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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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The Programme
Sessions & Timings

09h00 Welcome

09h30 Why history doesn't always repeat itself
Jo Herroelen, CTG

09h50 ITIL4, connecting the dots
Eddy Peters, CTG

10h30 Break

10h45 DEVOPS for NoOPS/ N00bs
Michaël Pilaeten, CTG

11h25 To Game or NOT to Game
Paul Wilkinson, Gamingworks

12h05 Networking Lunch
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ITIL4: crossroads
Why history doesn't always repeat itself

Jo Herroelen
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CHAOS



CHAOS



Controlled & 
managed

operations
CHAOS
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Controlled & managed
operations
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Agile 
manifesto 2007

Steve Jobs intros
first iPhone

2009

first DevOps days
Ghent 2013 

The Phoenix Project

By Kim, Behr, Spafford

2018 

The year of 
Entreprise

DevOps
(Forrester)

Dig. business

Meanwhile…..
2011

Launch of Curiosity Mars rover





34
© 2019 CTG, Inc.

Your challenges today?

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
• Customers specify demand directly to team (informal)
• Support and development in one team (DevOps)
• Even a server is a software (virtual/cloud)
• Difficulties to maintain common strategy and governance







ITIL4: crossroads
ITIL4, connecting the dots

Eddy Peters



Source: 2019 The hottest itsm trends and topics (ITSM Tools)

Automation

ITIL4

People (ABC)



Source: 2019 Future of ITSM survey (ITSM Tools)

55%



Value

Co-creation

Consumer 
centricity



Source: Gartner, 2006

CHAOTIC

• Ad hoc

• No documents

• Multiple helpdesks

• Minimal IT
operations

TOOL LEVERAGE

OPERATIONAL PROCESS ENGINEERING

REACTIVE

• Fire fighting

• Inventory

• Alert mgt

• Incident mgt

• Measure 
system 
up/down time

SERVICE DELIVERY PROCESS ENGINEERING

PROACTIVE

• Trend analysis

• Set thresholds

• Problem mgt

• Measure 
availability

• Change & 
CMDB

• Process 
maturity

SERVICE & ACCOUNT MANAGEMENT

SERVICE

• IT = Service

• Service activity 
based costing

• SLA 
guarantees 
integrated 
processes

• Capacity mgt

IT as a BUSINESS

VALUE

• IT = Strategic 
business 
partner

• IT & Business 
metrics

• IT / Business 
integration

• Agile 
infrastructure

Level 1

Level 5

Level 4

Level 3

Level 2



. . . . .



Four Dimensions Model

Service Value System

Service Value Chain

Management Practices



Value creation is everybody's business



The organisation facilitates value creation



The resources are part of the value creation

....……………..
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General (Business)

Service

Technology



General Management Practices

- Continual Improvement

- Information Security 

Mgmt.

- Knowledge Mgmt.

- Relationship Mgmt.

- Supplier Mgmt.

- Enterprise Architecture

- Measurement & Reporting

- Organisational Change Mgmt.

- Project Mgmt.

- Risk Mgmt.

- Workforce & Talent Mgmt.

- Portfolio Mgmt.

- Service financial Mgmt.

- Strategy Mgmt.

+> =



Service Management Practices

- Capacity & Performance 
Mgmt.

- Change Control

- Incident Mgmt.

- Monitoring & Event Mgmt.

- Problem Management

- Release Management

- Service Desk

- Business Analysis

- IT Asset Management

- Service Design

- Availability Management

- Service Catalogue Management

- Service Configuration 
Management

- Service Continuity Management

- Service Level Management

- Service Request Management

- Service Validation & Testing

+

> =



Technology Management Practices

- Deployment Management - Infrastructure & Platform 
Management

- Software Development & 
Management

+>



“Open” Framework

Practices = Connectors

Guiding Principles





. . . . .



Understand your dimensions

Understand your factors

What is value?



What are your guiding principles?

How do you connect?



How do you go from work streams 
to value streams?

How do you involve employees?

Which practices?



