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DevOps and ITSM 
Training - Introduction

Let’s Get to Know Each Other
Introduce yourself in the following format:

●● Name

●● Company

●● Role and background

●● Familiarity with DevOps concepts and their practice

●● Experience in application development, infrastructure development, and/or operations

●● Expectations from this course

Topics Covered

2Copyright © 2017  |

DevOps and 
ITSM Training Topics Covered

Training Introduction DevOps and 
ITSM (ITIL®)

DevOps Journey 
Examples

DevOps 

ITSM 
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DevOps and 
ITSM Training Topics Covered (Contd.)

Contribution of ITIL® and 
DevOps

DevOps Agile Skills 
Association (DASA)

Training Introduction
Overview
This 1-day training provides you with the basic knowledge required for the effective utilization of ITSM 
skill sets in any DevOps organization. The training focuses on the essential knowledge of the two 
different worlds, ITSM and DevOps, and how they complement each other. It helps you know how 
DevOps movement fits perfectly with ITSM. The various group discussions and the case study are the 
primary ingredients of this course that help you understand a DevOps movement in an organization.

DevOps is gaining momentum, therefore, think of this course before looking elsewhere for the 
DevOps movement in your organization. However, it does not provide any one-size-fits-all solutions 
or formulae that ensure a successful DevOps implementation.

Training Objectives
At the end of this training, you will be able to:

●● Relate and complement DevOps and ITSM.

●● Describe DevOps.

●● Discuss the value of ITSM in a DevOps environment.

●● Explain how to utilize ITSM processes in DevOps teams.

Course Book | DevOps and ITSM Training
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Course Agenda
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DevOps and 
ITSM Training

Training Introduction

DevOps and ITSM 
(ITIL®)

DevOps Journey 
Examples

Contribution of ITIL®

and DevOps

DevOps Agile Skills 
Association (DASA)

Course Agenda

Topic Subject Start End Total Time
(in hours)

01 Training Introduction 09:00 09:30 00:30

02 DevOps and ITSM (ITIL®) 09:30 10:00 00:30

Break 10:00 10:15 00:15

02 DevOps and ITSM (ITIL®) 10:15 11:15 01:00

03 DevOps Journey Examples 11:15 11:30 00:15

Activity Time: DevOps Impact on EJ Airways 11:30 12:00 00:30

Lunch 12:00 01:00 01:00

04 Contribution of ITIL® and DevOps 01:00 01:30 00:30

Activity Time: ITSM Providing a Solid Base for DevOps in 
Operation 01:30 03:30 02:00

Break 03:30 03:45 00:15

Activity Time: ITSM Providing a Solid Base for DevOps in 
Design and Transition (Optional)

05 DevOps Agile Skills Association (DASA) 03:45 04:15 00:30

06 Training Closure (Q&A) 04:15 05:00 00:45

Total (Less Lunch and Break) 08:00
Total 06:30

Type of Activities
Group Discussions

The training contains group discussions with the intent to enhance participants’ understanding, add 
context to the content, broaden participants perspective, reinforce knowledge, and build confidence. 

By interacting among themselves and responding to the varying viewpoints, participants tend to learn 
continually. These discussions allow participants to come across the thoughts of their peers, which 
help them know about each other’s past experience, perspectives, and opinions in the context of the 
topic of discussion.

Group Activity
Write down your expectations from this training on a sticky and attach it to a wall.

DevOps and ITSM Training - Introduction 
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DevOps and ITSM (ITIL®)
ITIL Refresh
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ITIL Refresh

Service Operation
 Request Fulfilment 
 Event Management 
 Incident Management
 Problem Management
 Access Management
 Functions:

 Service Desk
 Technical Management
 Application Management
 IT Operations Management

Service Design
 Design Coordination
 Service Catalogue 

Management 
 Service Level Management 
 Supplier Management 
 Capacity Management 
 Availability Management
 IT Service Continuity 

Management 
 Information Security 

Management

Service Transition
 Transition Planning and Support
 Change Management 
 Service Asset and Configuration 

