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Background & Qualifications

▪ Co-Founder and Principal Consultant for E2E ITSM 

Consulting

▪ 30+ years in the IT industry as a thought leader and 

contributor

▪ Very passionate about service management, 

Organisational Culture and leadership aspects of 

digital transformation

▪ PeopleCert ITIL Ambassador

▪ DevOps & Agile Skills Association (DASA) Ambassador

▪ Former examiner for APMG (ITIL V3)

▪ Former Manager Certificate (ITIL V2) exam marker for 

EXIN South Pacific 

▪ Former Board of Director member itSMFA

Business Qualifications

▪ Master in Translation & Interpreting (French & 

Arabic)

▪ MBA – Operations Management & International 

Business

Other Qualifications

▪ DevOps Leader

▪ CMMI Expert

▪ Certified Process Design Engineer (CPDE)

▪ Certified Agile Service Manager (CASM)

▪ Site Reliability Engineering (SRE) Foundation (DOI)

ITIL/SM Qualifications

▪ ITIL 4 Managing Professional

▪ ITIL Acquiring and Managing Cloud Services

▪ Simulation Games Facilitator: 

▪ BMC Remedy ITSM & AR System Administrator

▪ ISO/IEC 20000 Consultant

Nevine Iskandar



Setting the 
Context
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In the Beginning… 
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Lean

We had

A holistic and sustainable approach
to using less of everything

To give you more



And Lean Gives Us…
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Unrelenting 
focus on 
providing 
customer 

value

Reducing 
variation & 
eliminating 

waste

Continuous 
learning and 

everyday 
improvement

Taking the 
long-term 

view

Keeping 
things 

flowing in a 
value-added 
& effective 

manner

Improving 
value across 
the whole 
value stream

Building long-
term 

relationships 
with all 

stakeholders

Respecting 
people 

most of all

Leading
By focusing 

on

Results

How 
results 
were 

achieved

Where 
customer 
value is 
created

Building 
capability in 
employees

An Ideology 
That Promotes

Automation 
with a 
human 
touch

Providing 
exactly 
what’s 
needed

At the 
right 
time

Based on 
customer 
demand

Use of Value 
stream 
mapping for 
improvement



Lean Also Gives Us
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The Lean 
culture

Toyota 
Production 

Systems 
(TPS)

Kan ban

Value 
Streams

Value 
through the 
eyes of the 
customer

Value-add 
criteria

Genchi 
Genbutsu

Waste/
Muda

7 Types

Mura/
Un-

eveness 
vs

Heijunka

5S
Waste 

Elimination

Muri/
Overburden
Overwhelm

Takt time

Building 
Quality at the 

source

Mistake 
prevention
Poka Yoke

Jidoka:
Accept, 

make, pass
NO 

DEFECTS

Andon

Gemba
Kaizen

Blitz
Kaikaku

Automation



Then Came 
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Lean
ITIL

ITIL 4 is the latest version of the ITIL framework, 
the most widely used best practice in the world of 

IT service Management. It provides organizations with 
comprehensive guidance for the management
of IT-enabled services in the digital economy



And ITIL Evolved over the years
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Technology
Provider

Business
Partner

Service
Provider

Business
Value

Co-creator

Focus: business - IT alignment
• IT is a service provider
• IT develops well-defined processes 

for consistency and efficiency

Focus: business - IT integration 
• Service mgmt. for business & technology 
• IT service lifecycle for end-to-end

service management

Focus: stability and control of the infrastructure
• IT are technical experts
• IT concerned with minimizing business disruption

ITIL v2
June 2000

ITIL v3
30 May
2007 & 2011

ITIL v1
198x

Focus: value co-creation
• IT partners with business to co-create value
• Service value system underpinned by

four dimensions of service managementITIL 4
2018

IT Service
Management

IT Infrastructure
Management

Service 
Management

Value Management 

We’ll come back to 
Discuss ITIL4



And Then Came Agile

12

Lean

ITIL
Agile

Agile: is a group of methodologies that 
demonstrate a commitment to tight 

feedback cycles and continuous 
improvement  Atlasian



And Agile Gives Us
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Speed

Flexibility

Scrum

Minimum 
Viable

Products
(MVP)

Product 
Backlog

Increments

Definition 
of done

Epics & 
User 

stories

SprintsThe Agile Manifesto 

Agile Concepts

Sprint
review

Daily 
stand 
ups

Burn 
up/down

Charts

Servant
Leadership

Retrospectives

T-Shirt 
sizing

Team’s 
velocity

Short loop 
feedback Responsive

ness

Sprint
planning

Story 
points

Time 
boxing

Customer 
centricity

Experimenta
tion



Agile Also Gives Us: Agile Principles 
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2
Early and 

continuous 
delivery of 
valuable 
software

3
Deliver 
working 
software 

frequently

4
Businesspeople 
and developers 

must work 
together daily 

throughout the 
project

5
Build projects 

around 
motivated 
individuals

Give them 
the 

environment 
& support 

Trust them 
to get the 
job done

 

