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ITIL4

crossroads

For decades now, ITIL has been the industry standard as a best
practices framework for delivering IT services.

Over the years it has evolved several times, each time guiding
organisations to adapt to the situation at hand. The most recent
launch of ITIL4 earlier this year seeks to address the specific
challenges of Agile Service Management.

In this morning seminar, we invite you to explore the possibilities ITIL4
offers.

We are happy to provide you with the necessary insights to help you
discover where you can and want to go with this, and what it can
bring for your own organisation.

ITIL® is a [registered] trade mark of AXELOS Limited, used under
permission of AXELOS Limited. All rights reserved.

IT Infrastructure Library is a [registered] trade mark of AXELOS
Limited used, under permission of AXELOS Limited. All rights

reserved.
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Sessions & Timings
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Welcome

Why history doesn't always repeat itself
Jo Herroelen, CTG

ITIL4, connecting the dots
Eddy Peters, CTG

Break

DEVOPS for NoOPS/ NOObs
Michaél Pilaeten, CTG

To Game or NOT to Game
Paul Wilkinson, Gamingworks

Networking Lunch




ITIL4: crossroads
Why histor

Jo Herroelen
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Meanwhile.....
2001

Agile
manifesto

1989 2000/1
ITIL vl ITIL v2

2011

Launch of Curiosity Mars rover

2009

first DevOps days

Ghent

2007

Steve Jobs intros
first iPhone

2013
The Phoenix Project
By Kim, Behr, Spafford

ITIL® Practitioner

Guidance

2007- 2011 2016

ITIL v3 -ITIL 2011

Guide

2018

The year of
Entreprise
DevOps
(Forrester)

Practitioners

Digital Transformation
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Your ch.a\lenges today? ﬁ |

A SN W E

Classical IT hierarchy

Consists of silo’s

Needs formal processes to manage services

ITIL Processes can have process manager, process owner, KPI’s
Resulting in a complex matrix organization

Modern IT service teams

Increased “need for speed” |
Need to be close to or integrated with the customers NE
Customers specify demand directly to team (informal) S AN
Support and development in one team (DevOps) AP i
Even a server is a software (virtual/cloud) . 1 .'_'i.’

Difficulties to maintain common strategy and governance
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Foundation
ITIL 4 Edition



WELCOME TO
THE FUTURE OF
ITIL

ITIL® is evolving with the launch of ITIL 4 in 2019.

Still the ultimate in IT best practice, ITIL 4 builds on all the best
things from ITIL and expands IT and service operations into the
future.




ITIL4: crossroads
ITIL4, connecting the dc

Eddy Peters »
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ITIL4
People (ABC)

Automation




Source: 2019 Future of ITSM survey (ITSM Tools)




Consumer
centricity

Value

Co-creation




Level 5

Level 4
VALUE
SERVICE « IT = Strategic
Level 2 business
*IT = Service partner

Level 1 » Service activity  «|T & Business

based costing N
*SLA *|IT / Business
guarantees integration
integrated .
processes el
infrastructure

* Capacity mgt

IT as a BUSINESS
SERVICE & ACCOUNT MANAGEMEN
SERVICE DELIVERY PROCESS ENGINEERING

OPERATIONAL PROCESS ENGINEERING

TOOL LEVERAGE

Source: Gartner, 2006






Four Dimensions Model

Service Value System

Service Value Chain

Management Practices




1
Political

factors Organizatons
- and people

Technological
factors

Value streams
and processes

3

Factors
. Any Dimension could be affected

by individual or multiple factors

conomica
factors

Products &
Services

Value

Legal
factors

2

Information
and technology

Partners
and suppliers

4

Social

" factors

Environmental
factors

Value creation is everybody's business



Guiding Principles

Governance

.

Opportunity/ <« »
Demand

/‘/

\\/"
Practices

Continual
Improvement

The organisation facilitates value creation




Design
& Transition

*» Demand —» Engage Obtain/Build Deliver & Products & * Value »
T Support Services Y
® 000 000 00O OCOODOODOONOEOS OO

Improve

The resources are part of the value creation



- Service

Design
& Transition




General (Business)
Service
Technology



General Management Practices

- Continual Improvement - Enterprise Architecture - Portfolio Mgmt.

- Information Security - Measurement & Reporting - Service financial Mgmt.

Mgmt. - Organisational Change Mgmt. _ Strategy Mgmt.
- Knowledge Mgmt. - Project Mgmt.
- Relationship Mgmt. - Risk Mgmt.

- Supplier Mgmt. - Workforce & Talent Mgmt.