Management 
 Knowledge Management 
 Release and Deployment 

Management 
 Change Evaluation 
 Service Validation and Support

(Continual)
Service Improvement

 CSI Approach
 Service Measurement
 Service Reporting
 7-step Improvement Process

Service Strategy
 Strategy Management for IT 

Services
 Service Portfolio Management
 Financial Management for IT 

Services
 Demand Management 
 Business Relationship 

Management 

Information Technology Infrastructure Library (ITIL) is a set of practices for IT Service Management 
(ITSM) that focuses on aligning IT services with the needs of business. ITIL is published as a series of 
five topics that cover the five different ITSM lifecycle stages. ITIL describes processes, activities, roles, 
Key Performance Indicators (KPIs), and Critical Success Factors (CSFs) for establishing integration 
with the organization's strategy, delivering value, and maintaining this value (the product).

The ITIL Service Lifecycle can be viewed as a phased lifecycle, where phases are:
●● Service Strategy: Define the strategy for the ITSM. 

●● Service Design: Design the services to support the strategy.

●● Service Transition: Implement the services to meet the designed requirements.

●● Service Operation: Support the services, managing the operational activities.

●● Continual Service Improvement: The interaction between phases are managed through 
the Continual Service Improvement (CSI) approach, which is responsible for measuring and 
improving service and process maturity level.

Course Book | DevOps and ITSM Training
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After the completion of all phases, a lifecycle is concluded, and another lifecycle begins. 
●● At the beginning (Service Strategy phase), the IT Service Provider starts to set strategy by 

managing the business requirements (Demand Management), translating it into a strategy to 
deliver service (Service Strategy), validating the sustainable costs (Financial Management), 
and introducing the service in the service portfolio (Service Portfolio Management). In this 
phase, IT is required to use resources (costs) in consultancy projects at a strategic level. At 
this phase, IT does not provide a tangible product value to the business which is related to this 
specific phase. 

●● When a strategy is complete, IT starts to design the service (Service Design phase), by 
setting the service level requirements for the service (Service Level Management), analyzing 
the required availability and capacity (Availability and Capacity Management), selecting the 
suppliers which will support service (Supplier Management), defining the adequate service 
continuity arrangements (Service Continuity Management), validating and designing the 
security requirements and introducing the service in the service catalogue (Service Catalogue 
Management).

●● In the third phase (Service Transition phase), the service is ready to be implemented in the 
live environment. The Service Provider defines the transition plan (Transition Planning and 
Support) and assesses, approves, implements, and plans the change (Change Management). 
After the change implementation, the service is tested (Service Validation and Support) in 
a “pre-live” environment. If the test is successful, the service is documented (Knowledge 
Management) and its components are introduced in the Asset and Configuration Databases 
(Service Asset and Configuration Management). The last activity is to release the service into 
the live environment (Release and Deployment Management) and after the “go-live”, a post-
implementation review will be made (Change Evaluation). 

●● In the fourth phase (Service Operation phase), the service starts to be managed and supported 
in order to reach the agreed service level by managing the users’ support requests (Request 
Fulfillment), monitoring the service event and alerts (Event Management), restoring the service 
after disruptions (Incident Management), avoiding the incident causes and reduce the incident 
duration (Problem Management), managing in a secure manner the utilization of services 
(Access Management), maintaining the software (Application Management), executing the 
day-to-day activities (IT Operations Management), and supporting the infrastructure (Technical 
Management).

●● The Continual Service Improvement phase is involved during all phases of the service 
lifecycle. It is responsible to measure the service and the processes (Service Measurement), 
and to document the results (Service Reporting) in order to improve the service quality and the 
processes maturity (7-step Improvement Process). 

●● These improvements will be implemented in the next period of service lifecycle, starting again 
with Service Strategy. After Service Design and Service Transition, the Service Operation 
phase continues to manage operations during all service periods.

