
Digit al and IT Transform at ion

To say that digital technology is increasingly important is an 
understatement. Its economic, societal, and political 
impacts are unprecedented. At the same time, it is 
increasingly challenging for digital practitioners to design, 
develop, run, and support the systems and services that 
fulfill this demand.

Digital organizations are enabled by digital technology. 
Digital technology is a significant underpinning enabler for 
these organizations? internal processes, and is often part of 
their products and services. It is a strategic part of a digital 
organization?s business model, and prioritizing digital 
technology (?digital first?) is often part of the organization?s 
culture.

Digit al t ransform at ion involves the use of digital 
technology to enable a significant improvement in the 
realization of an organization?s objectives that could not 
feasibly have been achieved by non-digital means.This 
phrase is often used to indicate major investment in 
digitizing, robotizing, and other forms of automation. This 
technological 
change often 
requires 
organizational 
change in how 
the organization 
uses the digital solutions.

In organizations where business and IT are regarded as 
separate organizational functions,?IT t ransform at ion? is 
often used to denote major change that improves how IT 
services are provided. 
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IT transformation is focused on how IT services and information systems are developed, run, 
and supported. Where business and IT are regarded as separate organizational functions,?IT 
transformation? is an appropriate term to use.

To reap the benefits of digital technology, however, organizations are increasingly 
decentralizing the IT function and integrating it into digital lines of business. In cases where 
there is this integration of IT management into business management, ?digital transformation? 
would be used instead.

The term ?transformation,? used correctly, means major change. Despite this, transformation 
does not necessarily imply a single, large change. Based on the approach an organization 
selects, transformation can be achieved just as successfully with a few big changes, or many 
smaller ones. In many cases, a series of smaller changes can even be the more successful 
approach.

What  is High-velocit y IT?

High-velocit y IT (HVIT) is the application of digital technology for significant business 
enablement, where time to market, time to customer, time to change, and speed in general are 
crucial. High velocity is not restricted to fast development; it is required throughout the service 
value chain, from innovation at the start, through development and operations, to the actual 
realization of value.

HVIT provides many organizations with higher 
degrees of digital enablement, but it is not 
always a prudent investment. Just as some 
digital organizations are more digital than 
others, the velocity in some organizations is 
higher than in others. The velocity at which an 
organization should operate depends on the 
nature of that particular organization, and in 
some cases a lower velocity may be more beneficial. It is also not necessary, or even 
recommended, that the whole of an organization?s IT should be high velocity. For example, 
more dynamic customer-facing systems could be managed with a HVIT way of working, 
whereas back-office legacy systems may be better handled in a more traditional way.

- Does not come at the expense of the 
utility or warranty of the solution

- Equates with high performance in 
general

HIGH VELOCITY
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Increasing velocity within an organization will always involve costs and risks, particularly when 
there is a steep change rather than a gradual improvement. For some organizations, it does not 
make sense to undertake such a transformation, as they have other, higher priorities. Others 
may choose not to try to increase velocity because they think the amount of cultural change 
involved would be too difficult to achieve, or unlikely to generate an acceptable return on 
investment.

Key Object ives of  High-velocit y IT

Technology is strategic to digital organizations? business models, and as such, higher demands 
are placed on the lifecycle of their digital products. These demands can be represented by five 
high-level objectives that translate the vision and strategy of an organization into more 
operational objectives and indicators. These objectives are:

- Valuable invest m ent s ? strategically innovative and effective application of IT
- Fast  developm ent  ? quick realization and delivery of IT services and IT-related products
- Resil ient  operat ions ? highly resilient IT services and IT-related products
- Co-creat ed value ? effective interaction between service providers and service 

consumers
- Assured conform ance ? adherence to governance, risk, and compliance (GRC) 

requirements

In some instances, there will be conflicts between the different objectives. For example, fast 
development could negatively affect resilient operations when insufficient time is given to 
ensuring that services and products are robust. For this reason, these objectives should not be 
managed in isolation; they influence each other and interact with each other, and it is 
important to ensure that they are properly balanced.

Practitioners in digitally-enabled organizations use various techniques to achieve the key 
objectives of high-velocity IT. Some of the techniques described in ITIL 4: High-velocity IT are 
usually only found in these environments, whereas others are more general techniques that 
are crucial to HVIT work.

Although the techniques listed here are grouped by the key HVIT objectives, a technique will 
often support multiple objectives, and each technique can be used in the context of multiple 
ITIL practices.

