Vaasan yliopisto

UNIVERSITY OF VAASA

Heidi Kekkonen!

"#$9%&' ()*%+,(-&.,(&/0.,(*)1#,082%340,$,"5&
"H#S%6&™()*) I 1"HS |

! I"#$$%&BS%& () (*+",-"."(1,01(2 !
I"HS08& H()*Vort
I"HSU& H()&*+&", Yo(-. (/. 0LHS&-"2(34H$%, #(5."24

"#"$%& A&



"HS%& ($)*1+,1%--(- |
(.J001102)3./401056!7481$4409704<

=/0> | ! "HSY$I&H" ()H)!

);:131021:/31)/3<;2 k+$ #1- JO#1(.12(.1 3)2(.0/4$()! 5#67)(,(+8! 9#.:$6 #1:/)l+ #<
0#)4 1l

@35>3 ! ! |=44.1(2196$#)6#1$)15#67)(,(+B

A>05>7BB3 ! ! 3)%>=4.$/,198=4#0=1*)/,81$6=

(=C3>9:< ! ! 23, #15>(0%

377 | ! ! @A@A=BD3>!02!C753RC

!

-EQ-F) 2

D(OE/)$#=!/.#1 #6(+)$F$)+!3)2(.0/4$()! 5#67)(,(+8! 9#.:$6#1)/+#0#)4] G359:HE!/!' #819<
E.(HO#)A! 41 +#41 )% /=) 1 =4 [4#+$61 4((,) 4(1 =>.:$:#! $)! 6(OEH#ASASATEB5! $)%>=H 81 4T#!
=/O#! AS0H* +$ JOHAT (%(,(+$#=!/ #I#6(0$)+ 0(# %I O(H E(E>,/. 1$)4TH35!$)%>=HTT#!
3)2(.0/4$()!5#67)(,(+8!3)2./=4.>64> #1K$J./.81G353KH!2./0#1 (. B#:A =4.>64> #%!/EE. (/67!
4(1416' 6T/, H)+#=1/)%!14(1 I =>66#==2>,1$) STAB(OE/)$H#=!/#12/6$)#!, (4! (216 7/)+#2)%!

* +$ #1=(241] #\Yott:#,(EOH) AI0OHAT (%=!/TH ES)+ 1SATIATIAIG T/, #)+#I1*+$ HIOHAT (Yo 2 BIEK
BIYL))%!  >=HY%! (#.1ATHI 1(.,%! NU)#! (214T# O(=4E(E>1.1* +$ H0 #47(%(,(+$HS=ATH#!
96.>012./0#1(.)1

|

57#! $.=40L#64$:#! (A7$=!0/=4# M= 4T#=$=1$=1 4(1 %#=6.$IMITF! BBRK! E./64$6 8N J#!
6(0J$)#%6! 1$4719601 4(1 J# 13 #14(16. HA# 2. JOHL(.'T 2(.1* +$,HB5EH. $6#10/)/+#0#) 41| 5T#!
=#6()%! (JLHGASH $=14(1 #=#].67! LTMEH 2#/4> #=16(0E/)$H=1T/:#! [%%#%! = E/.4! (2! =#.:$6#!
Of)/+#0H)A! \% 1 4() #=H/.67! #HOEH.$#)6HETH IH)H2$4=1 )% 67/, #)HHOEH.$#)6#%! 17#)!
6(0J$)$)+1* +$,HI0HAT (HLSA7I35#.:$6#10/) /+#0#) 4111

|

359;N!353K! /Y0415, # Sk (, (996 %$)UTH *$,#1 2. /0#1(.19 6.>0 \V.# E.#=#)4#92$.=41$) 4 T#
$AH 14> H BHLIP/=HYUQ) | ATH $4#.14> #:$#1196.>01/)%!353K12./04#1(. =/ . #16(0I$)#%!/=V!

2 JO#L(N2(1*F  +$,#1=H..$6# O/)/+HO0H#)A)%! 476 #IAH#=\ ATHTH(#4$6/,12./0#1(.12(.1 47$=!

L [=4# M=AFSBIT#DES.$6/,| EA! (AATHATH=$=1$=1%()#! I8! => BIBHIQ(E>, /4$()! $=! =#.:$6#!
O/)/+#.211(.'$)+1$) 147#351$)%>=4.81$)!-$),/)%! ATE/OE # =SF#! 1/=| RS! =#.:$6#1 0/)/+#.=
N%IBC!(2!/)=1#.=11/=\/EE.(:#OMO> :#8! #=> 4=1/ #%H#=6. S IBVE #=#)4$) F(11* +$ H0#47<
(%(, (+$#=1/.#6(0I$)#%! 1$47! =#..$6#! 0/)[+#0#) 41 $)| E./64$6#! \DBIA'$)%! (2I#)#2$4=!/)%!
671, #)+#2 H=E()%H) A5 |:# | JH##) HOEH . $#) 646

|

TH#=>,4=1=7(1147/41$4!$=1E(==SB)G(HL/A#!* +$#1 0#AT (%(,(+$#=!/=1E/.41 (2 3Bt $6#!10/)<
[+HO#)41)% NBIO(. #1%#4/$ #%# N=1E/.41(21=#..$6#! $2#686 # E BN (12> 2$, HOLH6<
A4 (21 =H#..$6#! $2#68BETHI0(=416(00()!* +$,#12#/4> #=IS0E #O#)4#%! /=1 E/.41 (21351 94.:$64!
Of)/+#0H)A! 1#.#1 =#,2 . +/)SF#%) 4#/0=MTHE .(%>64! (1)#.! .(#NATHEE.$)4! /6" (+1/4$2/64)
% AT#1%/$,81 =6.>01 #:#) 41 57#E## 1/, |SOE, #O#)4#%I8! SA! (1 O(H! =#.:$6#! 4#/0=I SH7#!
=/OE #! (2! BC! =#.:$6#! 4#/0FH+/.98)+U#)#2S4#DEH. $H#)6RUAT ## 4(ES6="/.(6#/.,82.(0!
=> . #81 #=E()=HEN6! 47 (=#!/ #1 4.))=E/ #)68N!=7/.$)+1 IS+ 1(."| $)UHO/, #.14/="=1/)%) JHA 4.
6(00>)$6/4$()1! 5T#12(,,(1$)+ 4(ES6=! 1#.# ATHE) 67/, #)+#IAHOEH $#) 64916 (2! 2(6>= ()!
ATH#! 6>=4(0NS)=>2236SB)AB23@H()! (2! *+$,#! O#AT (%(,(+$H=! 24THU#/0 N! 6>=4(0%.1 /)%!
=417 (,%#. ) %! SOE, #0#) 4/4$()! (218.>01.(,#=11P/=#%! () HOE#.$#)64#%! J#) #2$4=1/)%! 6 F<, #)
H=HOEH.$#)6HR0!> #H.#16 #/4#% 4(1=>EE (.. $6#10/) [+#.=1"#$%%"&' () L4 "#"$%& () #*(
I"HSYIRHN " HSS% & W)

