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% AglleSehtware Development

Individuals and interactions
Working software

Customer collaboration

Responding to change

over processes and tools

over comprehensive
documentation

over contract negotiation

over following a plan




% Froplems and EroposSiitions

Processes that are too detailed and do ~ Emotional intelligence over
not take into account human interaction processes that are too detailed

Specifications that are incomplete and  Services fit for purpose and for use
inaccurate over meeting specifications

Agreements with stakeholders that Flexible engagement over fixed
don’t reflect evolving needs agreements

Planning for change over following a

Slow, cumbersome, risky, plans plan

Distributed decision-making

High cost, waste, slowness . : : :
& ’ ’ authority over immediate cost cutting
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Emotionalintelligence:.
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ITIL Service Request
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SEVICES it for purpose and! USE...

- OVERMEETING SPECIHCALIONS



= Everhaveaproblemiikethis:. ?

I’'m calling on
behalf on my aunt,
who died last week, Maybe you didn't
to cancel her credit hear me. | said she

card ’ died last week.

Have her

download this form, sign That makes no
it and mail it to us. Be difference. You
sure to include a have to follow our
telephone number in process
case we have any '
questions




“ISO”

Is this true?
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Flexiplerengagement:..

- OVEN Tixed agreEEMENLS
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Beware the Gap!

Value curve
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of contract
negotiation
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Value curve
with period
of contract
negotation




& Whatyoeu know:..and when

What you learn along
the way that you didn't
even know you didn't
know at the start

What yvou leamn along the way that you
knew you needed to find out at the start
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What you knew at the start {(some of which turned out to be wrong)
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% DOV OU SaVs::

... No, we don't offer that service”

. LElfSISEEWhatwe cantdoerter nelps
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Flannimg fer chiange:..

-OVerfollowing arplan
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Decision:
Mont Blanc
or some
other route

i@ BMichelin

Decision:
Wait out the
jam or
backtrack

Decision: Grand
StBernard or

i PR

Decision:
Tunnel or pass

Decision:
Simplon
Pass, train
or Ticina

. 'F'H

Decision:
Autoroute




herproplem with plans

To-be

Errors in Change in
@ine scope Cha@
Benefit | In

goals

Cancellation

Duration of | | Excessive
project duration




% Incremental continual
ImipProvement

Rapid Low |
@ery complexity
Regular
readjustment
Low
downside
risk

of goals
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Pistriuited dEecIsion making
AUt oKLY.,

overimmediate reduction in
direct costs



% Software’s moement o truith

Provider Consumer

l Moment
{\F/ of truth
g F

Design and build the software




% A Services moement o truth

Provider

-
Moment
of truth

P
W\

Design and build the service Delrver the service

Consumer




VWhererare decisions madev

FProvider

Decision-
making
RN authority

Information
needed to make
decisions

Design and build the service Delrver the service

Consummer
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Problem o centralized
decision-making
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% Froplems and EroposSiitions

Processes that are too detailed and do ~ Emotional intelligence over
not take into account human interaction processes that are too detailed

Specifications that are incomplete and  Services fit for purpose and for use
inaccurate over meeting specifications

Agreements with stakeholders that Flexible engagement over fixed
don’t reflect evolving needs agreements

Planning for change over following a

Slow, cumbersome, risky, plans plan

Distributed decision-making

High cost, waste, slowness . : : :
& ’ ’ authority over immediate cost cutting




% Uses of a Manifesto

®* Support achieving the goals of service
management aqility

* Make it clear what we mean by "service
management agility”

®* Make it easy for practitioners to recall
principles and values

® Define a framework for further analysis and
improvement
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Thank you

% Robert S. Fmv
Director, Concentric e Consulting

robert@3cs.ch
@R Falkowitz
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