- Valuable invest m ent s ? prioritization techniques, minimum viable products and 
services, product or service ownership, A/B testing

- Fast  developm ent  ? infrastructure as code, loosely coupled information system 
architecture, reviews/retrospectives, continual business analysis, continuous 
integration/continuous delivery (CI/CD), continuous testing, Kanban

- Resil ient  operat ions ? technical debt, chaos engineering, definition of done, version 
control, AIOps, ChatOps, site reliability engineering

- Co-creat ed value ? service experience
- Assured conform ance ? DevOps Audit Defense Toolkit, DevSecOps, peer reviews



Key Charact er ist ics of  High-velocit y IT

There are many approaches that can be taken to reach and maintain HVIT. Four characteristics 
that are dominant in common HVIT approaches are:

These key characteristics are technical in nature, focusing more on the tangible parts of 
information systems (i.e., the products), but can also be applied to IT services. In isolation, 
these characteristics are not unique to HVIT. Together, however, they help to fulfill the higher 
demands that digitally enabled organizations place on IT.

Key Behaviors of  High-velocit y IT

Working in a high-velocity environment can be both challenging and rewarding. The same can 
be said for working through a digital transformation.

Practitioners working in these environments are familiar with traditional concepts and 
practices. They now want to learn new ways of thinking and working and integrate these into 
their existing ways of working. They also want meaningful and rewarding employment.

When used together and properly by organizations, these 
characteristics enable the co-creation of value.

Charact er ist ics Benef it

Lean Helps to improve throughput and reduce waste. HVIT environments 
benefit from approaches with Lean characteristics due to the pressure 
on time to market and time to customer.

Agile Adds close and iterative collaboration with users. Approaches with Agile 
characteristics are important for HVIT environments because digital 
products and services have to be developed in response to changeable 
market demands.

Resil ience Maintains workable availability and performance. The systems that 
support HVIT environments are complex and therefore error-prone. 
Approaches with resilient characteristics minimize the effect of 
incidents by degrading systems gradually and restoring service quickly.

Cont inuous Ensures fast and reliable deployment. Approaches with continuous 
characteristics extend the Lean focus on throughput by standardizing 
and automating processes for integrating, building, testing, and 
shipping code, enabling digital products and services to be available 
when required.



Five key behavior patterns that reflect the organizational needs and the aspirations of 
practitioners working in these challenging environments are:

- Accept  am biguit y and uncer t aint y
- Trust  and be t rust ed
- Cont inually raise t he bar
- Help get  cust om ers? jobs done
- Com m it  t o cont inual learning

HVIT behaviors are supported by a combination of guiding principles, models and concepts 
that influence ?how we do things around here? ? in other words, culture. These behavior 
patterns are intended to appeal to humans? desire to contribute to something worthwhile, to 
learn and improve, and to be recognized for their intent and effort.

Although most of these behavior patterns are not exclusive to HVIT, the combination of and 
adherence to all five is beneficial to the kind of people who understand the demands of a more 
digitally enabled enterprise. To support these behaviors, organizations should evolve the way 
they think and operate in regard to:

- How they define and fulfill their mission and objectives
- How they ensure a productive, safe, stress-free environment for their people
- How they enable high performance in constantly changing circumstances

ITIL 4  High-velocity IT provides an overview of the key concepts of digital transformation and 
high-velocity business and IT management. It suggests a set of objectives and behavioral 
patterns that will help to transform a business, enabling it to get the most out of digital 
technology. Finally, it describes a collection of useful techniques, methods, and contributing 
practices that support the key objectives.

Make a Dif ference!

Any service management related initiative will affect organizational culture. Effective 
communication plans, training, and clear policies and procedures are all needed to achieve the 
desired performance outcomes and enable collaboration between the many different people 
involved.

Contribute to your organization?s IT service 
management effort by expanding your 
knowledge of best practices and by 
enthusiastically using what you learn to lead 
transformational and continual improvement 
activities. 

Culture change and progress cannot 
happen without the support of people 
like you. Take act ion!

BE A CHANGE CHAMPION!

?This is not just a question of changing skillset. It is a changing of mindset.?

Julie Dodd, The New Reality



+1-954-491-3442 ht t p:/ / i t sm academ y.com info@it sm academ y.com

Cont act  us t o schedule t im e w it h a subject  m at t er  exper t .

Want  t o Learn More?

Training helps individuals and organizations build and maintain their capabilit ies. Training also 
provides individuals the knowledge, skills and information needed to fill their role in the 
organization or achieve their career goals, along with a place to test and develop the 
confidence to use these skills in the workplace.