G&*H+ @ (235! 9#.:$6#! ;/)/+#0#)ANB59;NB53K! :ISN! *+$ #1 :#47 (%=N! ONIVS #! O#.:$¢
NI+#0#)4 |



%--(-#*I$+AS()+ !
)3J34;,J741K7!1;440977:;0K0/:7B;<3416J<;0JL

)3TKM? ! ! "HEY6BI&H" ()#)!

)=:3:31B7414:B2 K48 # - JO#1(12(.1 3)2(.0/4$()! 5HET)(,(+8! O#.:$6#1:/)/+  #<
0#)4 1!

)=:J;4:01 | WSE, (0$)=$)XX.$

|
+CC;7;42 | ! 5>(4/)4(4/,(>=!
)BLAI0/K77KR ! 2%, 5>(0$!
%=04! ! ! @A@A;9=BMM>2BC
!
)$$%$()&IN@

Y.$48'=#A4! 4>))$=4/:/4835#,>)7/,,9)))! '#T$A8="(T4##'=$! L/! =4./4#+$=#'=$! 48X'/,>'=$N! L(/!
[>44I1E/,LOVS,E/$,>,./'54,/,,/19/0/N 1) '#A4#.Z4  10#)#4#,0Z4))(=4/:141=>(=$(4/])! 3%
1,1,,/1353K!10/, 8. L(//\LZ=#))#,,8)|0#)#4#,0Z)NIL()'/!/:>,,/18.$48'=#4!:($:/41 ($44//' 7 |=4#$A4]!

L/1 O#)#=48Z138/,:#,>)7/,,$))/==/I1 358.$48'=#A41"(T4/[:IAVE/,L()! TI/=4#S$4/ L/ '#44#.7)! (TkH#
0$=4('#T$48'=H)! O#A(%$4! [>44]:/4) =#,:$8480Z2)! )Z$=4Z! TII=4#$4/|! 8#44#.74! G#\HAH#,0Z
4>))#44>1/10//$,0/),//L>$=#=488'=$!=>(=$4>$00$=4/!()!96.30I

|

D=$00Z3$)#)! 4/:($4#14Z, # %SE,(0$48X)! '>:/4/! 0$4#)! 353K ! #,$K85,:#,>)7/,,$))/) E/.7//4!
'Z847))X4!:($%//)! 87%$=427!96.>08)!'/)==/NIL(44/!:($%//)! ,>(%/' 0/, $! '#44#.Z, # El,:#)7/
), HINS(S)H) A1 ($4#148X, #1 ()| =#,:$44ZZ1 0S4 Z'#A4#.$Z1 (03)/$=>>'=$/18.$48'=#4! (:/4! (A4 ##4!
(=/'=$'E/,:#,>)7/,,$)4//'L/'0SAZ! T8XABLZI L/ 7//=4#$4/8.$48'=#A (:/41' (#)##4) $SSA48H) ! '#44# $H#)!
O#)#4#,0$#)187%$=4Z0$=##)E/,:#,>)7/,,$)4l/)]

|

Q/,:#,>)71,,$)4INI358KMNI#. Z1$%#(,(+$/1L/196.>01#=$4#4Z7)1'$.L/,,$=>>="14=/>'=#)/1#)=$00Z$=
)Z!4Z==7) %$E,(0$48XESEA/>4>#)! '$.L/,,$=>>="A=##) 196.>0! L/! 353K! 0/,,$4! 87%$=4#477)!
0/, $'=$!"#44#.2, #1E/,:#,>)71,,$))/, # LI Z0Z0>(Y%(=4/:14 1 4#(.$) 4Z , # %S$E, (0K4&! [OES<

B (=11 )| 4(A#>A#44>1'8=#,8,, ZHBS0>'=#)| E# . >=L(>"(1'((=4>>I E/,:#,>EZZ, K$=4ZN!L(4'/!
ABX="t)A# #:74185,,/'9>(0#==/IL/'4>4'S0>'=##):/=4/=$|RSIE/,:#,>EZZ,,$"XZI L/':/=4/>'=$=4/!
78:2'=844%$3)! BCl!5>4'$0>=4> (‘'=#4! ()| '>:/44>| #=S4ADBEHY '#A44#.7 4| O#)#4#,0Z4! 87%S=4
4Z27)El,#,>)71,,$)4I)'Z84Z))X==ZIL/\0S$SAZ\ 7L ZIL/'\TI$44(L/'E/, # >EZR4AS! AV (‘#)##4] |

|

5>4'$0>=4>,('=#A! (=($44/:1AN #44Z\ '#AA# $H#)| O#)#A#,0$H)! 87%$=4Z0$)#)! E/,:#,>)7/,,$)4/)! L/!
41.'#008)! (=/'=S!E/,:#,>)1#, §1. #):ISTHSAI()! 0/7%(,,$=4/1' &#AA#.$#)! O#)#4#,0$#)! /> |/
($%IN) ASHIVEL, #,>)1#,9) 1] #):ISTHS, # [=HAHAAS | #)4]:($A4#$%0#) 147 S4ABDK=BZ20G/4!

