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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

Nevine Iskandar

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






In the Beginning... We had

®
Lean

A holistic and sustainable approach
to using less of everything
To give you more



Providing
exactly
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Then Came

T
Lean

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 10



And ITIL Evolved over the years

Business
Value
Co-creator

Business
Partner

Service
Provider

Technology
Provider

We’ll come back to

Value Management

Discuss ITIL4

Service
Management

ITILv3
30 May
2007 & 2011

IT Service
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Focus: business - IT alignment

ITILVv2 e ITisaservice provider
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IT Infrastructure for consistency and efficiency

Management

Focus: stability and control of the infrastructure
¢ IT are technical experts
¢ IT concerned with minimizing business disruption
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198x
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e Service mgmt. for business & technology
e |T service lifecycle for end-to-end
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And Then Came Agile

o
Agile
°ITIL

Lean

Agile: is a group of methodologies that
demonstrate a commitment to tight
feedback cycles and continuous

improvement atasian .



And Agile Gives Us  Agile Concepts

The Agile Manifesto { “ “

WE VALUE g\
Vs ) Sprint
| : Individuals Processes planning
and interactions and tools
Working Comprehensive
software documentation
Customer Contract Sprint T —
collaboration negotiations review Team’s centricity
i Retrospectives velocity
Responding Following a plan P
to change )
While there is value in the items on the right,
we value the items on the left more. Short loop Servant

Leadership
feedback Responsive

ness

. Minimum
Product Epics & Viable

User ' Burn

) Products up/down
stories (MVP) IO

Backlog

Story

Definition .
points

of done
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Agile Also Gives Us: A

1
Our priority is
to satisfy the
customer
through

Early and
continuous
delivery of

valuable

software

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 v
the
environment
& support

Trust them
to get the
job done

6
Face-to-face
conversation

8
Sustainable
development

Sponsors,
developers,
& users to
maintain
pace
indefinitely
7
Working
software is
the primary
measure of
progress

1

9
Continual Enhances
attention to agility
technical
excellence &
good design

The art of
maximizing
amount of
work not
done

10
Simplicity is
essential

11
Best
architectures,
requirements,
designs
emerge from

12
At regular
intervals
team reflects
on how to
become more
effective

Then tunes
& adjust its
behavior
accordingly

le Principles

Self-
Managed
Teams




Then Came DevOps

[ )
Lean

It is cultural and operational model
that fosters collaboration to enable
high-performance IT to achieve business goals

15



And DevOps Gives Us

A resolution
to the issue

of the wall of
confusion

A resolution to
the issue of
organizational
silos

Development

.

Animosity

Dev vs Ops

Operations

Implemen
tations

Different
Mind
sets

Black

Fragmenta
tion

Internal
boxes competition

Sub-
optimal
quality

Blame

DEEWS
&
Queuing

Hidden
Agendas
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And DevOps Gives Us

I —
2
Creating
with the
endin
mind

L —

1
Customer-
centric
action

4
Cross
Functional
Autonomous
teams

3
End-to-end
responsibility

L —

6
Automate
Everything

you can

5
Continuous
improvement
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DevOps Also Gives Us

Innovation
&
Creativity

No fear
to ask

Transpa
rency

Cultural
change

Breaking
down
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\[e}
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tion

Employee
engage
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Speedy
delivery

Cost

reduction
Automa
tion

Common
tools

Second

way
Amplify
Feedback
Loops

First
way
System
Thinking
(flow)

Short
feedback
loops

Less
failures

Decision

making
Improved

Customer
satisfac
tion

Third
way
Culture of
continual
Experimenta
tion &
Learning



Last But Not Least Came Site Reliability
Engineering or SRE

®miL

[ )
Lean

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.
20



And SRE Gives Us Principles & Practices

-
R




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

Guiding pri

=" Governance

Opportunity J

i Service value chain
/demand

Practices

. Confiﬁual
improvement

Service Value
System

and transition

Enga
e Obtain/build Deliver
and support

Service Value Chain

eneral Managerent P)