Visualize ALL work



55%

Source: www.kenaz.org “Instant Impact”

Provide the insight, not the expected result

21 days rule

Connect

T

http://www.kenaz.org/


3/10/2019 11/2019 11/201902/2019 Q1/2020 Q1/2020 Q2/2020
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Break ... back at 10h45



ITIL4: crossroads
DevOPS for NoOPS/ N00bs

Michaël Pilaeten



DevOps

History



DevOps

2008



DevOps

2009



DevOps

2012



DevOps

2015



Dev from Development



Succesvolle dev projecten





Ops from Operations







18h18



18h31



18h34



18h41



18h48



Merging 2 worlds

• Foute merges

• Succesvolle merges









1

Customer-

Centric Action

Short feedback loops
Real customers
Innovate continuously
Abandon inefficient strategies
Maximize customer delight



1

Customer-

Centric Action

2

Build working

products

Oversee entire picture
No process oriented model
Shared engineering mindset
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Customer-

Centric Action

2

Build working

products

3

End-to-End 

Responsibility

Vertical organization
Accountability from cradle to grave
Stability



4

X-Functional 

Autonomous

Independence
Entire lifecycle
T-Shaped all-rounders
Personal growth
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X-Functional 

Autonomous

5

Continuous 

Improvement

Adaptability
Minimize waste
Learn from failures
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X-Functional 

Autonomous

5

Continuous 

Improvement

6

Automation

Automation

Software development process
Container based platforms
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Autonomous
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ITIL4: crossroads
To Game or NOT to Game

Paul Wilkinson





COBIT ITIL4

$125 million craft
The lander’s computer thought it 
had already landed…
Engine shutdown.
Lack of e-2-e testing.

$300 million 
Mix up between Miles & KM’s.
Missed the Planet.
Lack of alignment of
business requirements and language.

The dawning of a new era of
DIGITAL TRANSFORMATION….

ITSM becomes a 
Strategic capability

That’s 
one small step

for the IT Professional
…and 

one Giant Leap
for ITSM… Software will enable us 

to  boldly go where 
no man 

has gone before…
…maybe we should 
first ensure we can
translate THEORY

Into PRACTICE! and align
these practices!

…We have invested in
COBIT, BRM, DevOps,

ITIL….
We’re ALL SYSTEMS GO!

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


“       A means of 

enabling

VALUE

co-creation 
by facilitating

OUTCOMES

that customers 

want  to achieve, 

without the 

customer having 

to manage specific

COSTS 

and RISKS.”

IT AND the Business behavior change

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


29%

Co-creation?

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/


 Agile Transformation 

– doing ‘Agile’, ‘DevOps’ complaints about ITIL relevance!

 How do I make ITSM more Agile!

 ITIL Foundation too abstract, not going to send all

- everybody needs awareness though!

 How do we get e-2-e teams to ‘collaborate’ (SILO’s)!

 Conflicting business demands – resource issues

 Constant change! CI needs to be a core skill!

 IT needs to be more business/customer focused

America, Belgium, 
China, Denmark, 

Germany, England, 
Hungary, Poland,

Switzerland…  

https://www.itsmf.co.uk/itil4-relevance-has-to-be-claimed/


ROUND 1

ROUND 2

ROUND 3

SPACE-Y



DELTA20

SER
V

IC
E IT TEAM

Sales DirectorCustomer Support Product Owner

Service Desk

System Engineer

Change - Release mngt

Application
Development

Vendor

Service Manager

Flight Operations

 Business
 Product owner
 Service management
 App (dev) & Operations
 Vendor
 End-to-end teams to 

discover value of ITIL4



https://www.axelos.com/news/blogs/community-blog-posts/itsm-the-next-generation-part-1








The seven guiding principles are:

Guiding Principles?





Prioritize 
Value creation

vs
Value leakage

Visualize 
Types of
Demand
& flow

Look at 
Waste 

&
Toil

Measure
Business

Value

Measure
Improvement

Value

Key Take-aways
‘Start TOMORROW’!



“..We are seriously bringing the learning points to life... The 

day we spent with you was a game changer for us genuinely… 

The concepts of co-ownership, alignment and value 

creation/value leakage/value improvement have gained real 

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

https://www.axelos.com/news/blogs/community-blog-posts/what-has-the-business-got-to-do-with-itil-4
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Thank you…
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Thank you…
To our speakers & team
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Intelligent Process Automation
Nintex at the core of smart operating models

Date to be confirmed

Robotic Process Automation
Making IT work for you

28/11/2019

Upcoming events
Save the date!
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Enjoy our 
networking lunch!
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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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