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Agile service management

o Being an agile service management organisation
VS

o Being a service management organisation in an agile
organisation
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Product vs Service

Product

« Defined by features and is
manufactured

 Build and deliver

* Include everything a product

team builds and produces:
e Applications, IT systems,
solutions
e Capabilities, incl.
competences, flows,

practices, procedures,
models, competences

e Platforms
e FEtc.

« Suitable methodology: Scrum
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Service

« Defined by utility and warranty
and is co-created
« Consumed while ‘produced’

* Include everything a product
team does to keep lights on
and fulfil agreed and well-
defined service requests.

« Suitable methodology: Kanban




Agile product management - SCRUM

Product Scrum . Product
Owner Master Sprint Backlog Increment
ltem A
Product -l =
Backlog ltem B -l [
o C |
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8 o An iterative, incremental feature driven approach to
E optimize predictability and to control risk, such as SCRUM,
D SAFe and/or DevOps
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Agile service management — Kanban

1),
8 o A continuous fluid workflow of (unplanned) work to optimize
E flow and outcome — Kanban
D o Make work visible
) > Pull work
-8 o Limit work in progress (WIP)
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Nature of work

Clear / simple Produce, manufacture or  Fulfil routine requests (e.g.
prepare (e.g. goods, predefined service
consumables) requests, simple support

requests, i.e. transactions)

Complicated Manage product lifecycle ¢ Co-create service journey
(e.g. application, platform, (i.e. process interaction)
capability, value stream,
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Produce
/ fulfil

Predictable flow/journey, predictable output/outcome

Predictable flow, unpredictable output

Core IT value streams

Unpredictable journey, unpredictable outcome o

Onboard / offboard customer
[

D Change product

Customer
Agile delivery model
Plan driven delivery model

Service integration delivery model

Subscribe / unsubscribe )
. GOOdS, access, actions
service

Fulfil product or service
request

Resolve issue
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Application / system,
platform, capability,
value stream, etc.
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Simple agile IT operating model

Self service / Service Desk Product team Product team / supplier

Super users

(-] (-]
(-] (-]
(-] (-]
" Add problem
Search Initial | Update
knowledge support | st knowledge 0 PIEELES RESO'VE

backlog

Initi = L
Select nitiate pr—— ‘ -l =2 Add missing )

t request == Mt =2 request model F u |f| I
ESAUCS model = ) to backlog

— —~— Prioritisation Sori :
print planning Daily scrum Sprint review Retrospectwe
Service catalogue Knowledge C ) ) C ( ) (

Manage Manage Acquire /
demand requirements develop IR Deploy Release
- Portfolio Product backlog Sprint backlog

Customer
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Change — rythm

Sprint duratio 6 weeks

\/

\/
Stand-up
(optional)
Stand-up
(optional)

\/
Stand-up
(optional)
Stand-up
(optional)
Sprint Retrospective

Sprint Planning
Stand-up

(optional)

Sprint Review

Product backlog
prioritisation
(e.g., every 12th
week)

Product backlog
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Sprint backlog
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enablers
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Sprint I Acquire/ 1 IntegrateI Test ! Deploy 1 Done

— Change requests (IT ablers Backlog | develop | 1 1 1

Fulfil s ! I I I 1
o .

1 1 1 1

— e R, etc.) | | | t_JI | . ! . :

Reg. models . . . . X
Req. model requests IIIIHI“ ' ' ' ' f |- .

Resolve
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Knowledge management — shift left

Self service / Service Desk Product team Product team / supplier

Super users

. Queue ._Queue |
o

-] (-]
-] (-]
" | Add problem
Search Initial | Update
LY AP ResOIVe o)

Initiate o Add missing
Select . . . :
request - request model
request o . o Yo backlog Fulfil (unplanned)

— —
Service catalogue Knowledge
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Support
Triage
Training
Requirement refinement
User acceptance test

Service desk <Make solutions, workarounds, knowledge articles, access rights and request models available |

Super user <Make FAQ, guides, workarounds, knowledge articles, access rights and request models available |

Self service <Make service catalogue, request models, FAQ and guides available |

Shift left S
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Swarming opportunities

Self service / Service Desk g Product team

Super users .
Queue

Search Initial Resolve Update
knowledge support knowledge

Initiate
request
model

Select
request
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request model
to backlog