6
Face-to-face 
conversation

7
Working 

software is 
the primary 
measure of 

progress

8
Sustainable 

development

Sponsors, 
developers, 
& users to 
maintain 

pace 
indefinitely

9
Continual 

attention to 
technical 

excellence & 
good design

Enhances 
agility

10
Simplicity is 

essential

The art of 
maximizing 
amount of 
work not 

done

11
Best 

architectures, 
requirements, 

designs 
emerge from

Self-
Managed

Teams

12
At regular 
intervals 

team reflects 
on how to 

become more 
effective

Then tunes 
& adjust its 

behavior 
accordingly

1
Our priority is 
to satisfy the 

customer 
through 

Early and 
continuous 
delivery of 
valuable 
software 



Then Came DevOps
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Lean

ITIL

Agile
DevOps

It is cultural and operational model 
that fosters collaboration to enable 

high-performance IT to achieve business goals



And DevOps Gives Us
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A resolution to 
the issue of 

organizational 
silos

Different

Tools

Mind 
sets

Implemen
tations

Black 
boxes

Fragmenta 
tion

Internal 
competition

Blame

Delays 
&

Queuing

Hidden 
Agendas

A resolution 
to the issue 

of the wall of 
confusion

Us
vs 

Them

Animosity
Dev vs Ops

Sub-
optimal
quality



And DevOps Gives Us
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2
Creating 
with the 

end in 
mind

6
Automate
Everything 

you can

Principles

3
End-to-end 

responsibility
5

Continuous 
improvement

1
Customer-

centric 
action

4
Cross

Functional 
Autonomous 

teams



DevOps Also Gives Us
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No 
bureaucra

cy

Short 
feedback 

loops

Common 
tools

CI/CD

Cost 
reduction

Speedy 
delivery

First 
way

System 
Thinking 

(flow)

Third 
way

Culture of 
continual 

Experimenta
tion & 

Learning

Second 
way

Amplify 
Feedback 

Loops Three 
Ways
Model

Collabora
tion

Transpa
rency

Multi
skilling

T
π Breaking 

down
silos

No fear 
to ask

Risk 
taking

VSM

Trust

Employee 
engage
ment

Cultural
change

Fail 
safe

Improved

Quality

Customer 
satisfac

tion

Decision 
making

Less 
failures

Innovation 
& 

Creativity

Stability

Shift 
left

Automa
tion



Last But Not Least Came Site Reliability 
Engineering or SRE
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Lean

ITIL

Agile

DevOps
SRE

SRE is a discipline that incorporates aspects of software engineering 
and applies them to infrastructure and operations problems. 

It is a special case of DevOps Implementation with extension, offering 
principles and practices that enables organisations achieve appropriate 

levels of reliability sustainably, and handle problems in massively 
distributed environments operating at mind-blowing scale.



Fire
drills

And SRE Gives Us Principles & Practices
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Shared 
ownership 

with 
developers
By sharing

A 
common 

set of 
skills

Tools
 

Implementing
Gradual 
change

Believing 
that Ops is a 

software 
problem

A 
common 

set of 
practices

Automating 
this year‘s 
job away

SLIs
 

SLAs
 

Error 
budget
 

Error 
budget
policy

 

Reducing 
the cost 
of failure

 

Canary 
deploy
ments

 

Eliminating 
boundaries 

between 
Dev & SRE

Wisdom of 
production

 

Shift 
left

 

Infrastruc
ture as a 
Service

Configura
tion as a 
Service

Concept of 
immutability

Monitoring 
distributed 

systems

Blameless 
postmortems

Observability

Chaos 
Engineering

Learning 
form 

failure
Continual

experiment
ation

Antifragility

Accepting 
failure as 
normal

Cultural 
change

Minimizing 
the blast 

radius

Measuring 
reliability 

and 
availability 

closely

SLOs
 

Improved 
availability 

and 
reliability

Release 
Engineering
 

Simplicity

Embracing 
risk

 

Managing 
incidents

On-Call
Testing 

for 
reliability

Reliability 
a first-
class 

citizen

Balancing 
New 

feature 
releases & 
reliability

Reducing 
Toil

Balancing 
load

Fix the 
process 
before 

automa
ting



Back to ITIL 4… Shall we?
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ITL 4 Gives Us

