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Winner of the Shingo Publication Award Accelerate your organization to win in the marketplace. How can we apply
technology to drive business value? For years, we've been told that the performance of software delivery teams doesn't
matter?that it can't provide a competitive advantage to our companies. Through four years of groundbreaking research
to include data collected from the State of DevOps reports conducted with Puppet, Dr. Nicole Forsgren, Jez Humble, and
Gene Kim set out to find a way to measure software delivery performance?and what drives it?using rigorous statistical
methods. This book presents both the findings and the science behind that research, making the information accessible
for readers to apply in their own organizations. Readers will discover how to measure the performance of their teams,
and what capabilities they should invest in to drive higher performance. This book is ideal for management at every level.
The traditional IT operating model of delivering IT to the business in the form of bundled capabilities and assets is now
wearing thin in an age of cloud computing, on-demand services, virtualization, mobile devices, outsourcing and rapidly
changing business delivery strategies. The role of IT is rapidly changing from a primary focus on engineering to a
primary focus on service integration. How might an IT organization effect this transformation? Finally, there is a book
that shows you how! This is not a theoretical treatise but a practical guide that shows you the activities and steps to
show results quickly. Learn how to define and build a comprehensive IT service management solution that incorporates
process, technology, organization, and governance activities. Discover practical tips and step-by-step approaches for
defining your IT Service Management Vision, building your processes, developing a communications strategy, analyzing
stakeholders, identifying technology requirements, and building your transformation program. Organizations that have
already undertaken a transformation to IT service management are finding game-changing results positively received by
both business executives and customers of their IT services. Using this book, start your transformation today!
Harold Kerzner’s essential strategies on measuring project management performance With the growth of complex
projects, stakeholder involvement, and advancements in visual-based technology, metrics and KPIs (key performance
indicators) are key factors in evaluating project performance. Dashboard reporting systems provide accessible project
performance data, and sharing this vital data in a concise and consistent manner is a key communication responsibility
of all project managers. This third edition of Kerzner's groundbreaking work, Project Management Metrics, KPIs, and
Dashboards: A Guide to Measuring and Monitoring Project Performance, helps functional managers gain a thorough
grasp of what metrics and KPIs are and how to use them. Plus, this edition includes new sections on processing
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dashboard information, portfolio management PMO and metrics, and BI tool flexibility. • Offers comprehensive coverage
of the different dashboard types, design issues, and applications Provides full-color dashboards from some of the most
successful project management companies, including IBM, Microsoft, and others Aligns with PMI’s PMBOK® Guide and
stresses value-driven project management PPT decks are available by chapter and a test bank will be available for use in
seminar presentations and courses Get ready to bolster your awareness of what good metrics management really entails
today—and be armed with the knowledge to measure performance more effectively.
If you read through this book and still dont believe there is a critical need for IT Service Management then good luck
seeing if you can survive in IT for the next 5 years. Agile, DevOps, Lean IT, Virtualization, Application Lifecycle
Management, Cloud Computing and many other technologies are rapidly pulling IT in many directions. These modern
ways of operating IT to cope with a world of rapid change will not go away. Somehow they need to be pulled together to
avoid the chaos. Service Management is the glue needed to hold these all together. There is no IT value for the business
until the point a service is received. For this reason, this book is written for IT leaders, managers and practitioners from a
Service Management perspective. Having the best development practices, be it Agile, DevOps or others means little if a
service is not delivered to the business. When they need it. High Velocity ITSM is about transitioning the IT Organization
from traditional waterfall slower service development and support to a service delivery organization operating at high
velocity. This book provides practical guidance for: ? Transitioning IT towards high velocity ITSM ? Using Agile and
DevOps for rapid service build ? Using Lean IT to operate at high velocity ? Streamlining your ITSM management
processes ? Building a Lean IT CSI Program ? Learning and applying modern IT methods and much more!