DevOps and ITSM Training - Introduction 

Copyright © 2017  │  5
Sample material – Not for Resale



Overview of ITIL® Key Lifecycle Phases and Outputs
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Overview of ITIL® Key Lifecycle Phases and Outputs

The Business / CustomersRequirements
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 Service Strategy

Policies
Resource and 

Constraints

Change Proposals 
and Service 

Charters

Service Design

Service Transition

Service Operation

Continual Service 
Improvement

Solution Designs
Architectures

Tested Solutions
SKMS Updates

Service Design 
PackagesStandards

Operational / Live 
Services

Service 
Portfolio

Service 
Catalog

Strategies

Achievements 
Against Targets

Implementation of 
Transition Plans

New / Changed / 
Retired Services

CSI Register, Improvement Actions 
and Plans

Integration Across the Service Lifecycle

Business Value

What is DevOps?
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DevOps is a CULTURAL and OPERATIONAL
model that fosters COLLABORATION to ENABLE
high-performance IT to ACHIEVE business goals.

What is DevOps?

To survive, organizations need to adopt DevOps practices to create a culture of high-performance 
IT. The cultural and operational model underlying the core vision and principles of DevOps is the key 
to arriving at this high-performance level. The focus on culture means people, like you, need to help 
investigate what works and what does not. Therefore, people need to bring the right mentality and drive 
to continuously improve the state of the practice, together with colleagues and peers. Unfortunately, 
there is no silver bullet for DevOps, but the core principles of DevOps can help individuals, teams and 
IT organizations get started in the right direction.
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Challenges Leading to DevOps
Some of the challenges with the traditional teams of Development and Operations are:
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Some of the challenges with the traditional teams of Development and Operations are:

Challenges Leading to DevOps

Organizational Silos

Different Mindsets

Different Implementations

Different Tools

Lack of Interest in Learning Other Tools 

Different Environments

Loss of Work

Blame Game

Build Rollback

Disintegrated Processes

No Feedback Loop

Primary 
Challenges

●● Organizational Silos: In many IT organizations, the Development and Operations teams tend 
to work in isolation from one another to avoid confrontations until the critical moments of the 
delivery of IT products and services. The stress of these moments tends to lead to irritation 
rather than understanding.

●● Different Mindsets: The Development team aims to incorporate new techniques or features to 
do their work efficiently. On the other hand, these changes to the IT service and the underlying 
components result in instability and make the work of the Operations team difficult. Therefore, 
the Operations team sees these changes as a challenge in maintaining the integrity of the 
Production environment.

●● Different Implementations: The different implementations to perform the same work by the 
two teams result in incompatibility and lead to various bugs in the QA and the Production 
environments.

●● Different Tools: The different tools used by the two teams lead to various errors and bugs in 
the Production environment. As an example, Development might deploy to a Test environment 
using a dependency management tool, while Operations might use a self-made script for the 
process.

●● Lack of Interest in Learning Other Tools: The teams do not want to learn a new tool. They 
consider their style of working the best along with the tools that they are using.

●● Different Environments: The different environments, such as Development, Test, and 
Production, are one of the largest sources of errors and bugs raised by the different teams.

DevOps and ITSM Training - Introduction 
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●● Loss of Work: The various errors and bugs result in loss of valuable efforts.

●● Blame Game: For each error, bug, or resulting incident, each team tries to ensure they 
are not identified as the cause of the issue. Therefore, they tend to pass on the blame for 
delayed delivery or errors to each other, leading to further irritation, lack of understanding, and 
intensifying of the wall of confusion.

●● Build Rollback: Many times the build rollbacks are required as a result of a variety of 
causes, such as incorrect client requirements, an incorrect database in the QA or Production 
environment, incompatible tools and others.

●● Disintegrated Processes: The traditional structure of the various processes of the two teams 
are generally based on different frameworks, such as ITIL, ASL, COBIT, and Scrum. Therefore, 
development processes do not integrate well with operations processes leading to disjointed 
processes and different vocabulary, again intensifying the wall of confusion.

●● No Feedback Loop: In many IT organizations, there is a feedback loop. It is often negative and 
strongly affected by the blame game. Lack of a feedback loop that is positive and continuous 
between the development and operational processes causes the lack of understanding to 
increase.

The problems enhance the wall of confusion to an extent that a truly concerted effort is required to 
bring it down. DevOps encompasses a series of ideas, concepts, and concrete actions that focus on 
removing these problems.

A Brief History of DevOps
The problems due to the wall of confusion have been encountered by many IT organizations. DevOps 
took birth due to the wall of confusion between Development and Operations.

