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The Current Landscape (According to ChatGPT)
ey

2024 CEO Priorities 2024 CIO Priorities

= Digital transformation and ®= Cybersecurity and risk management
technology integration = Digital transformation and
= Sustainability and environmental innovation
responsibility * Data management and analytics
" Talent management and workforce = |T infrastructure and cloud strategy
development ,
. = Talent management and skill
= Customer experience and development
engagement

*= Global economic challenges and risk
management
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2023 Headlines
I

= Artificial Intelligence has a breakout year

Forty-five percent of global CEOs believe
their company will not be viable in ten years if
themselves is intensifying it stays on its current path. (PWC)

* The impetus for companies to reinvent

= Middle managers are feeling the pinch

= Technology is expected to be a key
driver for innovation, competitive
advantage, and human-centric business
practices

= The IT talent shortage and widening skills
gap is having an impact
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Bridging the Skills Gap
-

Frameworks Applied Within Organizations

DEVOPS 49%
AGILE
IT SERVICE MANAGEMENT OR ITIL® 31%
DESIGN THINKING 299,
HOLACRACY/SOCIOCRACY 25%
VALUE STREAM MANAGEMENT 23%
AGILE AT SCALE 21%
SYSTEM THINKING 21%
PRODUCT Vs PROJECTS 20% PROCESS FRAMEWORK SKILLS 51%

CHAOS ENGINEERING 7%
LEAN 7% TECHNICAL SKILLS 46%

Priorities Across Skill-Building Categories

IT&IT 14%
SRE 14%
CUSTOMER RELIABILITY ENGINEERING n% LEADERSHIP SKILLS

HUMAN SKILLS L4%

AUTOMATION SKILLS

Source: 2023 Upskilling IT Report
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ITSM and...
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)'(Service management is a set of specialized
organizational capabilities for enabling value for
customers in the form of services. (ITIL 4)

Almost all services today are IT enabled.




ITSM and... Agile
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Who is Using Agile?

Information Technology

The Software Development and
Delivery Lifecycle Team

Engineering, Product, Research and
Development (R&D)

Business Operations

70% of respondents said IT and the
software development and delivery teams
Marketing use Agile, as do nearly half of engineering,
Human Resourcos product, and R&D teams.

Customer Support and Services

Finance/Accounting

Sales

Some other department

Mone of these

Source: 17" Annual State of Agile Report
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How Success is Being Measured
ey

Individual project metrics
OKRs linked to eplcs

End users and/or customer surveys

How teams evaluate the success of Overall IT metrics
their software development and
delivery efforts is also evolving.

WValue Stream KPls

MPS scores

Flow metrics

DORA metrics

Something alse

Mot at all sure

Source: 17™ Annual State of Agile Report
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Scaling Agile
[

Reasons to scale agile in the enterprise |
" Prioritize, deliver and measure incremental o
customer and business value (41%)

New feature availability

Product predictability

= Accelerate time to market (41%)
= Digital transformation (34%) -
= Delivery predictability (30%)
" Managing distributed teams better (18%) §

Not at all sure 4%

Source: 17™ Annual State of Agile Report
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One Size Doesn’t Fit All
ey

= Scaling Agile can be challenging

Agile (ongoing release cycles, featuring small . The Com pqnies mos-l- SucceSSfU I qll-

incremental changes from the previous release

resolving this conflict focus on

DevOps (Dev and Ops teams work together as one team
to accelerate innovation and deployment of high-quality

and more reliable SW)

lterative (implement set of software reqs, test, evaluate, / O UTCO m es in Ste q d Of O UT p UTS

pinpoint further reqs, new software version is produced
with each phase)

Wt comptel i cre s of e el v'Building customer-centric cultures

Lean (work only on what must be worked on at the time,

no room for multitasking, cut waste) /Clequy defined bUSineSS leue

Spiral (project passes through four phases over and over
in a figurative spiral until completed, multiple rounds of
refinement)

We created our own process

What that translates to, practically,
is mix-and-match frameworks and a
broadened toolset that incorporates non-
traditional Agile tools.