Service Value 
System

The Four Dimensions of Service 
Management

Service Value Chain

And more

Model VS for Creation, 
Delivery & Support



ITIL 4 Alignment to Other Best Practices 
through The Guiding Principles and other 
Aspects
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Alignment Through Focus on Value 
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Improved
Quality

Customer 
satisfaction

Cost 
reduction

2
Creating 
with the 

end in 
mind

1
Customer-

centric 
action

Reducing 
Toil

Reducing 
the cost 
of failure
 

Dev & SRE 
share a 

common 
set of skills

Common 
Tools

 

A 
common 

set of 
practices

SLOs
 

Improved 
availability 

and reliability

Unrelenting 
focus on 
providing 
customer 

value

Improving 
value across 
the whole 
value stream

Leading
By 

focusing 
on

Results

Where 
customer 
value is 
created

Building 
capability 

in 
employees

The Lean 
culture

Value 
through 

the eyes of 
the 

customer

Value-add 
criteria

Providing 
exactly what’s 

needed

At the 
right 
time

Based on 
customer 
demand

Keeping things 
flowing in a 

value-added & 
effective 
manner

Flexibility
Customer-

driven 
approach

Minimum 
Viable

Products
(MVP)

2
Early and 

continuous 
delivery of 
valuable 
software

1
Our priority is 
to satisfy the 

customer 
through 

7
Working 

software is 
the primary 
measure of 

progress

9
Continual 

attention to 
technical 

excellence & 
good design



Alignment Through Focus on Value 
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Improved
Quality

Customer 
satisfaction

Cost 
reduction

2
Creating 
with the 

end in 
mind

1
Customer-

centric 
action

Reducing 
Toil

Reducing 
the cost 
of failure
 

Dev & SRE 
share a 

common 
set of skills

Common 
Tools

 

A 
common 

set of 
practices

SLOs
 

Improved 
availability 

and reliability

Unrelenting 
focus on 
providing 
customer 

value

Improving 
value across 
the whole 
value stream

Leading
By 

focusing 
on

Results

Where 
customer 
value is 
created

Building 
capability 

in 
employees

The Lean 
culture

Value 
through 

the eyes of 
the 

customer

Value-add 
criteria

Providing 
exactly what’s 

needed

At the 
right 
time

Based on 
customer 
demand

Keeping things 
flowing in a 

value-added & 
effective 
manner

Flexibility
Customer-

driven 
approach

Minimum 
Viable

Products
(MVP)

2
Early and 

continuous 
delivery of 
valuable 
software

1
Our priority is 
to satisfy the 

customer 
through 

7
Working 

software is 
the primary 
measure of 

progress

9
Continual 

attention to 
technical 

excellence & 
good design



Alignment Through the Guiding Principles
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Genchi 
Genbutsu

Gemba

Start Where You Are

Progress Iteratively with feedback

Implementing
Gradual 
change

Blameless 
postmortems

Continual
experimenta

tion
Accepting 
failure as 
normal

Learning 
form 

failure

Canary 
deploy
ments

 

Continuous 
learning and 

everyday 
improvement

Jidoka:
Accept, 

make, pass
NO DEFECTS

Kaizen

Value 
Stream 

Mgt

Sprints

Retrospec
tives

Increments
Short loop 
feedback

Sprint
review

12
At regular 
intervals 

team reflects 
on how to 

become more 
effective

Then tunes 
& adjust its 

behavior 
accordingly

Experimen
tation

3
Deliver 
working 
software 

frequently

Third way
Culture of 
continual 

Experimentation 
& Learning

Second 
way

Amplify 
Feedback 

Loops

Shift 
left

Short 
feedback 

loops

5
Continuous 

improvement



Alignment Through the Guiding Principles
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Genchi 
Genbutsu

Gemba

Start Where You Are

Progress Iteratively with feedback

Implementing
Gradual 
change

Blameless 
postmortems

Continual
experimenta

tion
Accepting 
failure as 
normal

Learning 
form 

failure

Canary 
deploy
ments

 

Continuous 
learning and 

everyday 
improvement

Jidoka:
Accept, 

make, pass
NO DEFECTS

Kaizen

Value 
Stream 

Mgt

Sprints

Retrospec
tives

Increments
Short loop 
feedback

Sprint
review

12
At regular 
intervals 

team reflects 
on how to 

become more 
effective

Then tunes 
& adjust its 

behavior 
accordingly

Experimen
tation

3
Deliver 
working 
software 

frequently

Third way
Culture of 
continual 

Experimentation 
& Learning

Second 
way

Amplify 
Feedback 

Loops

Shift 
left

Short 
feedback 

loops

5
Continuous 

improvement



Alignment Through the Guiding Principles & SVS
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Collaborate & promote visibility