‘HALH $H#)) O#)#A#,08#)! (0$)/$=>>%MBI4/! (,$! (A#44>1'Z844XX)! (=I'=$! E/,:#,>)7/,,$)4II! (,$!
$4=H#(TL/>4>40 4$$0$4N! E/,:#,>)(0$=4/L/" .((,$N!=E.$)4$)! 4#7 A2 2758442 $=6)+D! 4/E/ /<
0$=#\ Z0Z!(,$:/4!'Z84X==Z1SAI4/$!>=#/00/,,/':/=4//L/,,/'BC!:/=4/>'=#=4/1| &(#44>$7$) F8X48
7$)!,$$448#)!"(,04# IS T#HAAN=4>S$!:/=4/>'=$==N!,ZE$)Z'8:88=N!48X)!L/'/0S)HAEHESS)! 47<
47:$3)!L/\E/ HOES! : SH=4S)AZII"I|=4#$%#)! (=1,41') (>=$:14E>>A#[=$/"1/)! 7>(0$($0$=##IN! .$$44
0ZA4AX)! =#,#)4Z0S$)#)! '‘#A4#.$=4Z! O#)#4#,0$=4Z! ASSCH/HNH! L/! =$%(=.870%,,#! LB.S0!
(($#)!'Z844XX)(44(1' &(HAA>LH) T8XABLH)! L/ TIS44(LEN(R[44>! '>>=$=2Z)4XZ E/,:#<
EZZ,$'XS$, #NIL(44/1:($%//)=//:>44]/'T8X%84!L/1:Z,44Z Z\ T N=4#$4/I!

|

MA#S%!IBI&  N"HBEWHE ("HH) "+, -.-[+,0%**% 12*%, 3% '%*%#32F+,451&3
|
! !



"H#$%HI&

!

L1 1"H$%& (#) %" 7!
1.1! I"#$% 7!
"#l 1"#$A I
"#l 1"#$%&%'%() I
I"#! Research objective and questions! 8!
1.5! I"#$%"BH&'()*+,"&#-,"./1&,0! I

L 1H$%& ()8 +,-."$/$01*2,%3)-,*4™0,&," (! 10!
2.1 T "1

2.1.11 "HS%&™(#)("*+ 14!
2.1.2! Service Design! 14!
2.1.3! I"#$%&™ #)*+%,%-* 14!
M#S 1"HS%E&™ () #F+%!- "
I"#"$!  Continual Service Improvement! 15!
2.1.6! I"#$% "

31 1"H#$%& () +,-%8&.%/%$(01%2* " |
3.1 T1I"#$% "
3.21 I"#3%#&Y) "
"'l Agile benefits! 19!
"#l 1"H$%E&' ()$$%*' %0+ "
"1 1"#$%)! "

"#'$l 1"#$%& "
"#$l 1"#$%& 1
Mg 1"H$% "
#gl 1"#$%& "
M#H 1"HS%&H( "

4! Framework for Agile Information Technology Service Management! 27!
"1 1"H$%& (&%) +, - ¥/ "1
I"H#1 1"H$%& ($)*+,-*./0$) 30!



7!

4.2.1! Objectives!

I"#"#  Roles!
I"#$%&%'Yo()*+$%, +"-* Yo/ */"-"0/+$
"#l 1"H$%E& (") &)+, &-#948.

5.21 I"##H$%&'()*+,&,

I"#!  Analyzing material!

"#1 I"#$%&SHS' ()%0*+), 9dHS+$'(
I"#$%&#

M#l "#$%&'&()*$+)+" #,-" ]
"#1 1"#$%E&'()*+,)-'&."1)") !

#$l 1"H$%E&

P#H 1"HS%&H() *+,))- !

6.2.3! Location of the company!

L "H#S%&™M()*)+" (", -#./'00%.%)1 !
I"#! Agile roles used!

Mgl "#$%E& (#*'+),&-,%.

Mgl 1"#$%E&(')*+ !

ML $%E

"# "H#S$%E& Uo(

6.8! 1"##$%&'()'%*+*$%,-'%*+"1/+

Conclusions and discussion!

I"#'$"%&™!
" #$%E& #(!

I"#$%&" ()*(+,-.#/(0,#12&3$1(45%(&$2-3%,52&83$(B#114 7+
!



Figures!
I

"#$%&'()*+*,'-&%."1&',"0&/1/2&)
"#$%8&'()*+%$,'&-&./0'1.2'1%/"31+/0'41215/&2'38$60 &' (&) *&) +,-./01L
"#$%&' () *+%$,'-.%&&'"001%2

"#$%&' () *#"+&',%-.&/0%1',0%'2345'6-7-89&7',%00.":";<9&=>&%#&%'? @A(B)
"#$%&' () *#"+&',&%-".&'/010#&/&12'345&.2"-&,)

Figure 6.!Agile Service Management roles (adapted from Groll 2020:24<7).!
"#$%&' () *+,%-.%/'01'.2&'30458+/

"#$%&' () *+,%-.",/'&+01,2&&3!

"1"#$%!"#$%&'($)"$*"'+,"%$-.&)/

Figure 10. Agile roles!

"#$%& "#$%E&™ ()*Yo+(,*-

Figure I" "#$%&"'()(*+)

Figure 13. Agile framework for ITSM and 6 rules for Agile ITSM!

Tables!

!

Table 1. Research questions and data source.!
"#$%&'(BL process areas (service lifecycle phases) and processes (ITIL Docs 2020).!
"#$%&'(BL roles.!

Table 4. Scrum roles (!"#$%&'()*)!+,#'(-%./)012345
Table 5. Scrum events. (I"#$%&'()*)!+,#'(-%./)012349
I"#$%&"#$%&" (%)*+(N¢hwaber & Suthe!"#$%&'()*H,
"#$%&(&"$%&'

I"#$%& (Rallenges!

I"#$%& $8&mmary of research results!

13!

12!
16!
24
25!

46!



P I"#$%& (H)%"

PQPI'#$%

I"#3%&' (%) " #IVHS%&' () *+,11"#$1%S&'$()*+'$&,1$-%./(0*teSid to concentrate on the!
"#S%EH #$% &'H#% | ()*+&, 5% #$-$. (/0B * #BY & F'(#$%& & (Service management ! s-
"#$%&" (W) #$%E&S$""$evaluated to be able to accomplish possibilities of !"#$%&l"#$%

I I HSY68 ™ ()" HE%6$1 & () B+

!

"% &'S()*+ S0 "I SU6& (# 96) (1 *+$, (") # &-# |-8&+0B("&# 1), 2/8&38 454 6)+T" )# 8
IHSHYE )+, 19%.101'2  "#$% &$'()*+84n be combined with ITSM. "#$%8#$%($)*$
M"#'$1"#$%&' ()1 %0* #$! %0 +1"' &, - (HD Vo SVE S %S

!

