEOEBERRNAFILETINRAE, BHRE
WIFTER. (OJEk: A, 54.4.1.17)

Correct. The key objective of the conference room pilots is to test the integration between the
service components and processes, giving the complete end-to-end picture of readiness. This
answer ensures that all integrations have been tested at least once. Then focus shifts to the
remaining tests to ensure that those with the highest impact are prioritized for testing.
(Literature: A, Chapter 4.4.1.1)

HiR, XERUEPSMRSEMERIERIERUK, XFMUEFRURRS BB RELI 7 k.
Incorrect. These are basic tests to demonstrate correctness of each component part of the
service. The approach does not address testing how these will integrate via the processes.
52, RSIRHN—IECENERRES, EACIIERP SRSRERNTIEREA. RESEIR
RIS SOIRS S ECE X EENIER, BN /REEmRE s,

Incorrect. A key part of service provision is the service desk, as they are the main interaction
between the users and the service providers. Their processes play an essential role in the
support of the live services and therefore must be included in some of the end to end tests.
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FEZYXRIDSERESIAM—EE TR, IRSSEEAERIAREIEH SR EEME RBIAZIFEIIXER.

P—IR AU AR E R AR A ?

A year after the SIAM implementation at ZYX has been completed, the problem manager of
the service integrator is sure that the problem management process is not working as well

as

expected.

What would be the best approach to improve the problem management process?

A)

B)

0

D)

A)

B)

9]

D)

HERFNEE, AUSTRAIIUSHIBAIRSIRMRE

Decide on the changes needed and communicate them to the service providers in a memo
ISR e R E e F R BRI

Engage a Lean consultant to review the process and make recommendations for improvement
EBITSMBRIE), RIBT SRIESRAIRESRIE

Engage an ITSM consultant to rewrite the process from scratch based on industry best
practice

BRERSEEBEOTS, FEERERESHREE

Set up a cross-service provider workshop to walk through the process to identify
improvements

iR, XMEEROTEREMCRAPNRS, B RETEREA R seRIBHEE, o, wRES
LR, RS EAsEREImIRS RAHEATTUE.

Incorrect. This approach lacks the input of the other users of the process and therefore may
not cover all the possible improvements. Also, by imposing the changes, the problem
manager may experience resistance from the service providers.

Hix. REBTRATREERH, EXMHERSRITAIERSREEE, BEASRKENTENVNES
¥,

Incorrect. Although Lean techniques may be useful, this approach does not involve any of the
current service providers and therefore would not gain the necessary buy-in to the changes.
AR, XFMGETTEZ S TEShRBFRE TR, MBS A SRinEE SRR,
Incorrect. This approach will not benefit from any of the experiences of the actual users of the
process and may create more issues than the current process.

i, FIBEEABESERLENE, FSEaRHAtRYN. FaRsIEHmENLRS Sl
RERIEXI TRV BRI .  (38k: A, 585.7.1.5%)

Correct. Those operating the process often have the best insight to current failures and are
therefore most suited to suggesting improvement. The involvement of all service providers
should ensure buy-in to the changes suggested. (Literature: A, Chapter 5.7.1.5)
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MTRBAREFBERER, HEEERA.

A% BE [0 BE
1 D 21 D
2 B 22 B
3 D 23 D
4 C 24 C
5 A 25 C
6 B 26 C
7 B 27 C
8 C 28 B
9 C 29 B
10 C 30 A
11 A 31 B
12 B 32 B
13 A 33 A
14 D 34 C
15 A 35 D
16 B 36 B
17 A 37 B
18 D 38 A
19 A 39 B
20 C 40 D
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