High Velocity Itsm
Measuring ITIL
ITIL Small-scale Implementation
Transitioning the It Organization from Silos to Services with Practical Organizational Change
IT Service Management: ISO/IEC 20000-1:2018 - Introduction and Implementation Guide - Second edition
Guidelines for Superior Service

What services does the IT organization really deliver? Rather than discuss the theory around what a service
catalog or service portfolio is, this book gives you the actual IT service descriptions for running, operating, and
managing an entire IT infrastructure. It's all here--complete service descriptions, catalog and portfolio templates,
service implementation plans, service governance processes, and much more all packed into this one
handbook! Just about every IT support service is described in this book. Take the service descriptions you
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need, mix, match and customize them to quickly create the content needed for your own service catalogs and
portfolios. "Many books talk about how to build a service catalog--this book is a service catalog!" "We really
struggled to identify and pull our IT services together until we saw this material--it saved us months!" "With this
material, we can finally tell the business what IT actually delivers to them!" "A valuable reference resource for
ITSM practitioners, service managers, CIOs, procurement managers, and anyone else sourcing the services
needed to run an entire IT infrastructure operation!" "One can put together an entire IT service management
operation just from the service descriptions in this book!"
Proceedings of the 11th European Conference on Research Methods in Bolton, UK, on 28-29 June 2011
This title is the sister book to the global best-seller Metrics for IT Service Management. Taking the basics steps
described there, this new title describes the context within the ITIL 2011 Lifecycle approach. More than that it
looks at the overall goal of metrics which is to achieve Value. The overall delivery of Business Value is driven by
Corporate Strategy and Governance, from which Requirements are developed and Risks identified. These
Requirements drive the design of Services, Processes and Metrics. Metrics are designed and metrics enable
design as well as governing the delivery of value through the whole lifecycle. The book shows the reader how do
achieve this Value objective by extending the ITIL Service Lifecycle approach to meet business requirements.
In 2016, Google’s Site Reliability Engineering book ignited an industry discussion on what it means to run
production services today—and why reliability considerations are fundamental to service design. Now, Google
engineers who worked on that bestseller introduce The Site Reliability Workbook, a hands-on companion that
uses concrete examples to show you how to put SRE principles and practices to work in your environment. This
new workbook not only combines practical examples from Google’s experiences, but also provides case
studies from Google’s Cloud Platform customers who underwent this journey. Evernote, The Home Depot, The
New York Times, and other companies outline hard-won experiences of what worked for them and what didn’t.
Dive into this workbook and learn how to flesh out your own SRE practice, no matter what size your company is.
You’ll learn: How to run reliable services in environments you don’t completely control—like cloud Practical
applications of how to create, monitor, and run your services via Service Level Objectives How to convert
existing ops teams to SRE—including how to dig out of operational overload Methods for starting SRE from
either greenfield or brownfield
The Site Reliability Workbook
Measuring, Reporting, and Modeling the It Service Management Metrics That Matter Most to It Senior Executives
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Winning Practices to Transform Legacy IT Organizations
Projects and Personal Experiences
Servicing ITIL
Incident Management for I.T. Departments
MITRE Systems Engineering Guide
How do you measure and report your ITIL processes? Which ITIL metrics matter the most to Senior Executives? Finally, there is a book that
shows you how! This is not a theoretical treatise, but a practical guide that shows you the operational metrics to use and how these can be
calculated into Key Performance Indicators (KPIs) and Critical Success factors (CSFs) that resonate with Senior Management. In this book
you will learn about: Defining and building a comprehensive ITIL metrics program; Which metrics are the most important and how to calculate
them; Dealing with staff resistance to a metrics program; Tips and suggestions for what to do if inadequate tools and reporting exist;
Suggested work plan for how to build your metrics program step-by-step. In addition, this book contains a helpful CD with a helpful IT Service
Management modeling tool that covers all 10 ITIL processes. Simply enter your key operational metrics and the KPIs and CSFs get
automatically calculated! This is a comprehensive guide for building any ITIL metrics program with all the information you need in one place.
"Finally, someone tackled the mystery of ITIL metrics and put it all in one place!" "No theory here…this gives us the real metrics we can easily
go after…" "A fantastic addition to our ITIL reference library and our IT Service Management solution set!"