PQRI"#$%

I"#$ W HDY "&% ' ($% ) #5% &' $(SYABIE () B#' "#S%& () (*%0'%)+&HI% & ()"#$%&
methods and how Agile!!"#$%&'Ican!develop se!"#$%&'()(*%'%)+,&- . #t&esis isImai!"

ly "#$%& '()*+,('& %-1%& 1.)(/0& (1¥88 %&'S (#'1$ ()$ %*$ +,1%'$ )',-(+'$ .1"I/.""%$
I"#$%&™ ()* &+,-+lis based on the !"#$%&'()$"*+,-."$/$01*1"#%'2(%3-(3%,*4) 5% 1* 6
and com!"#$%& "' ()&gile "#$%&', in particular Scrum.!The m!"#3$"%&!$"' $gFognize!
I"#3$ Agile best practices!!"#$%&$'()*&(&#+&,$!¥ervice management and what ben!"
"#$5% &'(% ) *&++,'-,$%#*,.,% b&Ape!"#$%# &b Mpared! to! the! traditional ITIL!based
"#$%&™ ()*)+"("*, -#)("./#01 "#$%& (& )" ++B(,$H& " (Y& -B($.YOHS%!&'( "#$%
"#P% P& (HPH)!1P& (*+#P& - (& $# (. Yag&O1) be able to succeed in Agile service man-
"#$HY&' I"H#$WNaster’s tI"#$H% & #% () Yo d WS Y& (‘% (P %!$ )*&)!") (") +'# $%E&'() %ot
"#$%&'()*$"+&*+&)H#,"-*./"+)AThe master’s thesis is I"#$%!%®&ainly for service pr!"
"#$%E&' )#*()'+$', &$H#'+-"").$%) (/' )#' $0.$%) (M #"#$%&™ (#)$%o* !+



PQS!"#$%&!"1#$ !

QI"HS%" VBRI I"HSU&YHIBEYR (B HSYo&. (1" H S0 &t (&$)*+&H UBYRIBHSY&IES
IHHSIEITHEY& () +,"-! | I"HSYHE Y& (1S HSVBHY " HSY68I6 Vo (JHHSU
I"HSYIRESY0& ()<

!

PQTResearch objective and !"#$%&'($

"B’ (") - I"HS%&S'()*+ what Agile features!!"#$%& () Yo$H*+Vot+, Yo, H+SH-+&.HI0#
I"HS6&™ ()F)+" (", N"HS%E&)'S()HS*+$,-.,)),"0,1$1,/2)0,$3!"14,3,"$ /¢ I"#HHSURS

I'H 1 1"HB106& # " HS Y % & 1& () 1" H#$Y% & HBGHYO| QA S %&%™ (3 1(5) 'S +,$ (%* Q2.9
I"H$HY&

!

L IMTHSO6& ()", - LI HSHI6& () *+),"$, 1B " $%6& () * $+%6$1*06) (+,*I$+-$#, . *$/0

IH$%6& ()* H+ - | I"#"$%& ()1

LM #$%" &$" '$()*+," -." [,01*," (2+23,(,+&" %*&4" 53*6, I"#S%&H %$(%F)"$*
I"#$%E&%'%()"*H,,

P1"#35%&" M"#3% &$'()*$+98'H#8B0&™ (")*! 1"#3$% "&&SB #$"| Survey!
"#3$% &'% $#"'()$)&*"+% ,-HHI B! %#&' ()%# ! I"#$%&]
towards agile service management?!

31" HSY&"HSY & H SU RV HS Y& (") (* 1IHS HS 1"t 1" | I"#$%&
I"HSYOHBHSI& () *$*$+%6,-0b . #I0*&HY (1S 1 +H#(#$2%1$3
1"#$%896'%6()"++,

I"HSYHRH"H" Y& ()" HSYH I HSHI%IS& ()41
!

I"HS%& )+, %+ I HS %8 ($'() (S HSNHS (B (H$ (NESY& (#) *(+&,#$-.(/0#.1'2&#0&
I"HS%0& () SEB(*VoH (WHSHUBESVoRH (1)< &t H*-H&"| 1 QMY



PQU"#3%"$#&'()' "#$%&'T"#$H

"#SUHSY &' ()P HBY&  #()*' (H"HPU&™ #(STHIU #$%&THE%E ()* " #'1#$%&' ("
"#$%&" () +"," (+#-".1",$%0), 1"#IY &H# #$% & " #($T)"

!

I"#$ UWHP%E& '$%& ()1 #EW! I"#S 1 1"#$%#! &' (Framework! I"#$ Y& #S%& #( $) Yot #+(
"#$%E&! M " HSY0&H % B(YoB) B HI%&! "' 1"#$% &S ()*)#)!"$+and Scrum!"The II"H#SWHS
"#$" %" #S%& " H "HPU&' () *+,!-$)+./0#$% & ("&)* (#+)H& 4P $% &'V () *+,-) %"/

I"# 1"HS%&H VA #IVH#$%8%'% () *+,-&+./.0+,-&+12341+53,1"6%437*8

!

"#$ %! I"#1"H#S%E& () IHP%& ()1 %0*+H"#$%&™" ( 1"#P Y6#$% &$'(")$%0 *+,+I1$* " #$%&

I"# I"#SI"#SY0&H VS HDE #$%0! &ES%E& "% () HRAS%"& (B !"#P%& AW # $U&'()*+# ,+-#
N"#$%E& "% ()P HE& +*,-.*/1& %!10& 12& [*#3-"* & UHIV0 &#' Yo ("#I!"#$%&%'% () M"#P % &S
I"#$%&'() !

!

"#SAHSVH Y& () * (#+,-%(.&*1)+)/0(%"&(1&%",.,2,0)&*(3,'( %" &('&*BLHE" "#$UI&
BB IHS%& " #1$" Yo &' ()" #SIHEY& @escribes how !"#Ssu!l"#$% &' (% ) #*#+% ', +%
"#$%& &SHAL 1#P%&' (Also I"#"$1%&'!"()$*)()tand validity are reviewed!in this chap-

ter.!

!

The sI"#B!"#$%&'()*(#+,- WP #S%E&A ()# "#S%R "#$ Yo&ATHS! % &' % $H#!IH#($)* Yokt #
AP HS 1" HB%& ((N"#$% &' ()*+% , *$&+#-*$% "YH6& '%0! () *%o+& ,-& +%0* . #/%& (%!0+& 1!.%&
A" S1%$ &' ($)*$ (1"+(+),!-$ %#' . +/#$01,11#0#,($23#,$0).+,1$ () 2" %$ | 1 +-#$ Yo#' . +/#3$
"#"$% "#$% &#'%hat kind of benefits and challenges!service managers have!been
"#1$%!&'1()*+!&)", mbining IT service man!"#$#%&'!%(') gile methodologies.!Based

on "#I"#"$%E& () #*(+,)--"#." N"H#IS%I& () *+%"*$,-1+* $I*'SL/( "#S%E&H' () &S *+,+-&H#%$
to be able to I"#$%"%&'()*I$%("%'+,-,$,*1%.(./00%..1/$$23

!