The ITIL 4 qualification scheme provides a role-based, modular approach that is comprised of 
qualifications focused on different aspects of ITIL best practice to various degrees of depth and 
detail.

  

The structure of the ITIL qualification scheme offers individuals flexibility relating to the 
different disciplines and areas of ITIL and the ability to focus their studies on key areas of 
interest.

Read What Is ITIL 4 Qualif icat ion Schem e.

See ITSM Academy class opt ions and dat es or download the course cat alog.
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Addit ional Resources:
- ITSM Professor  Blog - a WEALTH of knowledge published weekly, since 2008

- Webinar  Archives - Monthly since 2007

- ITSM Academ y Resource Cent er

+1-954-491-3442 ht t p:/ / i t sm academ y.com

Read More

ITSM Academ y
We are a female owned small business, established in 2004.  Our extensive catalog includes accredited and 
sustainable ITIL®, DevOps, Process Design (CPDE), Agile Service Management, Site Reliability Engineering (SRE),  
Value Stream Mapping (VSM) and  Experience Level Agreement (XLA) training and education. Our business values 

are founded on trust, loyalty, professionalism and long term relationships.  ...educate and inspire is not just our 
corporate slogan, it speaks to our core mission and goal.

          Follow our founder and CEO, Lisa Schwartz, on LinkedIn  and Tw it t er . 
___________________________

Inst ruct ors  
Every ITSM Academy instructor is certified to the highest levels in the areas they train.  They have years of hands-on 
IT practitioner experience, enabling them to effectively intertwine theory and real-life stories and scenarios. Using 
the highest quality content, this engaging training style encourages active group participation, allowing all learners 
to bring from class a wealth of practical knowledge.  

___________________________ 
Accredit at ions
All of ITSM Academy?s Certification Courseware is developed in-house and is accredited by independent, 
international organizations. 

___________________________ 
Gam e On! - Int eract ive Learning 
Involves students in active learning, using the engaging qualities of a game, fueled by our Subject Matter Expertise.  

___________________________ 
Courseware Licensing 
In addition to our public and corporate/onsite training, our Courseware - which we develop in-house - is available for 
licensing under our flexible Licensing Program, including Train-the-Trainer (for qualifying organizations).

___________________________ 
m y.it sm academ y.com  
Portal - extends the classroom experience for our learners and provides everything our authorized trainers need to 
prepare for and teach our classes. 

___________________________ 
Professional Educat ion Hours (PDUs/CPEs/CEUs):  
ITSM Academy is proud to make it possible for individuals who attend our classes to earn professional education 
hours. (e.g., PDUs, CPEs, CEUs). These professional education hours can be submitted to associations such as the 
Project Management Institute and ISACA, if applicable.

Em ail m e t he .pdf !

The St ory of  t he Academ y 
Today, ITSM Academy is widely recognized 
for its expertise in multiple IT frameworks 
(ITIL, DevOps, Agile Service Management, 
Lean) and, more importantly, how they work 
together. But that 's not where we started.

The founders of ITSM Academy ?grew up? in 
the world of Help Desks. As our careers 
progressed, we graduated to Senior 
Management roles within our organizations.  

 

As the first wave of IT Service Management 
(ITSM) and ITIL reached the shores of the 
United States, we were hooked. 

An internationally accepted collection of 
best practices focused on reducing IT costs 
and improving customer satisfaction was 
here.  We had to get our arms around this!  
So, like many of you, our research began. It 
became obvious to us that education and 
networking would be our first steps. 

Local resources were limited ? so we 
gathered some colleagues to help start the 
South Florida itSMF USA Local Interest 
Group (LIG). We also began the hunt for 
quality ITIL training. At the time, options 
were very limited. As they say, one thing led 
to another...

To help fill the void, in 2003, we founded 
ITSM Academy and set our sights on 
developing "Americanized" training content 
and achieving Accreditation. From the start, 
we were committed to building content of 
the highest possible quality.

By 2005, we had developed in-house, all 
available ITIL Training, including Service 
Manager.  Read m ore of the story here...

By now, you?ve likely researched more than 
one training provider. What makes ITSM 
Academy different? Why should you 
choose us?

?Our business values are founded in trust, 
loyalty, professionalism and long term 
relationships. We provide personalized 
solutions based on those same values and 
built on the foundation on our own 
experiences ? as IT Professionals.? 

Sounds nice, but can we back that 
statement up?

We don?t need to. Our 100,000+ (and 
growing!) alumni do it for us. They are happy 
to talk about the quality and personalized 
services they receive from ITSM Academy. 
Please visit our testimonials page, or contact 
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