ITIL was created by the UK government in the 1980s as an efficiency-improving initiative. This text gives an essential guide to the overall
structure of ITIL and an outline of its principles.
How do you measure and report your IT services and processes? Which metrics matter the most to senior executives? Finally, here is a book
that shows you how! Not theory, but a practical guide that shows you the operational metrics to use and how these can be calculated into key
performance indicators (KPIs) and critical success factors (CSFs) that resonate with senior management. In this book, you will learn about
the following: Defining and building a comprehensive metrics program Metrics that are the most important and how to calculate them How to
measure your IT services Tips and suggestions for what to do if inadequate tools and reporting exist Suggested approach for how to build
your metrics program step-by-step In addition, this book directs you to free sources for IT service management process and service metrics
and reporting dashboards that you can use yourself. Simply enter your key operational metrics and the KPIs and CSFs get automatically
calculated! A comprehensive guide for building any service management metrics program with all the information you need in one place! No
theory here . . . this gives us real metrics we can easily go after. A fantastic addition to our IT service management solution set!
The ITSM Process Design Guide: Developing, Rengineering and Improving IT Service Management closes the knowledge gap by providing
detailed guidance on assessing, designing, measuring, and integrating ITSM processes. The advice and techniques in this book apply
unilaterally to every IT service provider and ITSM framework, standard, and maturity model.
Agile It Service Management for Rapid Change in a World of Devops, Lean It and Cloud Computing
Measuring, Reporting and Modeling the IT Service Management Metrics that Matter Most to IT Senior Executives
A Pocket Guide
For Industry, Government, Education
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Marketing Metrics
ECRM2012- 9th European Conference on Research Methods in Business Management
Architecting ITSM

In this book W. Edwards Deming details the system of transformation that underlies the 14
Points for Management presented in Out of the Crisis. "... competition, we see now, is
destructive. It would be better if everyone would work together as a system, with the aim for
everybody to win. What we need is cooperation and transformation to a new style of
management." In this book W. Edwards Deming details the system of transformation that
underlies the 14 Points for Management presented in Out of the Crisis. The system of
profound knowledge, as it is called, consists of four parts: appreciation for a system,
knowledge about variation, theory of knowledge, and psychology. Describing prevailing
management style as a prison, Deming shows how a style based on cooperation rather than
competition can help people develop joy in work and learning at the same time that it brings
about long-term success in the market. Indicative of Deming's philosophy is his advice to
abolish performance reviews on the job and grades in school. Previously published by MITCAES
The ITIL pocket guides of Van Haren Publishing are since long recognized as the industry
classic guide on the topic of ITIL, in many languages. Over the years this authoritative guide
has earned its place on the bookshelves and in the briefcases of industry experts as they
implement best practices within their organizations. This pocket guide will provide readers
with an understanding of the ITIL 4 service management framework, by: * understanding the
key concepts of service management * understanding how the seven ITIL guiding principles
can help an organization adopt and adapt service management * understanding the four
dimensions of service management * understanding the purpose and components of the ITIL
service value system * understanding the six activities of the service value chain, and how
they interconnect * knowing the purpose and key terms of 15 of the 34 ITIL practices *
understanding seven of these 15 ITIL practices in detail All exam requirements for the ITIL 4
Foundation exam are covered in this pocket guide. It also provides support for everyone who
has knowledge of previous ITIL editions and is looking for a bridge to the new edition. ITIL 4
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took a big leap into the modern world of IT service management, covering the latest
principles and practices in a customer-focused, service-centric way, enabling Agile principles
for maximum support of any business. Bron: Flaptekst, uitgeversinformatie.
The role of service level manager is a critical one in that the agreements negotiated with
customers should inform the activities of the service provider. This book aims to help those
whose role is to establish, negotiate, manage or update service level agreements and to use
these as the basis of continual service improvement. It covers areas such as purpose,
required skills, responsibilities, interface and career progression as well as tools, standards
and frameworks related to the role.