16Copyright © 2017  |
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The problems due to the wall of confusion have been encountered by many IT 
organizations. DevOps took birth due to the wall of confusion between Development and 
Operations.

A Brief History of DevOps

OpsDev

Patrick Debois, 
2007

According to Damon Edwards, co-founder of DTO Solutions, the DevOps movement was germinated 
in Belgium back in 2007. Patrick Debois, an IT consultant, was frustrated by struggle, lack of 
communication, and disconnection between Development and Operations departments. He found 
himself straddling between the two teams while working on a huge data center migration project for the 
Belgium Government Ministry. Patrick was performing the dual role of firefighting in the unpredictable 
world of IT operations and working on the Agile development. He was confident that there was a better 
way of working which would allow bridging the substantial gap between the two teams. 
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At the Agile 2008 Conference in Toronto, Canada, Andrew Shafer (a partner at Reductive Labs) 
proposed a discussion topic for an ad hoc session entitled Agile Infrastructure. However, the session 
got canceled due to lack of interest and feedback. Patrick Debois was only to follow the discussion 
and eventually tracked down Andrew at the conference, and then they had an in-depth discussion 
about their mutual frustrations. The discussion gave rise to the Agile System Administration group on 
Google Groups by Andrew Shafer and Patrick Debois. The group was not overly popular, but it leads 
to some fascinating discussion. Moving forward to Velocity Conference, San Jose, the famous talk 
was given by John Allspaw and Paul Hammond of Flickr in 2009.

DevOpsDays was born, and the first event was conducted from October 30th to 31st, 2009, Ghent, 
Belgium. The event attracted administrators, developers, and managers from all around the world. The 
success of the event also inspired other DevOpsDays events in different countries. These events acted 
as a catalyst for the conversation and a grassroots movement. Most vendors, analysts, and traditional 
enterprise IT shops ignored the movement, but it ignited the passions of those who were concerned. As 
a result, the movement began to flow and spawned tools, such as Vagrant, Puppet, Chef, and FPM. 
The movement also started running circles around legacy enterprise IT systems.

How DevOps make it easy for a business to work with IT?
Traditional Development and Operations teams create the wall of confusion that limits business 
performance. Using DevOps, the teams can enhance the performance, as depicted in the following 
figure.
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Traditional Development and Operations teams create the wall of confusion that limits 
business performance. Using DevOps, the teams can enhance the performance, as 
depicted in the following figure.

How DevOps make it easy for a business to work with IT?

Development Operations Business

To
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How do break down the wall? 

It requires breaking down the internal wall that pushes the customers to talk to different people. With 
DevOps, they can talk to the person or the team responsible for the complete health and development 
of the IT service supporting their business process. 

Does it mean creating many smaller IT departments? 

No. A great value lies in reuse, collaboration, and standardization.

Does it mean creating new silos? 

Yes, but these silos do not limit performance towards the customers. They represent the problem 
that Development and Operations should be managing, the optimization and standardization of IT 
services.

DevOps and ITSM Training - Introduction 
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The role of architecture is vital. Architecture guidelines are used better in the DevOps situation than 
the traditional business. Therefore, DevOps makes it easy for customers to do business with the 
organizations as IT.

How DevOps drives business performance?
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How DevOps drives business performance?

More 
Predictability

Lower 
Risks

What CIOs 
want?

IT 
Performance
(Throughput 
and Stability)

Business  
Performance

Key Drivers:
 Change Leadership
 Lean/Agile Way of Working
 Architectural and Technical Practices
 Organizational Design
 Information Security

Key Metrics:
 Deployment Frequency
 Lead Time of Changes
 Mean Time to Resolve (MTTR)
 Change Failure Rate

DevOps

Reliability

Agility

Security

Faster 
Flow

DevOps and Business Performance

Throughput and stability go hand in hand, together with lower costs.

In the well known and highly regarded 2014 State-of-DevOps Report by Puppet Labs, IT performance 
is measured in terms of throughput and stability. The two attributes are essential in achieving high-
performing IT. 