I"#3$ %' 1#5%& '%()$!*Brovides "#1$%& " #&( )#*( *'&lssion.! This chapter present how
results are linked to the !"#$%!#&'()*%!'&"+*&!"(%,"(I'& (-!& .1 +!1#"$%/"0%$%(1& "4*& "22$%3

I"lity of "#$results.!



R I"#$%&'()$"+-."$/$01 I"#$%&™ ()*)+","*- |

Information !"#3$%&'&() Service management !"#3$%&ocuses on service delivery and
service support.!Many IT companies reco!"#$%&'()*& +,& +&-%.&#/0123%d/%H% ‘& d

it as a strategic tool to survive in competition between IT companies. IT service
"#3%RHAS%! &I #PS " Y&'H#"("# "#B%&' ()*(&+,(-,./%0,-(&+#&(&+,'(1.)/%2 \#F20&e-
"#$%E&' ($)*+S#H(*#(,$-*./'"#%0, " H$%an be described as!!" process<q"#$%&S$'()**"1)+,(
"#$%&'&()'($¥ systems and it focuses on the delivery and support of "#$%&'()* r-
vices. I"#$9%8"#3%4&' anagement and maintenance of IT I"#$%&"I service is | I"#$ i-
I"#$%!& %'& ()% (*)+& (,%-)..).& "I/&#)-0'%¥%iP T services are based on the use of
information technology and aim is to support !"#$customer’s business processes.
(Clacy & Jennings!" #3%&&#$%%&" '(yCronholm & Salomonson 2014!"I"#$%& (& "#)&
2009!)!

!

"#S%&"#PW H#HS%E&' ()*+,-(1"#S$ 1" locus!" "#3%&"" )#*+"+("(#+"$#$%,-%." (#/0#
"#3%&"" ()*(' 1+, ,-#(.+1%/"1N' O-*1I'*/2' &+!(-3"#'/""2!4  Customers can be internal
customers !"# $%&$" ()# *+,&!-$", "#$%E&'(#) *+,-)'.) /) '012%ant to understand two

I"# cepts: service and process. Conger et al.!I"##3$%8& ' () #$% & #$#HWHS %& " &ihg way

“A service is some combination of IT resources ] 'hardware, software, people and pr!"
"HH " #E%&' %S (") *+",$+)-"$%.$'/$.,0* L' HR%& (("#$%&! YoblE fet 1"# $%& '$# Yo ()&*#
by participants in "#$%&"!'()*)(+"($"!"$,-.)/0"/1,1"2$!.34" |

!

Based on presented earlier descriptions of ITSM, it "#$%&®mmarized that the!goal for
ITSM is to deliver and support quality IT services that support business goals and cus-
A ($$) &M

|

RQPITI!!

I"HSI"HSU0& ()$"*+,-."$/SOL*I"HY%'2(%3- (3%, *4)5%' % 1 * BHHBHDHE." ) (%6 &+*%0  #(*%o
I"HSY&™() 1"H I"HSY& '()*+*,& %, *& *.J0-& " HS% $&' ()% *)1+(,$)-#.HoH#S Y& 'S" 14 I"H#$



I"I#S %&! P "H#S%EHAS!N"#IY YoM (H "$%E&YSN " # $%0&# 1 D& () S ESHOHS %0&S$ %' () #+,#$H#)$
"#$%E&'("#) *P) #+,,3%$ " 1BHP 1"#S%!&!""#$% &' (%)* % +**(%'+%,-*% &.(&*/,%'(0% ,-*1*%
"#S Y& # H(HIN&' )$HHI"# %" &MHB " #B%&™ ()*)+"("*,-  N"#$%E&"()* +,(%*-.-/*O"

MBI HEN& () &*H#+,"% %" Y& -+HE#SV &' & () *$+,-*&./012FH$ % formation Technol!"

gy Infras!"#$1#"%&'()"™*"+&,-.-'/&(0&*&1"*2%34"5&41&)%0!& 6"*$!($%0&1"42& 7(11%"%8! & 4"9*
"#$s "#P%&' ()*' +#",&-".*/('0"11(21*/' 3*1%/'()!('!00"#11)")!/' I"#$%& &ifselflto be
effective in practice!!"#" variety of IT organizations!"The objective of ITIL is to deliver

high quality IT Services!"#den & Langeland 2010; "#$%& '& ("$#)*%+,&-./01&-0&""#$
Bernard 2012.)!

!

M 1"H#3%&' () (%S (*#&+(),-H(Was developed by !"#$British public body!" #$W'#$%&'(
Computer and Telecommunications Agency (CCTA). ITIL was not used !"#$%!"#$H &S
"#$%&&'()$ *+,$-.-/$012("34hat was published between 2000 and 2002,!changed

that! I"#$!1%&'($&)!1&$*&$+',1-'S *#'/0S 12'#S "#$12$ 1S 2&!"#!(#$ %3($45678$4549%:'(2*3"$;$
I"#$#%&# (' service lifecycle model for ITSM. ITIL has a processsased focus !"#$%&%'$
"#$%&' () (*"$+#%,"*(-./&$0(01%#02(3#&+"$S " (*"$+#%,%'4(0-$5$(6&F (7B ERE3. % "#$
"#HH$%&"$ " #1&()"$ (*$+%) l{flen & Langeland 2010.! "I#$%PRS!"#"$%& () &*1-
"#$%&$'%"(%)&!%*&+$, 1" YOGS ($)#*+$,-./0$ L' 2#3#+4$5%$ ! "S6H Atass ITIL