Product team / supplier

Add problem

to product
backlog

Add missing

Resolve

Fulfil

Daily scrum

CSp rint rewew) CRetrospectwe

- Portfolio Product backlog Sprint backlog

Customer

Change

Service catalogue —
Manage Manage Acquire /
demand requirements develop IR ety Relleese
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ITIL® 4 Problem management practice

Resolve Resolve

( Problem identification ( Problem control

Reported error is not relevant
for the organization

Initial problem
@ Pr_ol:letr_n categorization . Problem Known error
registration and assignment investigation communication

O 0

Problem Problem

d d Problem Problem record
18con fecor record Known error
Incident solutions
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( Error control

No viable solution, alternative mitigation strategy

Mitigation strategy is not effective

Resolution is confirmed or
Problem Known error problem is no longer relevant
i monitoring
and review

Problem
closure

Problem solution

development

Problem Problem record Problem record Problem record
record Change req N pdated Knowledge base
Problem solutions problem model update
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Problem solving

A simple problem-solving model based on Kepner-Tregoe and

Safe. Split between the resolve and value streams
i Q ° O bJ ect’? Feogle Proc\zss ‘9°
i * Deviation? \\ \ ,
% « What (is / is not)? \ O\ :
+ When (is / is not)? ’ / :
/ :
S * Where (is / is not)? ,/ _/f /’ !
Q M EXtent (lS / |S nOt)'? Toojy ngr:m E"vim;“em Ca:’* CB;W Ca;se Ca:se Ca;me Ca:se
+ Object? = ' Feature
+ Deviation? 7 S ik
« What (is / is not)? Yo
* When (is / is not)? —
- Where (is / is not)?
+ Extent (is / is not)?
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Team topologies

Self service / Service Desk Product team

Super users

= Queue

Product team / supplier

— Queue .
(=]

Initial
support

Search
knowledge

Update
knowledge

Resolve

Initiate

Add missing

Add problem
to product
backlog

Resolve

Fulfil

Select P [ o =
t request v = v =2 request model
reques inecll R @ to backlog
= o
— — . .
Sprint planmna ( Daily scrum

CSp rint rewew) CRetrospectwe

Service catalogue

Customer

Knowledge

Manage
demand

Manage
requirements

Product backlog Sprint backlog

Acquire /
develop

Feopleand organisation

Portfolio

Change
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Autonomous teams

Allow small product teams to work safely and architecturally decoupled from
the work of other teams who use self-service platforms that leverage the
collective experience of service desk, operations and information security
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Tool architecture and integration

Self service / Service Desk Product team Product team / supplier

Super users

End-user portal /

SRS Yk = @ ! ° to backlog

O service catalogue tool o
Q. )
Add problem
Q Search | Update
knowledge I knowledge to product ) RESO'VE
3 backlog
' ' “Tool integration

A= 2 = = Add missing .

O eque =S B s i request model F u |f| I

~

Product management tool

|Service cataloguel Knowledge
- \
| :
Manage EIe i Integrate Deploy Release
Portfolio management demand | requirements develop

tool
ﬁ F ﬁ Change
Product backlog Sprint backlog
J

- Portfolio

Customer
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Supplier models

Self service / Service Desk Product team Product team / supplier
superusers (IT support)
7 : s
[ (-] o
q) o AR, C.,D.&E.
" Add problem
Search Initial Update
o Re o
— knowledge support - knowledge tobg‘r:ildougct Reso |Ve
Q_ Supplier 1:
Q_ Develop
User = A,B.,C,D.&E.
: " R = | o Three
Select Initiate — -l = Add missing . art
— request = ; e request model F u |f| I party
m i model =e = to backlog Product Supplier 2
= = team Operate
(A. Application as a service A

— — ~

- B. Application management as a service
Service catalogue Knowledge
Develop T Operate / support
} Release

C. Outsourced development

\WERET:] Manage Acpuizg /
demand requirements Jdevelop
o |
i o
Product backlog Sprint backlog

Customer

F. Infrastructure and platforms as a service
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.

© 2021




Questions and comments
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Christian F. Nissen

cfn@cfnconsult.dk
+45 40 19 41 45

CFN Consult ApS
Nys@gvang 15A

DK-2750 Ballerup
CVR: 393647 86

© 2021

CFN

Consult

\' - onc step atatime