Performance metrics for throughput:
●● Deployment frequency

●● Lead Time for Changes

Performance metrics for stability:
●● MTTR

●● Change Fail Rate

Performance Predictors of IT:
●● Performance Predictors of IT  

●● Peer-reviewed change approval process

●● Version control everything

●● Proactive monitoring

●● High-trust organizational culture

●● Dev vs. Ops (win-win relationship)

Course Book | DevOps and ITSM Training
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Performance Practices for throughput and stability:

To increase the IT performance on throughput and stability, the following practices were found to be 
effective:

●● Putting code, app configurations, and system configurations in a version control system

●● Getting failure alerts from logging and monitoring systems

●● Merging developers' code into trunk on a daily basis

●● Allowing Development and Operations to interact with each other as it generally results in a 
win-win situation

●● Encouraging developers to break up large features into small, incremental changes

Why DevOps? (The Benefits)
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Why DevOps? (The Benefits)

Source: Puppet Labs – State of DevOps 2016

Source: Puppet Labs – State of DevOps 2016

●● Better due to:

○○ Automation results in predictable, standardized, reliable, and repeatable outcomes.

○○ Automation eliminates manual task execution errors.

○○ Automation (with test automation) results in faster feedback loops. As a result, defects are 
detected early in the process. 

○○ Automation enables measurement driven evaluation of the delivered software features.

●● Faster due to:

○○ Automated task execution does not depend on the availability of humans, so the wait time 
is eliminated.

○○ Automated task execution requires no human-to-machine interaction time.

○○ Automated task execution reduces the need for (manual) meta tasks (like a review of an 
installation document).

DevOps and ITSM Training - Introduction 
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●● Cheaper/Smarter due to:

○○ Automated task execution is more reliable than manual task execution. Manual execution 
errors are expensive and might not be detected immediately.

○○ Automated task execution is more repeatable than manual task execution.

○○ Automated task execution requires no human effort (which is more expensive than machine 
time).

○○ Automated task execution requires standardization, based on minimal required variations. 
Every variation requires specific procedures and maintenance.

Reference Reading:

PuppetLabs, 2014-state-of-devops-report.pdf, https://puppet.com/resources/white-paper/2014-state-
of-devops-report

DevOps Core Principles
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DevOps Core Principles

1. Customer-Centric Action 

3. End-to-End Responsibility 

2. Create with the End in Mind 

4. Cross-Functional 
Autonomous Teams 

5. Continuous Improvement 

6. Automate Everything You Can 

Continuous  
Improvement

Code

Unit Tests

IntegrateAcceptance 
Test

Deployment

Many definitions of DevOps exist. Many of these adequately explain one or more aspects important 
for finding flow in the delivery of IT services. Instead of trying to create a comprehensive definition on 
your own, refer to the following six principles when adopting or migrating to a DevOps way of working:

1.	 Customer-Centric Action: It is imperative nowadays to have short feedback loops with real 
customers and end users. Therefore, all activities involved in building IT products and services 
should revolve around customers.

2.	 Create with the End in Mind: The principle focuses on understanding the real needs of 
customers and working towards creating products and services that solve the problems. In other 
words, it considers taking a holistic view of both the creation and use of the IT product/service.

Course Book | DevOps and ITSM Training

12  │  Copyright © 2017

Sample material – Not for Resale



3.	 End-to-End Responsibility: In a DevOps organization, teams are vertically organized to 
enable team members to be fully accountable for the products and services they deliver. End-
to-end responsibility means the team holds itself accountable for the quality and quantity of 
services it provides to its customers.

4.	 Cross-Functional Autonomous Teams: In product organizations with vertical, fully 
responsible teams, the teams need to be fully autonomous throughout the entire lifecycle of 
the product. Therefore, the teams should possess all the necessary expertise to take on the 
end-to-end responsibility.

5.	 Continuous Improvement: In a DevOps culture, a strong focus is put on continuous 
improvement to enhance the products/services offered to customers. Some of the improvement 
activities include minimizing waste and optimizing speed, costs, and ease of delivery.

6.	 Automate Everything You Can: Automation is synonymous with the drive to renew the way 
through which the team delivers its services. Extensive automation means having a deep 
understanding of the processes needed to develop and deliver the IT services.