None of these

Mot at all sure
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Barriers to Enterprise Adoption

* The business side is very slow

General organizational resistance to

change/culture clash 1.0 em b rCI Ce Ag i I e

Mot encugh leadership participation

Inadegquate managemeant support - AImOST hqlf Of respondenTS

and/sor sponsorship
Business teams not understanding 4 70/ H d
what aglle does and/or can do ( 0 p O I nll.e 1.0 CI

Insufficlent training and/or education “generqlized" reSiSance 1.0

Transformation Is led by the
technology organiztalon

organizational change or

Lack of business owner avallabllity

Budget and/or revenue Issuas “CUITure Cquh” OS lI.he reqsons

why the business side isn’t

We do not have any barrlers

adopting Agile, up 7 points
from 2022

Mot at all sure

Source: 17™ Annual State of Agile Report
© ITSM Academy unless otherwise stated 14



ITSM and... DevOps
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Framework Importance vs. Gaps
I

2023 PROCESS FRAMEWORK IMPORTANCE Vs 2023 PROCESS FRAMEWORK SKILL GAPS

AGILE
DEVOPS, DEVSECOPS
SITE RELIABILITY ENGINEERING

AGILE 26%
DEVOPS, DEVSECOPS
SITE RELIABILITY ENGINEERING pi oy

3

VALUE STREAM MANAGEMENT
DESIGH THINKING AND/OR SYSTEMS THINKING

B VALUE STREAM MAMAGEMENT 28%
DESIGH THINKING AND/OR SYSTEMS THINKING 25%

LEAN

ITIL* ANY VERSION
SCALED AGILE
DATAOPS

LEAN 10%%

ITIL® ANY VERSION
SCALED AGILE
DATAOPS

%

7=

=2
]

=

TOGAF

CHAOS ENGINEERING
HOLACRACY/SOCIOCRACY
MODELOPS

ITHT

TOGAF 12%

CHAOS ENGINEERING me
HOLACRACY/SOCIOCRACY
27% MODELOPS 17%

!I!ll !
]

265 IT&T

Source: 2023 Upskilling IT Report
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State of DevOps (Puppet)
[

= “lt’s undeniable that DevOps has changed the IT
industry for the better, with a significant uptick in

DevOps evolutionary levels
Over the last four State of DevOps surveys, the number

automation, infrastructure as code, measurement, of respondents that identify as “highly evolved” firms
CO”CIbOI’CIﬁOI’l, qnd sys’rems ’rhinking, q” he|p|ng UsS hgs grown; however, the amount of organizations in the
deliver better software, more quickly. It’'s become so middle level hes remained stagnant
prevalent that many organizations don’t even use the 0 0
term “DevOps” anymore — they’ve internalized all its
lessons. This is simply how they work.” 10% s % %
= “At the same time, there is a huge variation in what
DevOps actually means...
= ...despite the prevalence of DevOps practices across
organizations, nearly 80% remain in the middle of " . e ox M
their DevOps journey, experiencing varying degrees
of success at the team level but not across the entire
organization”
- T 5% 4%

Source: 2023 Puppet State of DevOps Report
© ITSM Academy unless otherwise stated 17



It's taken me 10-plus years to come up with my own one-line
definition of DevOps: “DevOps is whatever you do to bridge
friction created by silos, and all the rest is engineering.”
And so, if you're doing technology just for the technology
and you're not trying to overcome some friction of the

human kind of siloing or group siloing or information siloing
or whatever, then you're just doing the engineering part
and you're not, in my opinion, doing the DevOps part.

Patrick Debois, Advisor, Snyk (Formerly DevOpsDays)

Source: 2022 DevOps Institute Global Upskilling IT Report



State of DevOps (DORA)
e

Key Outcomes Performance Measures

= Organizational performance = Software delivery performance
= Team performance = Operational performance
" Employee well-being v Reliability

= User-centricity

You need both strong software delivery performance
and strong operational performance for organizational
performance to see its fullest potential.

Keeping these two balanced with a user focus yields the best organizational
results while also improving employee well-being.

Source: 2023 Accelerate State of DevOps Report
© ITSM Academy unless otherwise stated 19



DevOyps Performance Measures

] I ———————-—-——

= Software Delivery Performance

Performance Deployment Change Change Failed % of
level frequency lead time failure rate deployment respondents
recovery time
Elite On demand Less than 5% Less than 18%
one day one hour

High Between once Between one day 10% Less than 31%
per day and and one week one day
once per week

Medium Between once Between one 15% Between one day 33%
per week and week and and one week
once per month one month

Low Between once Between one 64% Between one 7%

per week and
once per month

week and
one month

month and
six months

Source: 2023 Accelerate State of DevOps Report

© ITSM Academy unless otherwise stated
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DevOyps Performance Measures
.

