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| Agile & Service Management, a happy couple?
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S

’r“’- »




individual

storag
frectively — Oroup speciized gaiver  GOOIS require
T resources record providing

: knowledge uidance
avalable ™ e g aljllihy ::m 'gmlces" sb a ga?Lg\sNare incidents fulfiment server service design
onvk po allow Prafect cost bachnical = processes

service request repomhg evenb
it operations % required performance standar C! o tion , Problem management defied

status

operational © °P card
p ong 9 incident n managemenb OperabIOnS speCI C qpallbg lnformamon problems

ensures that even
managing major

rocess requirements agreed e
pro =, conbirol Service desk .. SUPPOIL organization ey

Graining clear ensuring that

management

business apphcablon .pd |ﬂCldenb:e;"'ﬁ:‘ﬂse?a:::fg;:‘;s:f
erabion

functions SYstem

isersservice op
roles vl deSI ) decaiediG service manage
o= p— sﬁmapproprlabe

«=Change
cabegonzamon fully
.eudaba
® service management cost of organizabtions
... Somuisis S mm" aCbIVIbIeS probler‘}vork bg:hmcal managemenb erablon
manager event managemenbt bomxeu excepbion beChnOIOQQ: ko it 3
e mumcamon.nfrasb,%"ébﬁ‘rjes . Fidentify function resolution "™ OE,':;Q wT,ae';agelf | events secunbg
lm“ o, groups 1708 improvement (omebed activiby IeVeI fecins '?nilrl.id'ng access ! e?gb? € management process
RE - people  Loams serviceprovider  beused S tR:nt;emal deParbn:e v :;V::sreqz:sbs department
analysis equipments Z;:f;;";ﬁ'
to achieve
effective

© 2018 CTG, Inc.



ad B nm acn ity
siogting _; gdﬁt&l Ed
many © e ; e

-techmques 1arman AT s 1 qualicy
hfecycle must prlnqp es:
o d

=50

PIALE £ wako busmess I’e 'Ad
kS : mstead'O h

T pl'OjCC[S ‘_:
B e i Q) ;Mjwntmuous
g ..mllitumlmn = changing

systerns

(<]

BUILD

I | mregrancn
:’ U”mg agility

productlwty “manitesto stakeholders

m. =4 manufacturing ..

. specifications i
I I l e I l B defect 3
t “valuable £

1555 developers

team‘processes PO g

rOCESS T
A--O teams

& may

e workmg people O° O
progress
early % waterfall

celeasing

N 1(emuve L2

Service
Management

Service assets Services

f_l_l
Capabilities

Resources

Constraints

© 2018 CTG, Inc.

THE
BUSINESS

Customer assets

Constraints

f_l_l
Capabilities
Resources

Service




- I | l’e‘DI atio
_Lé U”mg aglllty

: de;;aﬂt g producthlty l\aw\FtslUS[aLeholderS
£ gdetalle
‘e V e .

.techmques larman ¥ g 1
rhfecycle must Pr lnClP CS

approach ocumenl:aunnwm
il often
1gn1f1cant

5 commen LALE £ 0 oo

g mstead'O
e prolects ‘_:

nufacturi . specifications «:

di.\ relopers ™

fome processes P

E

busmess per '%d_“\ Workmg peaple O

i IS Dol wmmwus ea‘rli "g waterfall
 collsboration el
E £ e § Lhangmg R 1tem.|ve L2

nctional

i

BUILD

Illel l >deLCt§
t valuable £

i FO » teams

rocess
() knowmg

may

Service
Management

DIGITAL
TRANSFORMATION

Service assets

f_l_l
Capabilities

Resources

Services

Constraints

© 2018 CTG, Inc.

THE
BUSINESS

Customer assets Service

f_l_l
Capabilities
Resources

Constraints




rddeck

apC of \ICT @
Gam.\ng\N ofks

© 2018 CTG, Inc.

VeriSM

Service Management
for the digital age

* Lifecycle driven

Management Mesh

QITiL

Launch ITIL4 : Februari 2019

e Service Wrapper Frameworks

* |TIL processes
e Connectors to other models
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Service Value System
Guiding principles

| Governance

Service value chain

N Practices

. Continual
Supported by 34 practices Improvement

« General Management
« Service Management
« Technical Management

e e https://austrain.co/blog-post/itil-v4/
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....
\.EITF" People and Interactions
over
@ Processes and tools

Outcome based thinking

Easier to understand, more likely to adopt
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Collaboration is a prerequisite
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Become the
business partner
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Build to connect




“So this is the new
way of working. Agreed?”

ABC of ICT carddeck
GamingWorks
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"..tell me. Do you

———~ \ KNOW what that value is?"

ABC of ICT carddeck
GamingWorks
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