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Taman opinnaytetydn tarkoituksena oli auttaa startup-yritys Done Robotics Ab
Oy:ta organisoitumaan ja valmistautumaan palvelemaan tulevia asiakkaita. Done
Robotics on kehittanyt oman tuotteen ja suunnitellut aloittavansa palvelun tuot-
tamisen sen avulla. Yritys on tydskennellyt jo vuosia tuotteen valmistuksen pa-
rissa. Naiden vuosien aikana yritykseen on vakiintunut kdytanteita, jotka eivat sel-
laisenaan sovi yhteen palveluntarjoamisen liittyvien kaytantdjen kanssa.

Tassa tyossa arvioitiin yrityksen paivittdisia toimintakdytanteita. Arviointia ja sen
pohjalta tehtyja analyyseja on kdytetty pohjana suunnitelmalle, jolla yhtenaiste-
taan yrityksen toiminta Information Technology Infrastructure Library (ITIL®) -kay-
tantojen kanssa yhteensopivaksi. Tyohon sisaltyi yrityksen kehittamien kaytantei-
den rajaamista ITIL® kdytantojen mukaisiksi kokonaisuuksiksi ja ndin helpottaa uu-
den yritysrakenteen tarpeiden tunnistamista, pohjautuen kaikkeen kasilld olevaan
tietoon. Ndiden tietojen avulla voitiin perustaa vahimmaisvaatimustuotteen (Mi-
nimum Viable Product, MVP) RaaS-palvelulle. MVP Raa$S palvelun suunnitteluun
liittyi siirtymasuunnitelman yhteissuunnittelu ja uusiin vastuisiin liittyvien asentei-
den valmentaminen.

Opinndytetydn odotuksena oli, ettd yritys alkaisi sovittaa toimintaansa ITIL® v4:n
parhaisiin kaytantoihin uudelleenjarjestamalla roolinsa ja integroimalla olemassa
olevan resurssipoolinsa uuteen organisaatioon, joka pystyisi tukemaan Jatkuvaa
toimintaa. Seuranta tehtiin 6 kuukautta viimeisen valmennustilaisuuden jalkeen,
ja haasteista huolimatta yritys valmistautui pilottiprojektiin testatakseen ja kehit-
tddkseen palvelua yhdessa tulevan asiakkaan kanssa. Tama organisaatio muutos
voi kestda useita vuosia, organisaation koosta ja aiemmin vakiintuneiden kaytan-
teiden juurtuneisuudesta riippuen.

Avainsanat Startup, ITIL® V4, MVP, Raa$
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The purpose of this thesis was to assist a startup Done Robotics Ltd with trans-
forming their organization to prepare the company for upcoming customer
onboarding. This company has been developing a product of their own and has
been planning to start producing a service using the developed product. The
startup has been working on fabricating the product for years and has established
practices that are not directly compatible with practices related to service provi-
sion.

In this thesis, the company’s daily operation practices were assessed. This assess-
ment was analyzed to establish a baseline for further plans to align the compliance
with Information Technology Infrastructure Library (ITIL®) practices, which in-
cluded documenting and limiting scope of established practices and merging them
with ITIL® practices needed to establish a Minimum Viable Product (MVP)-service,
co-designing a transition plan, and coaching a new mentality that comes with new
responsibilities.

The expected outcome was that the company will start aligning its operations with
ITIL® V4 best practices by reorganizing their roles, while integrating their existing
resource pool into a new organization that can support Continuous Operations. A
follow-up was made six months after the last coaching session. Despite challenges,
the company was getting ready for a pilot project to test and co-develop a service
with a potential future customer. This organizational change can take many years,
depending on the size of the organization and how deeply rooted the previously
established practices are.

Keywords Startup, ITIL® V4, MVP, Raa$S
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1 INTRODUCTION

In the world of startups, there is a concept called “Death Valley”. It is the critical
period when the company must organize their operations in a way such that they

can start earning their own income before the initial investment has run out.

Done Robotics LLC is a Finnish start-up that was founded in 2020 with the idea of
making robots for people. Done is focusing on sanitation and healthcare because
they think that these fields deserve more attention in the modern world (Done

Robotics Oy Ab, 2023).

Done Robotics LLC has been developing their own modular robot and after two
years of trial, error, and success now they felt ready to progress to the piloting
phase. During the initial assessment of this company, it was determined that it had
become purely a research and development organization, concentrating on devel-
oping a functional robot over time. Also, there was a lot of unrefined documenta-

tion that was not being fully utilized.