"This book explores new approaches which may better effectively identify, explain, and
improve IS assessment in organizations"--Provided by publisher.
Service Level Manager
A Reference of Configuration Items and Building Blocks for a Comprehensive It Service
Management Infrastructure
New Technologies and Practices
ITIL For Dummies
ITIL Practitioner Guidance (Japanese Edition)
A narrative account
DevOps for the Modern Enterprise
CMMI® for Services (CMMI-SVC) is a comprehensive set of guidelines to help organizations establish and improve
processes for delivering services. By adapting and extending proven standards and best practices to reflect the
unique challenges faced in service industries, CMMI-SVC offers providers a practical and focused framework for
achieving higher levels of service quality, controlling costs, improving schedules, and ensuring user satisfaction. A
member of the newest CMMI model, CMMI-SVC Version 1.3, reflects changes to the model made for all
constellations, including clarifications of high-maturity practices, alignment of the sixteen core process areas, and
improvements in the SCAMPI appraisal method. The indispensable CMMI® for Services, Second Edition, is both an
introduction to the CMMI-SVC model and an authoritative reference for it. The contents include the complete model
itself, formatted for quick reference. In addition, the book’s authors have refined the model’s introductory chapters;
provided marginal notes to clarify the nature of particular process areas and to show why their practices are
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valuable; and inserted longer sidebars to explain important concepts. Brief essays by people with experience in
different application areas further illustrate how the model works in practice and what benefits it offers. The book is
divided into three parts. Part One begins by thoroughly explaining CMMI-SVC, its concepts, and its use. The authors
provide robust information about service concepts, including a discussion of lifecycles in service environments;
outline how to start using CMMI-SVC; explore how to achieve process improvements that last; and offer insights into
the relationships among process areas. Part Two describes generic goals and practices, and then details the
complete set of twenty-four CMMI-SVC process areas, including specific goals, specific practices, and examples. The
process areas are organized alphabetically by acronym and are tabbed for easy reference. Part Three contains
several useful resources, including CMMI-SVC-related references, acronym definitions, a glossary of terms, and an
index. Whether you are new to CMMI models or are already familiar with one or more of them, this book is an
essential resource for service providers interested in learning about or implementing process improvement.
Measuring ITSMTrafford Publishing
Service Management is the potent idea that could change your business. This useful little book is a pocket guide on
how to operate any enterprise, described from the point of view of the services it delivers. After all, delivery is what
success is all about. It describes the basics, in realistic pragmatic terms. And it is brief - we limited ourselves to 50
pages. Whether you are in manufacturing, trades, retail, IT, not-for-profit...; whether you provide service internally
to the rest of your organisation or externally to paying customers; whether you work anywhere from a small
business to a government department; this book introduces you to service management. It will get you started, get
you up and running, and it will set you on the path to the advanced concepts if that is where you need to be.
Supersedes "IT infrastructure practices in small IT units" (1995, ISBN 0113306741).
Developing, Reengineering, and Improving IT Service Management
The ITSM Process Design Guide
Accelerate
Project Management Metrics, KPIs, and Dashboards
A Handbook of IT Services for ITIL Service Managers and Practitioners
The Definitive Guide to IT Service Metrics
The Science of Lean Software and DevOps: Building and Scaling High Performing Technology Organizations
Up until now, no one has attempted to lay out the entire blueprint for architecting a complete IT service
management supporting infrastructureuntil this book. What are the supporting toolsets and technologies
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that need to support an IT service management infrastructure? What databases need to be put into
place? What are all the IT service management roles and responsibilities to effectively operate this
infrastructure? What kinds of IT support services does almost any IT organization deliver? Get it all here.
This book lists the CI types, toolset descriptions, detailed roles and activities, and much more. Get a firm
handle on the data, functions, services, processes, organization, and technologies all needed to
effectively build and operate a complete IT service management infrastructure. Explore approaches for
reviewing and assessing your current toolsets, data, processes, and services. See where gaps might
exist. Find areas that might be missing tools or have too many tools doing similar functions. Validate IT
service management roles and activities. One can put together an entire IT service management
operation just from the descriptions in this book! If I had to build a large IT infrastructure or data center
from scratch, this book becomes my most critical reference!