v3 is used as a reference. ITIL 4 has some updates compared to ITIL v3 regarding!an
end<tod"#$ %&!"()*"+$ ,%#!-$)%$ . 1) /S #!-*0I'S ("#$ .%")*"1(H improve tech<enabled
products and services. (Axelos 2019b.)!
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"#$%&" | (#)("*+ | Service Design! | I"#$%&™ (#)** | Service Opera- | "#$%#&'() *+
tion! I"#3 vice Improv!"
I"#$ |
"#$"%&' 1" n- | "#$%&™ &) | "#P%&'&($) IH+H Access man- | Seven step im-
I"#$#%8& logue manag!" | "I#$ %!&$ (" | I"#SH%& provement!
I"#$ | port!
Demand man- | "#$%#&$%$'() | Change  man- | "#$t manag!" | !
I"#$#%& I"#"$%!96#& ! "#$#%& ment!
Service portfolio | "#$%&'()$"* Change evalu!" | "#$%&" #"()"*H !
I"#"$%!9%6#& ! "#$%&'() *h- | I"#H fulfillment!
agement!
M'H#$H%"B&' @ | "#$%&" (" "#'$%"& $'(d Incident  man- | !
I"#$#%& I"#"$%!96#& ! "#$%&"()* "#$#%&
management!
"#S%&HH  (&)| "#'S%&'( )'n- | "#$%&™ ()] "#$%&'( ) n- | !
tionship  man- | agement! "#$  %&™()" a- | I"#$H%&
ageme!" ! tion manag!"
"4 |
! "#$%&'())*+$& | "#$%&™ $()%e7 ! !
tion! tion and testing!
! "HHS%& ()" | I"H$%E& (&) ! !
"#$#%E& management!
! I"# $%&'()%o# JH | ! !
"#$%

Table 2!""I#$%&'()**$+&) ¥ #$%& #()&the phases)land processes!(ITIL Docs!2020!.!
!

ITIL describes !"#$%& ' %#(!$&)F as “the implementation and management of quality
"#$%E&'()%SH*+ @ WS %SP&™ ()" #$"*+',%$"-" .["'$01,2$" 34%45$3$%!"," 6$0)(03$&"
by IT service providers through an appropriate mix of people, process and information
technology ” (Axelos 2019a).!

!

In considering!ITIL best practices! "#!$#1%&'(")*"#"# +,-*Hhe "#$% &' $&()*+,%-(./#&(%
"#$%& #()"&*+"#,-.$&,a8ustomer and value is seen as a core of the service concept.
ITH"#$%&'$(" ($)*&iv®he "##"$%E&'($)*+(,-./0%1.(%2()(3.)&2("1(4.#%0./%&'(0)#%.(6"(15
"#$%&' () *+,-.-1+1-/0"" 1] "#$&', 1 &!"#$%! lwant to achieve without ownership of spe-
"#1$19%0&'&$ ()* S +"&, &S PoStOEHHAENE " () +,$-". &' *#' /$' Gmplified!to two mail”
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"#3$"%&%0""# $%& VP % &' (‘&) S *+$,!""1*&)-$.&'('&) S /H#*0$ &1#$ 2% & 32/#HH& 11 &S

tomer receives and warranty means the wa!"#3$%" & #(&)%"*+",-&.*/%/"0-&HH "#$%!&

provider point of view. (Bernard I"#! .)!

!

ITIL describes service management by service lifl"#"$!%&'()"(&*!1+",)-1+& (.'& +!,/)"&

I"H$Y6106H&, () *)HYHE+" %'~ #1%01" 2%, 3.(%'-. 4% (5(-%""#0'+%, 3.(%'+&"$%+" %'0%-+(,.6%0"
"#$%&H ' ()*&H + #-&* N &H#0'&/1/0&# 2%34&4A# 3" #58&# 3046# 7 &AI*|5& T# 34# 2#6/&A44+# 3*&34#:
clude 26!more detailed!processes in ITIL v3. All"#$%&'($" 1S (*(!$"+%$+,"+-."/%0($,,$,"0)"

"#$%& '(#)%PP& *(%* P& *(%& '(%0$%+!%,& -+& 1*./%& 01& 2#3%4% (& !"-$& 5*H1%(6$& "%$-$&
I"#1$%8& Gervice lifecycle phase objectives! "#$#"'$%&!"'()$*+",)%%S$tivgs. The 1" w-
"#3%&'()*+,$-*,%+!.*$*'% &S (&', *$/0%) & Bce lifecycle more clearly and in more d!"
I"#$%& ' (B¥ice lifecycle has five phases that are; Service strategy, Service Design, Ser-

vice Transition, Service Operation and Continual Improvement. (Bernard 2012; ITIL

Docs I"I"# I
Continual Service Service Continual Service
Improvement Design Improvement

Service
Strategy

Service Service
Transition Operation

Continual Service
Improvement

I"#3$%&'()TIL Service LI"#$%$&#
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RQPQPH#$%&" I(#)("+

The first stage I" I"# "#$%&"#$%&%!$' () *"HP%&™ (&) (*+*,(-.(&#(tice strategy. It
defines from !"business point of view the value of the service, "#3$#%&"%($)*%!+* 1$-.*
"#$% &' (% )*+#!,"-#$%.)/% ,04% [HSHA. s!"#!1$%&lefines guidelines to!!"#$%#& '$()#&
"#$%E&S! ()*+*$I"#$,1)"%!) "B H#S " %&§dvantage.The s!"#$%!&'(")(1*+&'()*1&%),&-1&).'1&
"#$%&" () #{("#Paxis of service lifecycle and it combine all stages together. !"#$%$&'()%
"#$%&'(&)*"'+'),-&./&%"01)2"%& B&ded and how services should be delivered.!(A!"
elos 2019c.""#$%#&'()*(#Gérvalla et al.,2018.!!

|

|

RQPQ#Bervice Design!

I"#$Service Design phase is the next phase!"#"#3$%&" () *"#+$,#(1)-#-(./"#)-#($#0"-)/1#.10#
develop service!with!alsmooth build and effecti!"#$%"& ()$*#!"#$%&'($)&! (*$"'+,-#!
"#P%&#&(")* +" #'--'-)* ystems and tools. Regarding IT service management,! !"#$%
"#$%E& '()*+,%88e "#H#"$%&I(#$%&'# $%&!%0 achieve current and future requirl!”

I" nts from !" business point of view!"#$%&'&()*"+$',4{ts, measures and metrics.!The
sI"#$%!1&'1($)*&+,-(1&*(."I(&"! "#$%&'()'*+,!"-&".$%#"/$." 0HSYd&ve objects!!d!"#$%&
of 1"# $%&'()%# *++%&%,-# %R Vite management systems and tools, design of IT
architectures and management systems and tools, design processes for installing, o!"
"#5%&' (#&)(%*+",-%&'(./(0!"-%1!0(#&)(+",1!00!0(#&)()!0%'&(,2(*!1#03"1*1&$(*!$4,)0(
"#$%&'()*+HI"#$%&$'()*+)!Gérvalla et al.,2018!"!!

!

!