Service Management Practices

- Capacity & Performance - Business Analysis - Availability Management

Mgmt. - IT Asset Management - Service Catalogue Management

- Change Control - Service Design - Service Configuration
- Incident Mgmt. Management

- Monitoring & Event Mgmt. - Service Continuity Management
- Problem Management il - Service Level Management
- Release Management - Service Request Management

- Service Desk - Service Validation & Testing




Technology Management Practices

- Deployment Management - Infrastructure & Platform
Management

- Software Development &
Management




“Open” Framework

Practices = Connectors

Guiding Principles



OPTIMIZE AND
START WHERE
AUTOMATE YOU ARE

THINK PROGRESS
AND WORK FOCUS ON ITEIQEHVELY
HOLISTICALLY VALUE WITH FEEDBACK
o) o, L

COLLABORATE
KEEP IT SIMPLE
ANSEIY E AND PRACTICAL

<& =






tconomlca|

factors
> 1 o
= e
g 0 Organizatons Information
Understand your dimensions ardpeople - and technoigy
Products &
Services
Technological Environmental
factors factors
Understand your factors
~ Value streams ' ' Partners -~
R and processes and suppliers %
What is value? N . S
- Factors | ~
. Any Dimension could be affected PN Legal - i
<" by individual or multiple factors factors




What are your guiding principles?

How do you connect?

Guiding Principles

Governance
Opportunity/ <+ Service Value Chain
Demand
Practices

Continual
Improvement

+ Value




Plan

How do you go from work streams
to value streams?

Design
& Transition

*Demand -—* Engage Obtain/Build  Deliver & - Products & —* Value —»
- Support Services Y

How do you involve employees?

Which practices? S e

»
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http://www.kenaz.org/
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ITIL® Master
¢l , | — i T
| Managing Frnfassmnal ITIL® Managing ITILE Strategic
(MP) Transition Professional (MP) Leader (SL)
% \ /

11/2019 Q1/2020 Q1/2020 11/2019 Q2/2020
ITIL® ITIL® ITIL® ITIL® ITIL® ITIL®

Specialist Specialist Specialist Strategist Strategist Leader
Create, Drive High Direct, Direct, Digital

Deliver E: Stakeholder Velocity Plan & Plan & &IT
Support Value IT Improve Improve Strategy

A

ITIL® Foundation

ITIL*

Foundation
ITIL 4 Edition

Qaees




- .y R Mo

e

. - - ~ e —y
——— : . T e

~y e o —— - S S A -
_— . g S s . e - V-M

Sl - \ - - > - E . - -" -~ e ~
b ’ - § -

A o
S e




ITIL4: crossroads
CIE DevOPS for NoC °S/ N
Michaél P‘il‘éeté_':n L e g e

had



















. .
. e
field_information y =
Cursor: pointer;
float: left:
-~ a - ey g -t *_ — ve ; >
e IR . ’mar‘gln: I,)X O o ;
- i ~" 9. b, div }
. " A a {
e B » Naner
' ..h
..m' 0 ...
— Siiaog #428bea-
‘*cvf-_,gor : >
nn:*vr\n. Pang .






-

"w

I

Al
¥

3 ¥
et '

{ \ s
ey
%
L ‘:\.
LS ] N l

:\‘.




Everything -

PROJECTS 10

TAGS °

SAVED SEARCHES 36

FILTERS

Found 290 issues. The results are sorted by: Updated. Save search. Reports ~
& m [X— | D | - - Compact view - & 0o o}
% MS-32 Schedule Automated Reports vandrianova 17:23
Major Feature Open Tom Jones Unknown No due date No fall 2018
MS-11  Generate Leads Report vandrianova 17:23
Feature Open Tom Jones Unknown MNo due date No fall 2018
AT-1  Search for Customer by Name vandrianova 17:23
No due date Normal Task In Progress Tom Jones
MS-48 Issues related to export vandrianova 15:57
Normal Feature Open Unassigned Unknown Mo due date No fall 2018
MS-26 Export Customer Contacts vandrianova 15:57
Major Feature Open John Luis Unknown No due date No fall 2018
MS-30 Sort Data Results vandrianova 15:57
ormal Bug Verifi Carry Parker Unknown .x 13 Sep 2017 No fall 2018 2
-?m Con vandrianova 15:57
p S CE eat S phe Sp l 01n faSﬂ.!
MS-126 Create a report x sl_united_states | yandrianova 15:55
Normal Bug New Carry Parker Unknown No due date No fall 2018 2
MS-37 Generate Custom Reports vandrianova 15:55
Major Feature Open John Luis Spint-3 No due date No fall 2018 1
MS-38 Generate Custom Date Range Report vandrianova 15:55
Major m Open Carry Parker Sprint 1-Leads... x 13Sep2017 Nofall 2018 2

Enter search request Q
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4 N

]
Customer-
Centric Action
\_ /

Short feedback loops
Real customers

Innovate continuously
Abandon inefficient strategies
Maximize customer delight




4 N O ; N

Build working
5 V)L products y

Oversee entire picture

No process oriented model
Shared engineering mindset




Vertical organization

Accountability from cradle to grave
Stability

-

.