Cleverly utilizes a fictional story to make the subject matter - implementation of a KPI management
system - accessible and engaging for the reader. The events in the book are based on the author’s own
experience and real third party accounts.
Organizational change for IT people! The first book of its kind written specifically for IT service
management practitioners and executives. Most IT organizational structures are falling out of date with
the shifts created by the introduction of new technologies, expanding services, pace of business change,
and the overall trend of lifting IT up and out of the traditional data center and into the cloud. This is
about transitioning the IT organization from engineering silos providing capabilities to valued IT services
that deliver business value. IT organizations embarking on IT service management must address both
cultural and structural barriers in a way that involves the whole enterprise if they are going to be
successful. Readers of this book will find practical guidance for transitioning to the people and culture
side of IT service management. It identifies pros and cons of different IT organizational models, how to
deal with resistance, building a communications plan step-by-step, training considerations, and much
more.
Management, Computers, Computer networks, Information exchange, Data processing, IT and
Information Management: IT Service Management
CMMI for Services
ECRM2012-Proceedings of the 11th European Conference on Research Methods
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The New Economics
Measuring Organizational Information Systems Success: New Technologies and Practices
The Manager's Guide to Measuring Marketing Performance
Careers in It Service Management
2019 Fourth International Conference on Informatics and Computing (ICIC)
Learn how to integrate IT service metrics into your business and maximize their usage and effectiveness.
This guide contains 6 Core and 12 World-Class processes each of which is described in chapters that provide a
logical view of the element itself and why it is important to the organization, along with a flexible process model
that can be adapted to most businesses and how the process works in practice—plus proven and practical models
and Tips for Success from high-performing organizations on implementing the process. The technical content
takes a mid-level view to be useful to a broader group of readers and is complemented by other relevant
chapters, including: •A Brief History of IT Service Management •Understanding ITIL, COBIT, and ISO •The
Consumerization of IT •Making Sense of Cloud and On-Premise •Enterprise Service Management •A Culture of
Excellence •An Approach to Leverage Technology •The Exploration of Service Automation The Practical Guide to
World-Class IT Service Management also examines the future of IT service management and where this exciting
journey is likely to lead.
This book Implementing Metrics for IT Service Management provides a measurement framework which is based on
a continuous improvement lifecycle. The measurement framework is aligned with the IT Infrastructure Library
(ITIL®) set of best practices. The framework is compatible with the Control Objectives for IT (CobiT®) framework
and supports ISO/IEC 20000 standards for IT Service Management.This book also provides the basic concepts
around measurements for business/IT alignment, achieving compliance and driving operation excellence. Where
possible, examples, case studies and check lists have been included along with a scorecard accelerator software
tool to further improve the learning experience and accelerate the adoption of measurements.The goal of this
book is to provide the reader with a measurement framework to align IT with the business objectives to create
value through continuous improvements. This book is complimentary to the book Metrics for IT Service
Management also published by Van Haren Publishing.
Now updated with new techniques and even more practical insights, this is the definitive guide to today’s most
valuable marketing metrics. Four leading marketing researchers help you choose the right metrics for every
challenge, and use models and dashboards to translate numbers into real management insight. Marketing Metrics:
The Manager’s Guide to Measuring Marketing Performance, Third Edition now contains: Important new coverage of
intangible assets A rigorous and practical discussion of quantifying the value of information More detail on
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measuring brand equity A complete separate chapter on web, SEM, mobile, and "digital" metrics Practical linkages
to Excel, showing how to use functions and Excel Solver to analyze marketing metrics An up-to-date survey of free
metrics available from Google and elsewhere Expanded coverage of methodologies for quantifying marketing ROI
The authors show how to use marketing dashboards to view market dynamics from multiple perspectives,
maximize accuracy, and "triangulate" to optimal solutions. You’ll discover high-value metrics for virtually every
facet of marketing: promotional strategy, advertising, and distribution; customer perceptions; market share;
competitors’ power; margins and pricing; products and portfolios; customer profitability; sales forces, channels,
and more. For every metric, the authors present real-world pros, cons, and tradeoffs — and help you understand
what the numbers really mean. Last but not least, they show you how to build comprehensive models to support
planning — and optimize every marketing decision you make. Marketing Metrics, Third Edition will be invaluable to
all marketing executives, practitioners, analysts, consultants, and advanced students interested in quantifying
marketing performance.