RQPQBH#$%&" (#)*+%,%6-*

I'1"#$hird phase is all about planning and managing the implementation!oflservices that
we!"#$"%&' ("$# &t "#HI%H&'(")! Services I"# 1"#S%&'("&H Yo0)#*%*+,,-#."[#0")1'2"0
put in place!" #P"#$!"#$%&" (#)*ition stage it is important to ensure that customer
specifications are !"#ISHHGS "#S%E&" (#)*+%(%,* -.)+" " - H'#IS%&!" ($)" *($(+,"
"#$%&' ()" 1"#S%E&" %! (#)*1%(%o+*",' (+1) HS%&' ) #*'+"+%0, Yo+"#-" . LB &) 1B %! &#'B(
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IHS%&H ("$$"$Y6)$ %%+, % %Y $+1"%6 (0+12"06 3+1+2"3" 1406 +14%0"-&$Y4* % 3515356 "% *
I"HSY0& Yot (") +,%$&Yo, +- [#+060+1/ +-2BCBASIATERA " HS 1" HSI#1" & ()4

!

!

RQPQI#$%&" ()" #++% +

I"HSUHSV0& Y0()* SHYEYOE (B +(,&-1.$' &HHRIF " HEYE () +,)-%()$.')# (/01) 1 (%0, (2!

IHSYo8 H(Y0) “HESHE H&+(,-5)"HS 1+)") MBI HISY0& & V6& (JHYo H-+(#1+" (HYo*#, -+ &. (1] #
I"HHSY0& | (Yo)*+{IHS OB HSIA HSIB" HSY0 &' () *Yo+HS+$!, (IF) 0l <" 4"HS%&' (") %+$%,$
IHSY08.&Y68, (V)4 S100# QI HEVHE () +(,+)-Yott* [ H+(* ' #"1Yot—+( 0" HS%ES(

" 1"HSY0&&%0'()' V& L/

|

|

RQPQUH#SIHE () +,-%.+)/01,"-+0+#$

The I"#$%&!"S("#SY6& () H+' -&),.&JOI,' -1& 21" HSHYO& (B HEISV0& H (") +( #-1."+- #
I"HSY& " HEIH IHSYRIHSYE™ ()  I"HSYORHS &I()*+,-%0&-) &+ &."+&-) &I AN HSEAE.
"H SO SBHSHIVOBBY SYV0IH &' (" # $IV6&'SI(1)*"+# - . I"HS %68 ()*+,$-*($./+1,* *"#(
I"H$%8 'S8 (YS! *$'+,%6&-) (&1, %.%*/*08& 1 2& $%(3'4%&.".| (ISHVHEE() 1 %6$ ()*#-+ 1
I"HS%& (HY6&)*'+,-.$%./'012BB%68E&Y6'() Yo & I/

|

|

RQPQV#$%

I"HS" 068 ()& 'Vo*+ - H'+UBEY& & () " HSY&™ ()F)+" (", #-." &)* O™ [1)#"2' 3-#' 1™

BB &'($HS)1% *+I$,-#'$.% [+ SEBSIE' 1" I"HSUSEBHSIE HS "HY6&' (%) 485 %&'$

I $106 ISV RYVHESY0&" (5% &' (&% (%6 HS* 1+ SHWHSI&E. ()*)+%6(%*,' )*-'

IS8 (1" #$%& )+ 1*$1%6($%(), &")-.'($/-++-"$0(%H-"$,%&0() ) $"#$ 1 2"0*-&") 3$*+()($
I"HB%& () &*S&+S, ) $+E& (%" & (V0&. " SIBVHER YR HSVBH S HEVo&H () * " HHA" I"HS

I"H 4V N HSYOE& () *+,- |
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I"#$%& ' (&)F

"#$%&™ ()*"#!

I"HSU&H () + W HS% 86! ¢BY AVEEH Y& |

I"H#$%6&" ()¥)+"#!

I"HSU&H () + W HS% 86! ¢BY AVEEH Y& |

"#$%&&'()*%! I"#$%E&H#' ()" +H,'#$%&E&' ()*)+%(%*, )*-' 1" I
"#$%0
"#$%&&'()*)+%" I"#$%E&H#' ()" +H,'#$%&E&' ()*)+%(%*, )*-' 1" I

"#$%0

I"HB0&E " (SIMHS !

I"#$%E&H#' ()" +H,'#$%&E&' ()*)+%(%*, )*-' 1" I
"#$%0

I"#$908& (%" #+, J#) &

I"HSY&H' () I HSYE (" ++"+(%0', (- 1$&*'+

08 () * - |

"#$%&H'()"™* +',-'&* .",0'&* $/%."##"#* 0&1* 234
"4l

I"H#$%&" (") 1+" &Y%, -%6).

"#S%&H'()"™* +',-'&* .",0'&* $/%."##"#* 0&1* 234
"#$%

|
I"#$%&"" H#$%&. )
!
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|

I"H$%&. ()*+,-%6&.%/%$(01%2* &+, & (-#"#2,$$380-(1(*%.&43&,&"-(50& () &6 7 &' ()*+,-%&0-()%
HS%&I S ())* +, - S0 S 1" I"HS%&'( I11"H#$"% &' ($)#* (% +,-.'(% /&% O)#/$#0-'(% 12)%
I"H$%8&.'()*+!,%& -%6.%$ (/0N AR OB HSY6& I'(& )*+',+)"$%& I*$& -1%6$(& .'& $/)$*+08B'1%
I"HSHY &'V $()1*+ #6 -, HSS.(I+0$%), (1% I"#., Yo #+,0.4, U™ (CRBIGH)*+# +-+"0b./+0'H
IHSU& (HS)H(*"+"(,-%o*-( I"HSY" BHBI"HSY& ("#I$" Y& ()" *I#+ YABH $%&™() I"#"$

't I H D08 SO Vol ' I HEI&™ () *+$+ #+$,,"- /- - O(1"2-' 1$3' 13-$0/# (1"
I"HSYIHS%&! () S5+ I"HS% & " H NS Y& S&() ¥+, +8-. ) S+ HSSU& WHHSU&H & ()&
I HS0&™() A 1M

!

B 1 S%08 " & () PHD0& Y& () +,-. 0+ 1+23") %4, "1 ~$+4, 1)U N HSHI& Yo (') 1+’
I"H$%6& ()*($+,-./0(,- L("HSVoRHBYoHE (" HS%&' ()" () (+,1"1%-11+"%.I"+11/"  I"#$%&)
I"HS% RS HE" HSYH SR SHUKYO& YOI IH N HS YRS "4

!