Operational performance User-centricity

= How frequently organizations hear directly = A team has a clear understanding of what
from users about dissatisfaction in the users want to accomplish
reliability of their service = A team’s success is evaluated according to the
= How often their service is unavailable, slow, or value they provide to their organization and
otherwise operating incorrectly to the users of the application
= Strong reliability practices (e.g., SRE) predict = Specifications (e.g., requirements planning)
better operational performance, team are continuously revisited and reprioritized
performance, and organizational according to user signals
performance = A user-centric approach to building
= Improving reliability practices follow a applications and services is one of the
nonlinear path strongest predictors of overall organizational
Without reliability, software performance
delivery performance doesn’t = Teams with strong user-focus have 40% higher
predict organizational success. (2022) organizational performance and 20% higher

job satisfaction

Source: 2023 Accelerate State of DevOps Report
© ITSM Academy unless otherwise stated 21



What Would Help?
ey

Year after year, the wishlist

End-to-end visibility and traceability from

for better DevOps via Agile e s o e

Ability to measure cycle time, wait time

and bottlenecks to optimize the flow of

iS II.OiopeCl by II.he SCIme II.Wo value to the business across the SLDC

Continuous testing done
earlier in the SLDC

concepfts

Identificaticn and measurement of
technical risk, knowledge of unmeat
dependencies and blocking issues prior to

* End-to-end visibility

Automated audit compliance and
governance reporting across control points

* The ability to measure oty A oo e e
cycle and wait times and R s

More secure application

bottlenecks

Mone of these

Source: 17™ Annual State of Agile Report
© ITSM Academy unless otherwise stated 22



Notions of DevOps Tool Chains
-

“Which of these descriptions most closely
matches your notion of a DevOps toolchaing”

= A CICD pipeline

* End-to-end automation from planning to
customer experience (including service desk)*

VSM Consortium formulated a hypothesis

“The industry is split in its opinion on
where DevOps toolchains start and finish.
Advanced level practitioners are more
likely to think of a toolchain starting

Which of these descriptions most closely matches your notion of a DevOps toolchain?

edrliel' i.e. df idedfion I"le'hel" fhdn Of COde CI/CD Pipeline B Value Stream
commit, and finishing later—not at . 57%
: I
release, but when a customer has received Advanced
. . S 56% Practitioners
value from the change provided i.e. a P
value stream.” X (Twitter) —— 80%

© ITSM Academy unless otherwise stated 23



ITSM and... Value Stream Management

© ITSM Academy unless otherwise stated 24



VSM is Crossing the Chasm
|

* |Innovators are insights-driven,
using tools :

= Early adopters are organizing
around value streams

* The early majority are starting
to map value streams

* The late majority are likely not
mapping yet
* Laggards may not even be

Value stream management brings value
stream maps to life allowing for continual
aware of YVSM yet monitoring and management.

Source: 2022 State of Value Stream Management Report
© ITSM Academy unless otherwise stated 25



Progress is Being Made
-

= Companies are twice as likely to organize around value streams (32%
in 2023) as they were two years (22% in 2021)

® One-third of respondents have visually documented their organization
as a set of interconnected value streams as either value chains or

I

value networks

How much of your work involves digital products, platforms or value streams?

= 75% of respondents indicate that
5 Allof it I, A

‘all’ or ‘a lot’ of their work involves 275%
digital products, platforms or 3 Some oft 16%

2 -7%
value streams ; B

0 - None of it 0%

Source: 2023 State of Value Stream Management Report
© ITSM Academy unless otherwise stated 26



Value Measurement Comes of Age

e
= New advancements in technology = 15% increase in the practice of
are increasingly making it possible continuous value measurement
to monitor value realization = 85% of respondents are creating
* Value outcome expectations are value hypotheses
being defined equier (e.g., during When do you measure the value realized by your work?
business stakeholder meetings or
as a part of market research) Ly ——
= QOrganizations increasing O s s 72
recognize the interconnectedness T, —1
between CUSfomer, uselr, and Atthe end of a sprint —111;%'4%
employee experiences s, | E—
apew | —