Measuring Itsm
Implementing Metrics for IT Service Management
Servicing ITSM
Metrics for Service Management:
The Practical Guide To World-Class IT Service Management
Measuring ITSM
Implementing ITSM

How do you measure and report your IT services and processes? Which metrics matter the most to senior
executives? Finally, here is a book that shows you how! Not theory, but a practical guide that shows you
the operational metrics to use and how these can be calculated into key performance indicators (KPIs)
and critical success factors (CSFs) that resonate with senior management. In this book, you will learn
about the following: Defining and building a comprehensive metrics program Metrics that are the most
important and how to calculate them How to measure your IT services Tips and suggestions for what to
do if inadequate tools and reporting exist Suggested approach for how to build your metrics program
step-by-step In addition, this book directs you to free sources for IT service management process and
service metrics and reporting dashboards that you can use yourself. Simply enter your key operational
metrics and the KPIs and CSFs get automatically calculated! "A comprehensive guide for building any
service management metrics program with all the information you need in one place!" "No theory here . .
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. this gives us real metrics we can easily go after." "A fantastic addition to our IT service management
solution set!""
The Business-Focused, Best-Practice Guide to Succeeding with ITIL Capacity Management Using ITIL®
capacity management processes, IT organizations can eliminate waste and overbuying, reduce both
equipment and staffing costs, drive more value from existing investments, and consistently provide the
right resources to meet the needs of the business. Now, in this comprehensive, best-practice guide,
leading ITIL expert Larry Klosterboer systematically explains how to manage capacity using the ITIL
framework and techniques. Drawing on his extensive ITIL experience, Klosterboer covers all facets of
ITIL-based capacity management, and offers proven solutions to the challenges IT organizations
encounter in implementation. He presents expert guidance on accurately projecting demand and growth,
planning and staffing, tool selection, process implementation, and much more. This book’s practical
insights will be invaluable to every IT leader who wants to leverage ITIL’s best practices for capacity
management, and for every business and technical manager who wants IT to deliver greater value,
efficiency, and effectiveness. Coverage includes Making the business case for capacity management
Establishing specific goals for capacity management Mastering ITIL capacity management terminology
Predicting capacity in dynamic, fast-changing organizations Implementing systems that help you
anticipate trends Defining capacity plans, staffing capacity management teams, and implementing
ongoing processes Linking capacity with performance management and with other ITIL processes
Selecting the right capacity management tools for your environment Integrating capacity issues into your
IT project management discipline Using “business capacity planning” to help the entire business become
more agile
Intelligent computing
An in depth look at Incident Management for I.T. departments. 10 simple steps to design and deploy your
Incident Management program based on ITIL's best practices. Topics include: Incident Detection
Incident Prioritization Response Plans Managing an Incident Escalation Matrix Communications Plans
Vendor Management Documentation Bonus Templates The author has over 30 years of leading I.T.
departments for some of the world's largest companies. This book goes beyond ITIL's theory with real
world experience and recommendations
ITIL Capacity Management
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The Official Introduction to the ITIL Service Lifecycle
Service strategy
ECRM 2012
Organizing Itsm
Practical Ways to Implement SRE
Basic Service Management
ITIL Practitioner Guidance is the essential reference text which accompanies the ITIL Practitioner qualification. Fully integrated
with the ITIL Practitioner syllabus, this publication is also a practical guide that helps IT service management (ITSM)
professionals turn ITIL theory into practice through case studies, worksheets, templates and scenarios. The book assumes
knowledge of ITIL and ITSM up to ITIL Foundation level, and begins with a discussion of the guiding principles of ITSM. It goes
on to explain how these guiding principles are essential for ITSM and how they relate to philosophies, frameworks and
methodologies such as DevOps, Lean, Agile etc. The publication shows how following the CSI (continual service improvement)
approach, and how the core skills of organizational change management, communication, metrics and measurement, can
underpin successful ITSM improvement initiatives.