I"HS068 ()& "HH S HISY68 () +BESU I"HSI8! I"HS% &M HSY&' ()%+$)+ $" #" $-*()'
"H$0&M() 11" 1"HS%&S$" () *(&+BIHSY0& () 485 YoHEB(HEY& () +!,%&-%. Do (
HSISE () NI HSY8Y™ () (" IY%S('],%6* (--$. (#10*121)%* &Y' +.).23*14*()4. *
IHISYHSE ()*H 1"HSV0&Y6"%0'() *+,) *1-HH 11" S8 (V¥ &++* *I'H 1H1,%)-#")&, .-)[# I'H
I"HSURH" B H VRS 1]

!

"4 1" HESHOLEH (H) HEYBHFY& H*&+"( )" "~ (O 11" 11" 4"H$%& '$$(%')*& *'1&
I"HS%& ()*+ #- (H$. ()-8 (*$™*.&(Of, (+&HL(HS. () YoHS* 24+ WEBHY & VA YIBIBEH"$%o!"
I"HS061 & Wb (" HS!"HSYO& H()*'+06' - (. HIB HS VY &H & %" ()*(Yo+,-&./0.80(1-& #&/,+%&.,01-&
" $6" QIS 08, " (&B) " HS1 % SRRV SHYORH SY0&SH B & (1 &) H&*+HS"H#,")-# (") #I".
I"HSY 1

!

I"H$%8& () &*+)&, -/ \OBBYLRAI B HA " HS Y& (B) I HSWB #SY& () *(+(,"-. (1$)ONS$") I"#$I%&
I"HBO6& (#) *+)"HSY0& () I"HS VoH&' (")*+ H'H# 1 1"HSY6& () *+,-& .SVBIBSY0& (") 4+) #*-&
H1"HS %8& (S &) (*&+,-(.$/) S DILI"# $Y6& (%0) &(*+)# ,&-( .+ (*HIIDHES%& () ) #$%*"+,-%)



I'HS 1S %08 ()* &S+ H#-8+8&, 1 #,. 5 %08 ()*&S | &H+VoSHERS"HSEY $" 8 Y6 (H)OBH'HS
I"HS06& (H) I"HS Y& &H($ ) *+$ (RS HD0& B(&IVHS%&'S()" *)&!" ($+" - &1&!/" 08"
I"HS068& ' ()$*&+"(,)- A I"HS%& ()* (M HSI"HY0 & 'S(&IMHS Y& " HSYO& (HS)* 068 4~/
I"HSYO& Nt HSYoH&H" (HSYo) M &I HH"HS V& (I"HSY0&' () *$+ ) -.") YIS Y& (1)*
I"HSSYS&HS I

!

I"H$%& () +,-%& . %6/%$(01%2*&#'&, 2831 4-%$$, & V- 1&)(-&.#))%-%2* &) ABE B, 2.&
I"HISHYU&S V0& (&) QHFHY HSU & (JH*Yo+ 1R 86 (VS

|

SQP! I"#$9%4&

The Agile manifesto! ("#$% "&% 'Q004)! describes the four core valu!"# $%&$# &'H$%E&'
I"#$%&'!

A "HS%SHE () H#* P +,- +B")*[%,-*0-/.,)),) " #*+/() !

@I Working software over comprehensive documentation!

S| Customer collaboration over contract negotiation!

_| Responding to change over following plan ! !!
I

SQR! I"#$"%&X)

The Agile manifes!" !Beck et al.,!2001)!describes!also twelve key principles that!should
be followed:!
«ll
Al Satisfying customers through early and continuous delivery of valuable work!
@I Breaking big work down into smaller tasks that can be completed quickly!
S| Recognizing that bes!"!"#3$ I"1#3$1%& #("&%!}organized teams!
| Providing motivated individuals with the environment and support they need
I"#$%&'(%)"*$%+,-$%. B F$%"&!
Bl "#$%&'()*"+ #--#-)%.$%)*"+/+%#)-0-%$&'$ 1 2# M 33+"%0-



RI I"#$%" HSHSEI "H Yo &AVESY& (Yoi') *$+$,%-'(!
T IHS%E& () %&SBY08 + S+ Y./ +0+9%' 1 HIIHSV6 &
al "HS68 ()% + #* - JOHL+*+H#2$* 2(3*%04™ (M HS V& HSH HY0& " (#(&)*+ ).
I"HSHY&S' (1) &bH
Cl I"HS%& ()% (*'+ "HS VOBHSY& (1$H# )" Vo$+1(,#-*# -I#"-#0%1-2%6H 2 68"
I"HSUBHSHI HSIHY&' ()" *$+,-1.)/ I"HSS%!&' () 4+
AAITHS8. ()*+8&,)&"SS*-*10"H#1,%(/* 2*3,1+4"["5*6,&T
AN T HSIOHE ()*+,,-YoH HISSI06H
A@I"HS%&E ' S()*+"$(%),-#)")*-./%0'0'1%)"21"$0N (¥
|
IHE"S%& ()*+),I"HS%&" () ) +1%,$-) . II"HS%& (BHSI"HSYE' () *+ ,-1$".) &+, )" HHI"HS U &H#'
HS%& (")( IHS I HSHOME HSYOR " HSYOHI & [ HE$Y &'SH()Yo IH+ 5% *#&+./'% 01)% "+21%
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Industry of the company

Telecommunications M 1
Retail m 1
Mining technology M 1
Wood industry mm 2
Manufacturing Industry W 1
IT I 46

food and drink industry = 1
Finance, payments M 1
Engineering works M 1
Education W 1

Bio products from woods N 3
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Location of the company

Finland, Sweden, Denmark, Norway, Poland, UK I 1

Global - 9
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Agile roles

self-organised teams 35
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Agile artifacts used

sprnt backoy N 3
Product backiog [, 25
No agile artifacts used - | 20
Kanban [Jj 1
increment |G 7
Bundown chart [ ¢
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Scrum events implemented
No scrum events implemented [ . -
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6 Rules for Agile Service Management

1. Embrace transparency

2. Implement Scrum events to increase communication

4.Clarify to team, customers and to stakeholders the aim of implementing agile methodologies

5. Focus on customer

| !
| |
| |
[ 3. Achieve quicker lead time by breaking big work into smaller tasks ]
| |
| |
| |

6. Prepare for organizational change to be able to implement agile roles
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