Source: 2023 State of Value Stream Management Report
© ITSM Academy unless otherwise stated 27



Value Measurement Comes of Age

= Y, . ..measurement is the means for a
conversation within a community The State of

about the work and outcomes they Value Stream
deliver today.” Management

Report 2023

= “A value stream is a community that
collaborates to improve their shared

, . . \;\vsm :
customers’ experience. s\pcofisortium

Source: 2023 State of Value Stream Management Report
© ITSM Academy unless otherwise stated 28



The Value Perspective
)

Which of the following statements most closely describes how you treat value
in your team or organization?

" At the core of VSM is customer

2 Customer value diives business value B We prioriize business value . I We dont think about value

fOCUS I 23% .

® The highest performing e — o
organizations are most likely to —
prioritize customer value e ————:

* They make the connection Vedium performers _15%1% D 7%
between customer and business 33" . -
value owperomers e a1

11%

Source: 2023 State of Value Stream Management Report
© ITSM Academy unless otherwise stated 29



The Role of IT Service Management
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Developing Capabilities for Enabling Value
I

Service management is a set of specialized organizational capabilities for enabling
value for customers in the form of services.

= Developing these specialized organizational capabilities requires an
understanding of

v'The nature of value
v'The nature and scope of the stakeholders involved

v'How value creation is enabled through services

ITIL provides best practice guidance for service management.

ITIL 4 reshapes established ITSM practices in the wider context of customer experience, value
streams, digital transformation and systems thinking, as well as embracing new ways of
working, such as Agile, Lean, DevOps, and Site Reliability Engineering (SRE).

© ITSM Academy unless otherwise stated 31



Best Practices Provide an Excellent Starting Point...

-
...But They Must be Adapted

= They provide guidance Get clear on your organization's strategies,
circumstances, needs, goals and objectives

= They introduce principles

= They [help] define key terms and concepts " Identify available best practices
= Understand why and under what

==t | circumstances they are recommended
f ‘ = Determine which frameworks, practices and

rocesses support your organization’s current
Progress iteratively with feedback P PP Y 9
B needs
’— Collaborate and promote visibility

= Tailor the best practices to the needs of your
organization, its customers, and its employees

— : = Incentivize and reward behaviors that reflect
’— Keep it simple and practical ‘ the new ways of working
B Opinize and aviomare ———— ‘

How the practices are applied is critical!

© ITSM Academy unless otherwise stated 32



Key Takeaways
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Key Takeaways

|

" Focus on value

" Measure value realization
v’ Business
v’ Customer /user
v Employee
= Balance speed, operational performance, and
user focus when making improvements

* |nvest in capabilities and learning to narrow
your skills gaps

= Consider people, processes and technology

© ITSM Academy unless otherwise stated 34



Bridging the Skills Gap
-

Priorities Across Skill-Building Categories

PROCESS FRAMEWORK SKILLS 51%

TECHNICAL SKILLS 46%

HUMAN SKILLS 44%

LEADERSHIP SKILLS 4%

AUTOMATION SKILLS 40%

Despite these stated priorities... when a budget is available, it is first for
training in technology and tool development, then for developing skills around
process frameworks, and finally for developing human skKills.

Source: 2023 Upskilling IT Report
© ITSM Academy unless otherwise stated 35



Framework Importance vs. Gaps
I

2023 PROCESS FRAMEWORK IMPORTANCE Vs 2023 PROCESS FRAMEWORK SKILL GAPS

AGILE
DEVOPS, DEVSECOPS
SITE RELIABILITY ENGINEERING

AGILE 26%
DEVOPS, DEVSECOPS
SITE RELIABILITY ENGINEERING pi oy

3

VALUE STREAM MANAGEMENT
DESIGH THINKING AND/OR SYSTEMS THINKING

B VALUE STREAM MAMAGEMENT 28%
DESIGH THINKING AND/OR SYSTEMS THINKING 25%

LEAN

ITIL* ANY VERSION
SCALED AGILE
DATAOPS

LEAN 10%%

ITIL® ANY VERSION
SCALED AGILE
DATAOPS

%

7=

=2
]

