
Enterprise Service Management –
The Landscape and ITIL 4 in Context



What We Will Cover

• ITIL 4 Our take
• ESM ITIL 4 convergence
• The challenges to an end-to-end enterprise
• Some practical tips for enhancing flow
• Mapping your processes/tools
• Conclusions



ITIL 4 Evolution



ITIL 4 Value Chain Support

Why is this any different than Enterprise Service Management?



Enterprise Service Management



ITIL 4 Value Chain Support

HDI Report 2018



7 Guiding Principles 

HOW?



Pink Elephant Holistic ITIL 4 View

Pink Elephant 
have mapped in 
concrete terms 
what the value 
stream means



Enterprise Service 
Management  = a 
lightweight version of 
ITIL 4



But seriously – IT has a bit of a bad rep

Let’s be frank –
how much of a 
challenge is 
this?



It’s a Great Story!!!!



What Do We See?



What Do We See?

Service Desk Dev Team
Testing 
Team

Production

ITIL/ITSM Agile/Waterfall Change
Management

QA Methods



And the Barriers Go Up

ITIL/ITSM Agile/Waterfall Change
Management

QA Methods

Service Desk Dev Team
Testing 
Team

Production



If you are really unlucky….

Centers of 
excellence

PMO
Business 
Management

Compliance

Finance



This is another spin of an old problem

STRAIGHT THROUGH 
PROCESSING



This is another spin of an old problem

The three ways;
• Fast left to right flow of 

work to deliver value to 
the customer

• Fast right to left feedback
• A high performing culture

enabling constant 
improvement



The Critical Success Factors for STP/Flow 

• Executive Leadership

• A Blueprint of what end-to-end means – and alignment of handover 
processes and behaviours

• A clear understanding of the barriers and the removal of them…

• Quick wins for momentum but not at the expense of a proper 
transformation

• A common platform built or designed to facilitate flow



Lets talk about the reality of our 
functional islands



We’ve done it before!?

What’s the point of an ERP 
anyway? – and if its good 
enough for everyone….



How bad is the divide?
Market Assessment Agile/Dev Ops Space



Forrester’s 
Take

Apps Run the World 2019



Ideas to connect the dots



Enterprise Tips to Enhance Flow

• Encourage but manage distributed departmental service 
management

• Knowledge Management across domains (not within 
them)

• Shift left intelligently and flexibly (the how)
• SLA’s across domains (flow)
• Synchronized hand-offs across domains
• Integrated Incident and alert messaging with all tools



Encourage ESM with lighter solutions

• Offer standard service, enabling departments to 
provide request management   

• Enable flexible work flows and standard business 
templates

• Charge for the service
• Build common collaboration spaces across the 

enterprise
• You will be surprised at the demand

IF YOU DON”T 
THEY WILL DO 
IT ANYWAY 
AND 
SOMETIMES 
BADLY



Knowledge Management

• Wiki centric
• Collaboration led
• Central content 

contributed to by all 
teams

• Documents are the last 
resort

• Release Notes
• Requirements
• Retros
• Team Meetings
• Lessons learnt
• Linked to planning tools



Shift Left



Where will you get the knowledge?

Examples will follow of use cases

Users simply search for what they 
want to request or ask.

Recommend KB articles based on 
search terms.

Recommended service request types 
based on search terms.

Smart-Graph Search



Shift Left - Explicit Service Status 
Published

• Best practices approach to 
incidents is to get there first!

• Adopt full service offering on 
status

• Segmented notifications
• Private pages
• Obviously tightly linked to 

service/application owners



Hand-off strategy across domains

• Everybody needs to 
know their role

• What happens 
when, where and 
next

• Change is the point!
• Map it all out as 

playbooks



Hand-off strategy across domains

Service Desk Dev Team
Testing 
Team

Production

ITIL/ITSM Agile/Waterfall Change
Management

QA Methods

Request Record
Work record in 
the backlog

Defects Change record



Hand-off strategy across domains

• Answer – preference to use work record as common central 
reference. Any item without a link to a work record isn’t in the 
queue. Enforce linkages to the relevant work record…

• NB link to asset management of course

Service Desk AGILE Team
Testing 
Team

Production

Request Record
Work record in 
the backlog

Defects Change record



SLA’s Spanning the organization

website

Actual ticket Actual Fix



Collaborative Incident Management

Identify & Communicate

website

Mean Time to Diagnose (MTTD)

70% of time

Mean Time to Resolution (MTTR)

Investigate & Diagnosis 

?

?

?

!

ClosureResolve & Recover

website



Reactive



Proactive

‣Major outages tickets
‣PIR Analysis
‣Software releases
‣Vendor information
‣Event monitoring 
‣Team situational awareness
‣Team experience

Time

Data inputs Problem Mgt.

‣Cross team collaboration
‣Problem trend analysis
‣Root causes identified 
‣Improvements prioritized Known Error published

RFC / Bug reported

Service feedback



Proactive



Integrated Communications

People 

Tools

Monitoring



Integrated Communications

People 

Tools

Monitoring



ITIL 4 Value System Tools Mapping

Plan Demand Build Run

Communicates status of 
service proactively

World class business 
planning app

Fully featured Service 
desk 

No 1 tool set for agile 
planning 

Git Based code repository

Automated Build application

Automated message routing 
and incident management 
system

Integrated Portfolio Planning 
Ap across the lifecycle

What does your map look like?



The Wrap

• Even with silos measure end to end throughput and 
performance – map the journey  – a current state 
assessment is a good place to start – its all about flow

• If you can; invest in integration across major toolsets
• Collaborate collaborate collaborate
• See Dev Ops through the eyes of different players – read 

the Phoenix project!
• ITIL 4 means end to end – executive leadership is going to 

be needed to fulfill the dream
• Good luck and if there is anything we can do to help….



Questions?