Rather than discuss ITIL theory around Service Catalogs and Portfolios, this book gives you the actual IT service descriptions for
running, operating and managing an entire IT infrastructure!
The revised standard for Service Management, ISO/IEC 20000-1: 2018 is the third version of the international standard for
service management, replacing the 2011 edition. It provides requirements for the planning, design, transition, delivery and
improvement of a Service Management System, which is the coordinated set of policies, processes, organisational structure and
people to manage services. This book introduces the ISO/IEC 20000-1 standard as well as providing extensive practical advice
on implementing an SMS that conforms to the requirements. It does so by referring to the ISO/IEC 20000-1:2018 documentation
toolkit, which is separately available and contains dozens of templates that allow you to provide the documented evidence
necessary.
Annotation An easy-to-understand introduction to using best practice techniques within IT service management, 'ITIL for
Dummies' provides an easy-to-understand introduction to using best practice guidance within IT service management.
A Guide to Measuring and Monitoring Project Performance
Architecting Itsm
Integrated Measurement - KPIs and Metrics for ITSM
ITIL®4
Six Sigma
Many organizations are facing the uphill battle of modernizing their
legacy IT infrastructure. Most have evolved over the years by taking
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lessons from traditional or legacy manufacturing: creating a production process that puts the emphasis on the process instead of the people
performing the tasks, allowing the organization to treat people like resources to try to achieve high-quality outcomes. But those practices and
ideas are failing modern IT, where collaboration and creativeness are required to achieve high-performing, high-quality success. Mirco
Hering, a thought leader in managing IT within legacy organizations, lays out a roadmap to success for IT managers, showing them how to
create the right ecosystem, how to empower people to bring their best to work every day, and how to put the right technology in the driver's
seat to propel their organization to success. But just having the right methods and tools will not magically transform an organization; the
cultural change that is the hardest is also the most impactful. Using principles from Agile, Lean, and DevOps as well as first-hand examples
from the enterprise world, Hering addresses the different challenges that legacy organizations face as they transform into modern IT
departments.
In the new millennium the increasing expectation of customers and products complexity has forced companies to find new solutions and
better alternatives to improve the quality of their products. Lean and Six Sigma methodology provides the best solutions to many problems
and can be used as an accelerator in industry, business and even health care sectors. Due to its flexible nature, the Lean and Six Sigma
methodology was rapidly adopted by many top and even small companies. This book provides the necessary guidance for selecting,
performing and evaluating various procedures of Lean and Six Sigma. In the book you will find personal experiences in the field of Lean and
Six Sigma projects in business, industry and health sectors.
Up until now, no one has attempted to lay out the entire blueprint for architecting a complete IT service management supporting
infrastructure--until this book. What are the supporting toolsets and technologies that need to support an IT service management
infrastructure? What databases need to be put into place? What are all the IT service management roles and responsibilities to effectively
operate this infrastructure? What kinds of IT support services does almost any IT organization deliver? Get it all here. This book lists the CI
types, toolset descriptions, detailed roles and activities, and much more. Get a firm handle on the data, functions, services, processes,
organization, and technologies all needed to effectively build and operate a complete IT service management infrastructure. Explore
approaches for reviewing and assessing your current toolsets, data, processes, and services. See where gaps might exist. Find areas that
might be missing tools or have too many tools doing similar functions. Validate IT service management roles and activities. "One can put
together an entire IT service management operation just from the descriptions in this book!" "If I had to build a large IT infrastructure or data
center from scratch, this book becomes my most critical reference!"
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