=

TOGAF

CHAOS ENGINEERING
HOLACRACY/SOCIOCRACY
MODELOPS

ITHT

TOGAF 12%

CHAOS ENGINEERING me
HOLACRACY/SOCIOCRACY
27% MODELOPS 17%

!I!ll !
]

265 IT&T

Source: 2023 Upskilling IT Report
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What Investments are Needed?
e e

Flip the script

[op 3 _ .
. ] m
BE]ITIEI'S to C\B/Ive people fime Advanced knowledge
Upsk”“ng Focus on key terms and concep’rs and skill (Teach)

v' Give people time to experiment and apply core skills (Do)
what they’ve learned

v" Support skills-based, just-in-time, and micro- -
learning initiatives Acquire and use
v A

lack of time

4 Reinforce behaviors Advanced Beginner Fecome increasingly
aware (Learn)
|
@% Allocate budget dollars Novics
v" Ensure training initiatives support the
lack of budget organization’s goals
v’ Provide just enough trainin
( . I. i Y o Y Assess your organization’s strengths and
30% " Make upskilling a priority weaknesses across a wide range of people, process,
making upskilling v" Develop an upskilling program and technological capabilities to determine where

a priority v Assess your existing program and when and how to focus your efforts.

Source: 2023 State of Value Stream Management Report
© ITSM Academy unless otherwise stated 37
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+ IT Service Management | -«
(ITSM} Essantials
Key Concepts
ITIL# 4 Foundation

ITIL 4 Create, Deliver
and Support (CDS)

ITIL 4 Direct, Plan and
Irmprave (OPI)

ITIL 4 Driye
Stakeholder Yalue
(DEY)

ITIL 4 High velocity IT
HYIT)

ITIL 4 Digital and IT
Strategy (DITS)

ITIL 4 Sustainability
in Digital & IT

o

© ITSM Academy unless otherwise stated

evOps

DeyOps Key Concepts
DeyOps Foundation
ITSM For DevOps
DevOps Leader

Site Reliabilicy
Engineering (SRE)
Foundation

Site Reliabilicy
Enginearing {SRE)
Practitioner

DevSecOps Foundation

DevOps Engineering
Foundation (DOEF)

DevOps In Action: The
Phaenix Project
Simulaticn

Employee
Experience

+ The Essence of
Experience (L&)

+ Experience (XLA)
Foundation

+ Organizational Change

Management
Workshop

« Customer Seryice
Excellence

©

ITSM Academy Course Catalog

4

Process
Design

+ Certified Process
Design Engineer (CPDE)

* Process Engineering
Key Concepts

* Seryice Integration and
Manafement [S1aM)
Foundation

* Apolla 13: An TS
Case Experience
Simulation

-

39

Agile
» Aglle Sarvice

Managemert
Key Concepts

« Certified Aglle
Seryice Manager
(CASM)

Lean/VSM

+ Value Stream Mapping
Key Cancepts

* Value Stream Mapping
Fundamentals




ITIL Master™

ITIL Practice ITIL Managing ITIL Strategic
Manager (PM)* | Professional (MP) Leader (SL)

Monitor, Support & Fulfil Direct, Plan

SD | IM | PM | SRM | MEM & Improve

Plan, Implement & Control Digital & IT

High Velocity IT Strategy

- CE RM | SCM' DM | ITAM
ITIL Extension modules

Collaborate, Assure & Improve Drive Stakeholder
Value

ITIL Specialist ITIL Specialist ITIL Specialist | ITIL Specialist

Cl |SLM|{RSM | ISM | SM
Acquiring & Sustainability Business IT Asset
Managing in Digital & IT Relationship | Management

Cloud Services Management Create, Deliver

& Support

Grey boxes = 2023 ITIL Foundation
ITIL Overview

* To be awarded the Practice manager designation, a candidate must achieve ITIL MP CDS certificate and ANY five practice-based certifications, either individually or as ONE of the three pre-bundled course.
These may include the ITAM and BRM extension modules or any practices from the Practice manager track.

** [TIL4 Master will be awarded to candidates who achieve the Practice Manager (PM), Managing Professional (PM) and Strategic Leader (SL) designations.
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Thank You for Attending!
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