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ABSTRACT

AgilemodeprojectsareincreasinglypopularamongITDepartment,includingthemostcomplex
organizations. The deployment of agility on a larger scale fits over a long period because the
motivationsarepartofapersistentsetting.Thedeploymentoflarge-scaleagilityisthereforebased
onadeepandlastingtransformationoftheorganization.Inordertosupporttransformationalbusiness
changes,ITmuststreamlinethetop-downprocessofnewITprocesses.ThesuccessofanITservice
andassetmanagementdependsoninnovation,agility,andefficiencytoaccompanythetransformation
oftheorganizationfromatraditionalvisiontoadigitalvision.Theaimofthisarticleistoproposea
practicalagileframeworktoimproveITserviceandassetmanagementITSM/ITAMprocessesthrough
acasestudyintheorganization.Thefindingwillhelporganizationstoassesstheircapabilitiesand
toaddresstheprocedural,technicalandhumanaspectsofITserviceandassetmanagement.
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1. INTRODUCTION AND BACKGROUND

Overthepasttwodecades,ITSMframeworksprovidedamoresystematicapproachtoITservice
managementintheareasofIToperationsforcontinuousimprovement,implementationanddesign
(Marrone,Gacenga,Cater-Steel,&Kolbe,2014).Variousstudies focusedon theadoptionof IT
ServiceManagement(ITSM)asa“specificservice-orientedbestpractice.”Accordingto(Winniford,
Conger,&Erickson-Harris,2009),approximatelyabout45%ofUScorporationsareoperatingan
ITSMwhile15%arepreparingforitsusage.ITservicemanagementisaqualitycustomerservice
thattriestoensurethatcustomerneedsandexpectationsaremetatalltimes.

In“ITIL:WhatItIsandWhatItIsn’t”,(Marquis,2006)examinedthemeasuringtechniquesof
successfulcompanieswhenimplementingtheITIL-bestpractices.HedescribesServiceSupport,
ServiceDeliveryandexplainsitsstressonanITSM-ITILbestpracticesthatitdoesnotstandalone
anditcouldbesuccessfulwhenapplyingtootherpractices.Theauthorsdefinethreemajortasks,
which define appropriate goal setting through a Process Maturity Framework (PMF), rigorous
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auditingandreportingthroughaQualityManagementSystem(QMS)andProjectManagementand
aContinuousServiceImprovementProgram(CSIP),tosupportITIL-usage.Furthermore,healso
providedmoreinformationaboutbusiness-alignedITprocessandcontinuousimprovementofthe
tacticalandoperationalcomponentsespeciallythoseprocessesthatfocusedonservicequalityby
clientsandusers.Inotherwork,(Bartolini,Salle,&Trastour,2006)suggestedanITManagementby
BusinessObjectives(MBO)method,whichisaspecialmethodtoensurebusinessstrategicobjectives-
ITalignment,bydefininganewsystemfordecisionsupportinITSM.ItiscloselyrelatedtotheITIL
componentinoperationallevelandtacticalleveloftheoretical.In“E-government:ITILoriented
ServiceManagementCaseStudy”.(vanGrembergen&deHaes,2009)illustratedasetofthebest
guidesandpractices(COBITFramework)forITmanagementcontrolandassuranceofinformation
technology,andcategorizedthemaroundalogicalframeworkbasedon34ITprocesses.(Marrone
&Kolbe,2011)studiedthebenefitsofbothoperationalandstrategicofITServiceManagement.
TheresearchoutcomeindicatesthatastheimplementationofITILincreasedthenumberofrealizing
benefits,likethelevelsofmaturityoftheBusiness-IT-Alignment.Inhisbook(Willcocks,2013),
theauthorproposesdifferentapproaches toevaluatingpracticeat strategic levelsandduring the
pre-purchasephaseofISassessment.Intheirbook(Ang,2014)introducesacomprehensiveand
newapproachtothesecularproblemofwheretoplaceyourmoneyintheITassetmanagement.In
recentworks(Lowenstein&Slater,2016).Theauthorsexplorethebalanceofthethreefundamental
aspectsthatmakeupassetmanagementandwillfocusonhowtoimplementstrategiestoreducethe
totalownershipcost.

Theconceptofagilitywasfirstusedinthestrategicmanagementandindustryliteratureinthe
1990s(Meade,L.M.,&Rogers,1997;Vernadat,1999;Volberda&Rutges,1999;Yusuf,Sarhadi,
&Gunasekaran,1999).Theagilitypresentedandproposedintheliteraturewiththeargumentthat
successinvolatileindustriesrequiresadifferentsetofcapabilitiesthanthoserequiredforsuccess
instableindustries.

Intheliterature,thereisalackofresearchonagilityinITmanagementsystems(vanOosterhout,
Waarts,&vanHillegersberg,2006).AlthoughtheITfunction,inallitsdimensions,gainsinflexibility
andreactivity(Bi,Davidson,Kam,&Smyrnios,2013).Beyondthat,theITsystemfunctionisatstake
andmusthavethecapacitytoaccelerateitsadaptationtobusinessneeds,marketrequirementsandthe
strategicalignmentofITandorganization.Agilityisthebestsolutiontocopewithdifferentinternal/
externalchanges(Overby,Bharadwaj,&Sambamurthy,2006).DevOpsisasetofbestpracticesand
guidelinesthatensurethedevelopment,assuranceandqualityimprovementandoperationstobetter
meetthecustomer’sneeds(Balalaie,Heydarnoori,&Jamshidi,2016).ThewordDevOps(DevOps
istheconcatenationofthefirstthreelettersoftheword“development”andtheusualabbreviation
“ops”oftheword“operations”)wasinventedbyPatrickDeboisduringtheorganizationofthefirst
DevOpsdaysinGhent,Belgium,inOctober2009.Toensurecompetitiveness,theorganizationneeds
toacceleratethedeliveryofnewsoftwarefeaturesandfunctionality(Balajietal.,2014;DeGroote
&Marx,2013).Thisistheideabehindagileapplication/softwaredevelopmentprocessesthatare
nowwidelyusedbyapplicationdeliveryteamstoreducethetimedelivery(Fitzgerald&Stol,2017).
DevOpscanbeappliedintheITSM/ITAMfield,inordertobenefitfromitandtoensureanefficient
andflexibleITSM/ITAMintheorganization.Inrecentworks,(James,A.R.,Pankaj,C.,&Micki,
2015)exploretheattributestoselectandexecutearesponseinanagileinformationsystem.Asetof
attributeswasinitiallyderivedfrompractitioners’literatureandthenrefinedusinginterviewswith
practitioners.Theimportanceandvalidityoftheattributeswereestablishedusinganindustrysurvey.
Allattributesderivedfromthisstudywereconsideredrelevantforselectingandexecutingachange
inanagileinformationsystem.Morethaneverbefore,(Kim,Debois,Willis&Humble,2016)argue
thateffectivetechnologymanagementisessentialtoensureasuccessfulbusinesscompetitiveness.The
bookcreatesalanguagetodescribeDevOps.Highlyrecommended,nomatterifyouhaveaprofessional
ortechnicalenvironment.TheDevOpsHandbookshowsleaders/practitionershowtoreplicatethese
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