3
End-to-End

Responsibilit

~

Y




Independence
Entire lifecycle

T-Shaped all-rounders
Personal growth

4 A N

X-Functional
Autonomous

o /




Adaptability

Minimize waste
Learn from failures

4 e ! N

Continuous
Improvement

o AN /




Software development process

Container based platforms

-

.

6

Automation
Automation

~

/




1

Customer-
Centric Action

4

X-Functional
Autonomous

2

Build working
products

5

Continuous
Improvement

3

End-to-End
Responsibility

6

Automation
Automation



[ IF YoU CAN
S| READ THIS YOU
|DO DEVOPS THE

| WRONG_ WAY
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ITIL4: crossroads
To Game or NOT to

o ‘. il o - - .
Paul Wilkinson - —



Marchmder®
%}fngwmks ¢

- ITIL®4 - jOE

~ Next Ge ,-"f_: or

By Gaming _rks

Version 2.0 UK
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MarsLander®

i e Wi 4 _r
Thr That’s

one small step
for the IT Professional
...and
one Giant Leap
for ITSM...

...We have invested in
COBIT, BRM, DevOps,
ITIL....

We’re ALL SYSTEMS GO!

~.new era of
UV afﬁQN
Nes’a

IR BLLIEY

-

2$125 million craft

The lander’s computer thought it
had already landed...
Engine shutdown

N‘M “H @Ygl . e
Missed t l;i" Sl e
Lack of aligii%)e ¢§ﬂ

buwness;:e :
L‘; 41&“{ N first ensure we can
= translate THEORY

‘“\\ A Into PRACTICE! and align & T
' these practices! :

...maybe we should

S MAEtEr BN
Q\ttt{u:‘: -



https://itsm.tools/2017/10/10/itil-certification-yeah-cause-thatll-solve-everything/

IT AND the Business behavior change

“ here are the emergency
' dates to the onboo‘r:‘d
navigation sof tware

upd

XWX

{

W

(< 4 Q

No understanding of
business priority
& impact

4

SANDS
N o<

ﬁ ‘ &
A

CEO & CIO taking |,

guidance advice.

5! SOME marriage

%esn'fundersmnd mel”

Neither partner makes
an effort to understand
the other

VAUUE &

facilitatil

OUTICOM
that Cb
want to achi
witho
customer
T‘tqémanage ) I
A0S T i
AR and RISKS.”
QAXELOS o
What has the busipess got to do with ITIL 4?

W Behaviour



https://www.axelos.com/news/blogs/community-blog-posts/what-has-the-business-got-to-do-with-itil-4

Co-creation?

"You have my full commitment.
Apart from time, money,
effort & just so long as I don't
have to be involved!"

~/ 73
49 ﬁ\
@R DevOps and Collaboration:
. Fraternizing with the Enemy?

rality
\o men
TneS

m

STy — Knock, Knock - Who's There? ITIL 4 .. ITIL for Who?
*OPE Skl |

~ort



https://itsm.tools/2019/02/28/knock-knock-whos-there-itil-4-itil-for-who/
https://devops.com/devops-and-collaboration-fraternizing-with-the-enemy/
https://devops.com/devops-and-collaboration-fraternizing-with-the-enemy/
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https://www.itsmf.co.uk/itil4-relevance-has-to-be-claimed/
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MarsLander®

Customer Support Product Owner Sales Director

Service Manager Service Desk

IT TEAM

System Engineer Application
Development

Change - Release mngt

v’ Vendor |
v End-to-end teams

V1. o N
Foundation %,
ITIL 4 Edition

Qaxeos L DELTA20

Ar




GLOBAL BEST PRACTICE

@ AXELOS



https://www.axelos.com/news/blogs/community-blog-posts/itsm-the-next-generation-part-1
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@ MarsLander® Msso@mo e = &
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|

Guiding Principles

Governance

Opportunity/i » Service Value Chain +« Value

Practices

Continual
Improvement




TEAM: MARSLANDER .
DASHBOARD SPRINT 3
Revenue - Customer satisfaction Average Solving Time

-o- Customer Feedback -o- Issues - Events




MarsLand

-

MarsLander®  Mssonnmo (are

4 FEAT
MEATURE . )

Customer Support

RN

7 REQUEST

Positive effects
W WE
SURFACE WANT A FEATURE

of the servi
ce
FROMTHE IF NEW T0No) '
DATA IS AVAILAS ERI:](‘I';!JSI WHEN cmujama
CREEN DESIGN

This is a
8reat featyy
re to send e-maj
-mails

or SMS
fo alerrcustumers that new ji This f P
ew info is function is not working very well: *

is available,

With this App\'\cat'\on the customer can edit the
that we received from mars.

