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IT SERVICE 
MANAGEMENT

SERVICE INTEGRATION AND MANAGEMENT
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IT Sustainability

IT Strategy

IT Portfoliomanagement

IT Architecture Management

IT Innovation Management

IT Sourcing Strategy

IT-Controlling & Reporting

IT Workforce Management

Business Continuity Management

License Management

IT Risk & Compliance

IT Security Management

IT Supplier Management

IT Demand Management

IT-Organisation

IT Asset Management

ON-PREM / HYBRID / CLOUD INFRASTRUCTURE

SUPPORTSECURITY
Service Desk On-Site Service (Break & Fix, IMACD) 

Security 
Operations 

Center

Compute

Housing 
(incl. DC-LAN)

Backup & 
Recovery

Archive

APPLICATION SERVICES

NETWORK & CONNECTIVITY

LAN

External 
Security

WAN / VPN

WORKPLACE

Festnetztelefonie

Mobilfunk

PLATFORMS

Storage

STRUCTURED & 
UNSTRUCTURED 

DATA

IT Governance

Business Relationship Management

IT Quality Management

IT Project Management
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Change Enablement

Release Management

Configuration Management

Problem Management

Monitoring & Event 
Management

Incident Management

Service Request Management

Service Design

Capacity & Performance 
Management

Availability Management

Service Level &
Catalog Management

Identity-& Access ManagementSIAM Supplier & Multiprovider Management

Auditing

21c|ng 
(inkl. Bschr. Schnittstellennutzung im 

Bereich IO)

Telematik-
Infrastruktur

Inputmgmt.
(DigiZ-HW/SW, DMS, 

Dunkelverarb., …)

Outputmgmt.
(FMS, zentraler Druck, 

…)

Basis-Altsysteme
(DAKIDIS, iskv-Basis)

Anwendungs-
betrieb 

(21c-Umsysteme
+ weitere)

Testautomation

Online Services
=> Digitale Fabrik

Testsysteme
(Integrationstests, 

Lasttests)

Regel-Engine

Anliegen-Engine

DAK intern

Applikationsebene User-ZugriffsebeneSupport-/Servicemanagementebene Infrastrukturebene

KI- und Cloud-
Plattformen

(Central) Monitoring

Control Center

ITSM-Systems

Business 
Intelligence

=> BICC

DWH / Data 
Storage

Data Distribution

Data Analytics

Data Visualization

MIS-Dashboard

Omnikanal-
management

CRM / Dynamics

SOFTWAREENTWICKLUNG

Pega

SAP (S4, Success 
Factors, SAP 

Integrationsservice)

App/Web Services Prozessautomation Anliegen Engine Cloud Center of Excellence

KI- und Cloud-PlattformenSystem of Reference Omnikanalmanagement CRM / Dynamics

WLAN

Basis Dienste

File Services

Directory Services Rollen & Rechte-Mgmt 
(inkl.Tools)

Datenaustausch-/ 
Meldeverfahren

Scan & Print
M365 Hybrid 

(inkl. Exchange/SharePoint 
Onpremise) + Media & Konferenz

Workplace Hardware & Software

Terminal Server 
(Citrix/WTS)

Notebook & 
Desktops

Smart Devices BYOD Peripherals

Software-Distribution

Client-Software

DSM MDM

B1_Anhang-1 „Referenzlandkarte“ 

zur 

Leistungsbeschreibung 

zum Vergabeverfahren 

„Arbeitnehmerüberlassungen im Geschäftsbereich IT und Infrastruktur“
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