Reference Reading:

DASA Whitepaper - Embracing Digital Disruption by Adopting DevOps Practices (goo.gl/LfUZX6)

Defining a DevOps Team
The current preferred way of organizing DevOps teams is to enable autonomous Business System 
teams that can “land” their application and infrastructure code on a platform that is maintained by a 
Platform team. However, such a self-service platform is a product in itself and needs maintenance, 
innovation, and ownership.

21Copyright © 2017  |

DevOps and 
ITSM Training

Training Introduction

DevOps and ITSM 
(ITIL®)

DevOps Journey 
Examples

Contribution of ITIL®

and DevOps

DevOps Agile Skills 
Association (DASA)

The current preferred way of organizing DevOps teams is to enable autonomous Business 
System teams that can “land” their application and infrastructure code on a platform that is 
maintained by a Platform team. However, such a self-service platform is a product in itself 
and needs maintenance, innovation, and ownership.

Defining a DevOps Team

Business 
System 
Teams

PaaS

IaaS

Platform
Team

Organizational Model: The Practical Approach

In the model, as depicted in the preceding figure, the infrastructure reuse benefits are largest, without 
impeding the speed and autonomy of the various Business System teams. It also enables the Business 
System team to take full responsibility for their service during its complete lifecycle.
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Business System teams manage end users (for example, customer), services, and products (for 
example, applications). On the other hand, Platform teams manage platform products used by 
Business System teams. Platform teams do not take over the responsibility of the service offered 
by Business System teams. They offer platform (or Infrastructure) services through self-service and 
automation to make the Business System teams work more effectively. This way prevents Business 
System teams from waiting for their request to be dealt with by the Platform team. However, both 
teams need to work closely together to ensure the services provided by the Platform team are the 
correct ones.

DevOps Organization
●● The organizational model is the business structure or the way a business organizes itself in 

departments, units, and teams.

●● The operational model is the way a business or an organization operates to get the work done.
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 The organizational model is the business structure or the way a business organizes itself in 
departments, units, and teams.

 The operational model is the way a business or an organization operates to get the work done.

DevOps Organization

Traditional Organizational Model

IT 
Department

Financial Processes Support

IT 
Department

DevOps Organizational Model

Financial Processes Support

An organizational model describes how the organization is structured. In an organizational 
model, people spread across all over an organization in technically-oriented silos, which result in 
communication problems. DevOps organizations aim to work with the organizational model that 
facilitates collaboration between people to provide the customer with the best products and services. 
In traditional organizational models used within IT, there is a substantial need for coordination 
overhead in the form of Service Delivery Managers and Project Managers responsible for bringing 
people together to create value for the customer. On the other hand, the DevOps organizational 
model focuses on a single (mostly colocated) team doing the work, hence, reducing communication 
and coordination issues.

The operational model describes how work gets done. In traditional IT organizations, the operational 
model is dependent on coordination roles that ensure the people in technical silos are brought together 
to deliver a service. The operational model of a DevOps IT organization focuses on delivering work 
through autonomous teams having the required knowledge to develop, deliver, and maintain the IT 
service. These are two distinctly different operational models. 
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The organizational model and the operational model are closely related but distinct entities. Both 
need to be addressed when organizing DevOps teams. For example, it is conceivable to describe a 
DevOps environment in which the Project Manager has an important role in realizing the IT service 
(not a preferred solution). It means the organizational model can have autonomous teams, but the 
operational model is project-based.

Activity-Focused vs. Product-Focused
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Activity-Focused vs. Product-Focused

 Specialty Oriented
 Functionally Organized
 Project Focused
 Work with Individuals
 Optimized for Resource 

Utilization

 Work Oriented
 Team Organized
 Product Focused
 Work with Teams
 Optimized for Speed

Activity-Focused
Siloed

Product-Focused 
(End-to-End Responsibility)

The characteristics of an activity-focused organization are:
●● Resources are specialty oriented and perform a specific task in a chain of events at a time, 

such as updating a database.

●● Resources are functionally organized implying they are added to specific resource pools 
reflecting specialisms, for example, a pool of database administrators.

●● Resources work on projects with a beginning and an end, and they can be assigned to multiple 
projects at once.

●● The organization works with individuals who are seen to be interchangeable.