Think & work holistically

Sprint
review

Daily 
Stand 
ups

Servant
Leadership

4
Business people 
and developers 

must work 
together daily 

throughout the 
project

5
Build projects 

around 
motivated 
individuals

Give them 
the environ-

ment & 
support 

Trust them 
to get the 
job done

 

6
Face-to-

face 
conversatio

n

Self-
Managed

Teams

Service Value 
System

Shared 
ownership with 

developers
By sharing

A 
common 

set of 
skills

Tools
 

A 
common 

set of 
practices

Eliminating 
boundaries 

between 
Dev & SRE

Wisdom of 
production
 

Shift 
left

 

First 
way

System 
Thinking 

(flow)

3
End-to-

end 
responsi

bility

A resolution 
to the issue 

of the wall of 
confusion

A resolution to 
the issue of 

organizational 
silos

Collaboration

Breaking 
down
silos

Trust

Employee 
engage
ment

4
Cross

Functional 
Autonomou

s teams

Building long-
term 

relationships 
with all 

stakeholders

The Lean 
culture

Toyota 
Production 

Systems 
(TPS)

Kan ban

Transpa
rency

No fear 
to ask



Alignment Through the Guiding Principles & SVS
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ups
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6
Face-to-

face 
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n

Self-
Managed

Teams

Service Value 
System

Shared 
ownership with 

developers
By sharing

A 
common 

set of 
skills

Tools
 

A 
common 

set of 
practices

Eliminating 
boundaries 

between 
Dev & SRE

Wisdom of 
production
 

Shift 
left

 

First 
way

System 
Thinking 

(flow)

3
End-to-

end 
responsi

bility

A resolution 
to the issue 

of the wall of 
confusion

A resolution to 
the issue of 
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Collaboration

Breaking 
down
silos
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Employee 
engage
ment

4
Cross
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stakeholders

The Lean 
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Systems 
(TPS)

Kan ban

Transpa
rency

No fear 
to ask
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Keep it simple and practical

Optimize and automate

Alignment Through the Guiding Principles

Keeping 
things 

flowing in a 
value-added 
& effective 

manner

Improving 
value 

across the 
whole 
value 

stream

Automation 
with a 
human 
touch

CI/CD
6

Automate
Everything 

you can
Reducing 

Toil

Believing that 
Ops is a 

software 
problem

Automating 
this year‘s 
job away

Infrastruc
ture as a 
Service

Configura
tion as a 
Service

Minimum 
Viable

Products
(MVP)

T-Shirt 
sizing

10
Simplicity 

is essential

Simplicity

Canary 
deploy
ments

 

Release 
Engineeri

ng
 

Reducing 
variation & 
eliminating 

waste

The Lean 
culture

Toyota 
Production 

Systems (TPS)

Kan ban
Value-

add 
criteria Waste/

Muda

7 Types

Mura/
Un-

eveness 
vs

Heijunka
5S

Waste 
Elimination

Muri/
Overburden
Overwhelm

Providing 
exactly what’s 

needed

Based on 
customer 
demand

Fix the 
process 
before 
automa

ting
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Keep it simple and practical

Optimize and automate

Alignment Through the Guiding Principles

Keeping 
things 

flowing in a 
value-added 
& effective 

manner

Improving 
value 

across the 
whole 
value 

stream

Automation 
with a 
human 
touch

CI/CD
6

Automate
Everything 

you can
Reducing 

Toil

Believing that 
Ops is a 

software 
problem

Automating 
this year‘s 
job away

Infrastruc
ture as a 
Service

Configura
tion as a 
Service

Minimum 
Viable

Products
(MVP)

T-Shirt 
sizing

10
Simplicity 

is essential

Simplicity

Canary 
deploy
ments

 

Release 
Engineeri

ng
 

Reducing 
variation & 
eliminating 

waste

The Lean 
culture

Toyota 
Production 

Systems (TPS)

Kan ban
Value-

add 
criteria Waste/

Muda

7 Types

Mura/
Un-

eveness 
vs

Heijunka
5S

Waste 
Elimination

Muri/
Overburden
Overwhelm

Providing 
exactly what’s 

needed

Based on 
customer 
demand

Fix the 
process 
before 
automa

ting



Alignment Through the Practices (addition)
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Q&A
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Presenters Contact Details

Nevine.Iskandar@e2eitsmconsulting.com

Email: 
 Nevine.Iskandar@e2eitsmconsulting.com

LinkedIn QR Code:

Phone:

Mobile: +61 (0) 411 576 828

Nevine 
Iskandar
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