© Architecture Management

©  continual Improvement

© Information Security
Management

©  Knowledge Management

“  Measurement and Reporting

“ Organizational Change
Management

©  Portfolio Management

©  Project Management

“ Relationship Management

©  Risk Management

© Service Financial Management

© Strategy Management

©  Supplier Management

©  Workforce and Talent
Management

ITIL Practices
| servie e [T

Availability Management ©  Deployment Management

Business Analysis = Infrastructure and Platform

Capacity and Performance Mgt Management

Change Enablement “ Software Development and
Management

Incident Management

IT Asset Management

Monitoring and Event Manadement
Problem Management

Release Managdemment

Service Catalog Management
Service Configuration Management
Service Continuity Management
Service Desigh

Service Desk

Service Level Management

Service Request Management

Service Validation and Testing

And more

Political ~.. Economical

factors 1 i o factors
Organizations Information
people & technology
Products
& services
Environmental Social
factors factors
Value
Partners Value streams
? & suppliers & processes
Legal 3 4 Technological
factors
Factors

Every dimension is affected
by multiple factors

The Four Dimensions of Service
Management

Design
o&—!;cnghon

Deliver &
support

Model VS for Creation,
Delivery & Support

ITIL Guiding Principles

Focus on Value
A R T

Start Where You Are
L T T T T G

Progress lterstively With Feedback
S R A T S T

Collaborate and Promote Visibility
L R S R T

Think and Waork Holistically
A S A T T T

Keep it Simple and Fractical
A A A A A A

Optimize and Automate
A T A A T S
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Alignment Through Focus on Value

Leading SRE
By .DeVOps
Unrelenting Improving focusing Building .Agile
focus on value across on capability L]
o Results ; it
providing the whole in
customer value stream Where employees “Lean

value

Value
through

the eyes of
Providing the

exactly what’s
needed

customer

At the
right
time

Based on
customer
demand

J—

1

The Lean
culture

customer
value is
created

Value-add
criteria

Keeping things
flowing in a
value-added &
effective
manner

shutterstock - 247297048

Minimum
Viable
Products
(MVP)

FIexibiIity
9
Continual

attention to
technical

1
Our priority is
to satisfy the
customer
through

EarIy and
continuous
delivery of
valuable

software

Customer-
driven
approach

7
Working
software is
the primary
measure of

Customer- excellenct.e & S
centric good design WE VALUE o
action

4 ..
: | } Individuals Processes
- Improved ey and interactions and tools
3 Working Comprehensive
Creating software documentation
with the
endin Customer Custom_er Contract
mind satisfaction collaboration negotiations
Responding Following a plan
to change

Cost
reduction

While there is value in the items on the right,

we value the items on the left more.
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Alignment Through the Guiding Principles
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Alignment Through the Guiding Princi

Building long-
term
relationships
with all
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Collaborate & promote visibility
¢ f g gL £ gL 4
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6
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Alignment Through the Guiding Principles
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Alignment Through the Practices (addition)

ITIL Practices’” Alignment to Lean, Agile, DevOps, S

General Management Practices Service Management Practices

Architecture Management Avallabllity Management Deployment Management
continual Improvement Business Analysis Infrastructure and Platform
Informatlion Security Management Capaclty and Performance Mgt Management

Knowledge Management Change Enablement Software Development and
Measurement and Reporting Incldent Management Management
Organizational Change IT Asset Management

Management Monltering and Event Management

Por?:follo Management Problem Management .SRE
Project Manageinent Release Management .De\‘ops
Relationship Management Service Catalog Management .Ag'\\e

Risk Management Service Conflguration Management

Service Financial Manadement Service continulty Management oy

Strategy Management Service Design °\ean

Supplier Management Service Desk

Workforee and Talent Service Level Management

Management Service Request Management

Service Valldatlon and Testing
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Linkedin QR Code:

ISkandar Phone:

Mobile: +61 (0) 411 576 828
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