●● This type of organization is optimized for resource utilization. 

The characteristics of a product-focused organization are:
●● Resources are oriented to deliver work that requires multiple skills, such as a developer who 

creates test fixtures in code also knows how to automate a delivery process.

●● The resources are organized in teams who are responsible for their product delivery and/or 
maintenance.

●● The team relates to the product throughout its entire lifecycle. The applicable ideology being 
“you build it, you run it.”

●● The team is associated with the product throughout its entire lifecycle. The applicable ideology 
being “you build it, you run it.”

●● This type of organization is optimized for speed or lowering cycle-time for a product.
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Siloed organizations have resources grouped on specialisms who can be optimized from a resource 
efficiency perspective but not from a process throughput (or flow) perspective. Product-focused (or 
Agile) teams are multidisciplinary in nature where the entire team has all disciplines to bring a product 
to production and keep it working in production. All disciplines working in a team with the focus 
on the end product helps to reduce expensive handover moments and further improve the process 
throughput optimization. Remember, for a DevOps organization, it is all about speed and getting 
features to the customer as soon as possible. Such a speedy delivery of products helps organizations 
to use valuable feedback loops to determine whether they are on the right track.

Automate Everything and Obtain Immediate Feedback

24Copyright © 2017  |

DevOps and
ITSM Training

Training Introduction

DevOps and ITSM 
(ITIL®)

DevOps Journey 
Examples

Contribution of ITIL®

and DevOps

DevOps Agile Skills 
Association (DASA)

Continuous Deployment Pipeline 

Automate Everything and Obtain Immediate Feedback

Everything Automated
Intelligent Infrastructure: 
Infrastructure as Code

Version 
Control Build

Unit 
Tests Deploy Auto 

Test
Deploy 

to 
Production

Measure 
and 

Validate

Production Feedback

The continuous deployment pipeline breaks down the software delivery process into stages, as shown 
in the following figure. Each stage is aimed at verifying the quality of new features from a different 
perspective to validate the new functionality and prevent errors from affecting the users.

The figure shows the software deployment process as a pipeline flowing from left to right. During all 
the stages of the software development, the measurements provide feedback to the team. They can 
use the feedback to visualize the flow to everyone involved and identify bottlenecks and issues that 
need to be solved.
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Continuous Delivery
Automated tests in production-like environments assure the code and the environment operate as 
designed and are always in a deployable state. 
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Automated tests in production-like environments assure the code and the environment 
operate as designed and are always in a deployable state. 

Deployment is the installation of a specified version of the software to a given environment, 
such as promoting a new build into production.

Continuous Delivery

Commit 
Code

Build and 
Test

Acceptance 
Test

Deploy to 
Production 
and Testing

Release

Stop the process when tests fail.

Obtain feedback, such as test results and monitoring data.

Development Testing Staging Production

Legend:

Automated 
Trigger

Manual 
Trigger

Deployment is the installation of a specified version of the software to a given environment, such as 
promoting a new build into production.

Some of the key concepts related to continuous delivery are:
●● Continuous delivery is sometimes confused with continuous deployment. It is the ability to do 

frequent deployments, but you can choose not to do it due to several reasons, such as the 
business requirement of a slower rate of deployment (typically achieved by batching changes 
into releases). 

●● Whenever anyone makes a change that causes an automated test to fail and breaks the 
deployment pipeline, continuous delivery demands developers to stop the line (or process) 
immediately to bring the system back into a deployable state.

●● Organizations can even choose to have the Continuous Integration and Deployment system 
that rejects any changes that take the code out of a deployable state, such as code or 
environment commits. Doing this continually and throughout a development project eliminates 
the common practice of having a separate integration and testing phase at the end of the 
project. The separate phase often gets compressed or skipped resulting in more technical 
debt and downward spiral.

●● It emphasizes on monitoring throughout the deployment pipeline. It demands to monitor not 
only the production service but also the preproduction environments, such as Development, 
Testing, and Staging. Why? It minimizes the cost of correcting potential performance problems 
by detecting and correcting these long before the production.
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Culture
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Culture is the sum total of behavior and 
mindset of an organization, supported and 
enhanced by the values and beliefs of that 
organization. As an organizational unit, each 
team develops its own culture with the 
ultimate goal to achieve high performance. 
This counts for each DevOps team. 