Costs
removed

Risks
removed

Supported

outcomes
S Opportunity jn § m

Sales Qpportunity in$ m
Customer satisfaction “

Value from sprint

| [OCLUE -$10.000 |
Customer Satisfaction [IEEHENN

v
x
ey

aldai

Affected
outcomes

' Costs
introduced

~ Risks
introduced

ERRORS IN COMMUNICATION
WITH MARSLANDER

UL

Negative effects
of the service

DRAW AND DISCUSS THE
OF HowW 10 SOLVE 1SSUES
WHY :
It's ‘\mpor\an\ to have common unders\andmg
of how Issues will be solved. - th y & ;
licas: "W
b le
RESULT , il : Pacy, on ehy
Having @ clear unders\andmg of this willincreasf’  any,, g0 yoyand/‘/z;e %é’y
speed and reduce Waste- i, %, gy dony! 2zt =
ey, Ch oy
HOW.  itn Service Desk and System ENf "thi " the sl;a 7 f.
plan time W! ovement ACUONS 2 18%)0/ YUice |
g o 3

S‘erx\\ce
ed Im
uting B re[\)g‘ s of go&h toles, draw thy

\n Progress b
steps on @ flip ¢!
he team.

4 discuss K&y
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@ MarsLander® Mssonwmoane

Guiding Principles? —
— T :
OPTIMIZE AND
AUTOMATE wao-way communication - provide and ask for feedback, active listening, summarise agreed

ask questions to clarify understanding.

ST |
s QZEB FO\/%L{%EN Say yes more cften than no, yes as default. Where necessary say ‘no, unless...(risks), ‘yes,if....
HOLISTICALLY ) say'y all ‘wants’ or clarify ‘needs’ and commit when we say

(does our business want us to say yes to all ‘wa

";S:'

COLLABORA Encourage open and transparent communication.

Aim for a no-blame culture, foster a safe working environment.

VlSIBILI I Y Find a common language. Are we talking about the same things? (Later in the simulation the
business goals became the commoen language: how does what we do and what we talk
IT relate to business goals?
Encourage ideas. (Later in the simulation, we considered how to recognize them, respond to
them, show respect for them. If you ignore them good ideas dry up).
|dentify the appropriate level of involvement: what are the right skills, the right decision-making
authorities?
r :'o‘l.';! ‘
WrREr
.7 W
s AN

—

M
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Prioritize
~ Value creation

Visualize ' - Key Take-aways
Types of ‘Start TOMORROW’!

Demand
& flow

S Measure
auiding S'rinciplis :
Business
[ » Gove hance VaIue

Value leakage

.-//\

Service Value Chain

>, DASHBOARD SPRINT 3

~
[ [Sp— -
‘B H /
" i P
- e =
T s 1

+ Value

Practices

Measure
Continual
Im;rrc]w"e‘l%aent Improvement
Value

Look at

Waste
& B 4
Toil <2§$§5§>




@ @ MarsLander® Msa@moGe = T em &

“..We are seriously bringing the learning points to life... The
day we spent with you was a game changer for us genuinely... @AXELOS

GLOBAL BEST PRACTICE
The concepts of co-ownership, alignment and value _ _
creation/value leakage/value improvement have gained real What has the business got to do with [TIL 4?

& By Paul Wilkinson - GamingWorks | £ 13 August 2019

traction on the ground and we are seeing sizeable benefits
from that alone...’

Rob Fletcher, Head of ICT, GreenSquare group ITIL®4?
...It’s not Rocket science!

It makes sense, we can
start using this tomorrow

ITSM

0 LS

nm

9 DevOps and ITIL Tips - "No shouting at each other
(please)’

- -
aAn

Ly L
510 M



https://www.axelos.com/news/blogs/community-blog-posts/what-has-the-business-got-to-do-with-itil-4

Thank you...
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Thank you...




Upcoming events
Save the date!

Robotic Process Automation
dg,, Making IT work for you

28/11/2019

{

=g

ey
(I;/' L

Intelligent Process Automation

- TR G N e
f dg Nintex at the core of smart operating models

& Date to be confirmed



Enjoy our

networking lunch!




Reliability
Matters

Published by Computer Task Group, Inc.
The information in this presentation is proprietary.

In no event shall all or any portion of this presentation
be disclosed or disseminated without the express
written permission of CTG. The CTG logo is a
registered trademark of CTG.
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