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Hot Topic 3: Disruptive Service Management

In Software development, we are in the middle of a 

revolution moving us away from traditional waterfall 

techniques and into a world of Agile, LEAN, Visual 

Management and Continuous Delivery.

These principles and techniques are having a big impact 

on the ways IT teams communicate, collaborate and 

deliver value to the customer.
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1. Is this "new way of working" changing the world of Service 

Management?

2. How is Service Management being “disrupted” by these 

techniques?

3. How can we adapt Service Management processes to work better 

with software development? 

4. Can we borrow some of these new techniques to make our own 

processes more effective?
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From the wall:

Q1) How do we move from keeping the lights on to adding 

business value

Q2) How to stay relevant when services are moving to the 

cloud that are not being provisioned by IT

Hot Topic 3: Disruptive Service Management
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Questions from the Crowd?

Has the ITIL fad passed?

Impact of cloud on Service Management?

Hot Topic 3: Disruptive Service Management
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Exercise: ITIL/ITSM process heatmap

How does this impact your ITSM processes
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#LEADitAndrew Clay Shafer “ there is no talent shortage”

“The game has changed”



#LEADithttp://www.abc.net.au/news/2014-07-04/digital-disruption-could-cost-australian-banks-27-billion-dolla/5571948



#LEADit

Old World New World