Culture is shared and maintained through 
role-model behavior. This means that within 
and across teams people must exhibit 
consistent behavior to reinforce the strengths 
necessary for their teams to be successful 
from the cultural perspective. 

Culture

High Trust and Respect

Reference Reading:

https://hbr.org/2013/05/what-is-organizational-culture

DevOps Journey Examples
Different Starting Points
What is your starting point?
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What is your starting point?

Different Starting Points

1

2

3

4

From AppDev to Business 
System DevOps

From AppOps to Business 
System DevOps

From InfraOpps to 
Platform DevOps

From Business Systems 
DevOps to “Full Stack” 
DevOps

DevOps Journeys

Ap
pl

ic
at

io
ns

In
fra

st
ru

ct
ur

e

Operations Development

Agile / Scrum

1

2

3

4 4

4
ITIL ITIL

Lean IT

Application 
Services Library 
(ASL)

Business 
Information 
Services Library 
(BiSL)
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DevOps Journeys
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DevOps Journeys

From AppDev to Business System DevOps

Starting Point of the Journey Key Actions

• Focus on development, little attention to 
maintenance and support

• Speed is key
• Focus on automation of non-production 

environments, such as Continuous 
Integration (CI) and Test-driven 
Development (TDD)

• Mature development-oriented team

• Add maintenance focus, “You build it, you run it.”
• Encourage lifecycle responsibility
• Embed focus on quality
• Increase multidisciplinary of team through 

shared learning

From AppOps to Business System DevOps

1

2

Starting Point of the Journey Key Actions

• Primary steering based on processes
• Technical silo-based  maintenance and 

support organization
• Focus on risk management regarding 

production environment
• Low speed of innovation

• Cluster services in customer-oriented domains
• Create multidisciplinary teams
• Strengthen development capability of teams
• Increase focus on speed of delivery
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DevOps Journeys (Contd.)

From InfraOps to Platform DevOps

Starting Point of the Journey Key Actions

• Large diversity of infrastructure and 
specific solutions for everything

• Technical silo-based infrastructure 
organization

• Strict separation of production and other 
environments

• Difficulty to match the pace of change 
required by customers

• Create Platform teams
• Standardize and automate routine support and 

maintenance work
• Integrate cloud technology
• Maintain and offer “infrastructure as code”

From Business Systems DevOps to “Full Stack” DevOps

3

4

Starting Point of the Journey Key Actions

• Discussions about responsibility for 
service delivery

• Understanding that change is an integral 
part of service delivery

• Collaborate on improving flow
• Increase discipline of Business System and 

Platform DevOps teams
• Increased self-service provided by Platform 

DevOps teams
• End-to-end responsibility given to Business 

System DevOps teams
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Activity Time: DevOps Impact on EJ Airways

A Look Back: IT Performance Drives Business Performance
Throughput and stability go hand in hand, together with lower costs
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Throughput and stability go hand in hand, together with lower costs

A Look Back: IT Performance Drives Business Performance

More 
Predictability

Lower 
Risks

What CIOs 
want?

IT 
Performance
(Throughput 
and Stability)

Business  
Performance

Key Drivers:
 Change Leadership
 Lean/Agile Way of Working
 Architectural and Technical Practices
 Organizational Design
 Information Security

Key Metrics:
 Deployment Frequency
 Lead Time of Changes
 Mean Time to Resolve (MTTR)
 Change Failure Rate

DevOps

Reliability

Agility

Security

Faster 
Flow

DevOps and Business Performance

Throughput and stability go hand in hand, together with lower costs.

Case Study: EJ Airways
Note: 

●● To know about EJ Airways, refer the Case Study: Easy Journey Airways (EJ Airways) provided 
in Appendix A.

●● For reading the script of this video, refer to the ‘VIDEO SCRIPTS’ section of Case Study: Easy 
Journey Airways (EJ Airways).

Group Discussion
How can ITIL® and DevOps contribute to the success of EJ Airways?

Note: Many solutions are possible for a given problem depending on the priorities of the business. 
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