This thesis explores the implementation of the fourth revision of ITIL® best prac-
tices in a startup environment, where ITIL® is used as a solution for establishing
fundamental practices for creating an MVP version of Robot(ics) as a Service
(RaaS) platform. The platform is specifically designed for utilization of an internally
developed robotic solution. A Raa$S platform means that the company uses a robot

to provide a value adding service in some shape or form. (Biba, 2022)

In this thesis the process of transforming established company practices was ana-
lyzed with the purpose of Done Robotics LLC becoming a service provider. This
involves using ITIL® v4 methodology as a guideline to estimate costs of providing
a service inadvance and to create a sturdy starting point for specialized long-term
commitment to research and development efforts. In ITIL® these efforts are man-

ifested in the Problem - and Change enablement practices. Change enablement is



not there to fabricate random changes, but rather to make sure that the inevitable
changes are made with minimal disruption to the production side of the service.
In this case a pilot project simulates the first version of the production environ-

ment, and work is done in preparation for going live.

It is good to anticipate that going live and continuing the operation over periods
of decades will mean learning a terabyte of data, ataninterval dependent on Mon-
itoring - and Storage management practices. All this data combined with practiced
Knowledge management practices, can then be used in several management prac-
tices to refine the process that enables provision of service. An ideal case that can

be strived for is a cost effective and efficient, data-driven process. (Agutter, 2019)

Success will be seen in efforts contributed towards achieving success. When de-
signing a service, adhering to guidelines described in books of ITIL® practices gives
a way to measure such metrics in each practice involved in operating the service

provided. (Agutter, 2019)

1.1 Information Technology Infrastructure Library

The history of ITIL® starts in Great Britain in the 1980s, when Central Computing
and Telecommunications Agency (CCTA) realized that their Information Technol-
ogy (IT) practices were ineffective and costly. As ITIL® was established around the
globe, it became obvious that lessons learned here were applicable in any type of
enterprise that is providing a service using IT, be it pen and paper or a computer.
Thus, ITIL® was born (Mohanakrishnan, 2023). Pen and paper are how people im-
plemented information technology practices long before computers came along,

utilizing substantial amounts of paper and ink.

Early adopters of ITIL® framework worth mentioning are IBM and Microsoft, who
were already working on their own versions at the time the ITIL® was developed.

In the late 80s the first 30 books on ITIL® were published, each detailing several



aspects of running a successful IT operation. Since then, there have been three

revisions of ITIL® and the next one is already under work (Mohanakrishnan, 2023)

While ITIL® v1 was the basic research aimed at standardizing IT infrastructure op-

erations

1.

3.

4.

The first revision expanded the governance, introduced Information Tech-
nology Service Management (ITSM) tools, and made changes to include
processes that ensure internal delivery of value. This revision also defined
how to develop leadership processes and organizational structure to be
more efficient and robust in its operation. A good idiom to describe the
first version would be “Keep your employees happy and they will keep your
customer happy.”

The 2" revision of ITIL® refined previous contributions to be more compre-
hensive and emphasized improvements to internal processes, such as Ser-
vice delivery and Change enablement practices. An idiom to describe third
version would be “The only thing that is certain, is that everything will
change.”

The current version, ITIL® v4 modernized the framework to include prac-
tices such as Lean, DevSecOps and such, emphasizing improving service
quality holistically by co-designing a service. Idiom here is “With data-
driven design it is easy to collaborate.”

The next revision of ITIL® is on the way and it is going to emphasize Prob-
lem management aspect of service delivery and renew ITIL® s approach to
making guides more practical. An idiom for Problem management would
be “Because everything is changing constantly, there will always be prob-

lems.”
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1.2 Benefits of using ITIL®

What companies get for adopting and adhering to ITIL® frameworks is a stable,
predictable, and organized operational environment that can nowadays be con-
sidered industry standard. The framework gives proven tools and mentality to cre-
ate required design robust and highly specialized processes that co-operate to es-
tablish a service organization. Another benefit is that one can easily outsource
parts of clearly defined service infrastructure to established professionals. This is
used to reduce the workload to less demanding management of 379 party relation-
ships. It allows the company to concentrate on improving the product, while main-
taining its value. The preservation of value is achieved by providing enough trans-
parency, this should be implemented in accordance with updated ITIL® best Infor-

mation security practices. (Agutter, 2019)

For customers, ITIL® framework gives predictability and a way to influence out-
comes without resorting to guesswork. Traditionally service providers just de-
signed whatever they thought was needed, then sold that. This led to customers
paying for extra value propositions that they did not need or want, along with

those value propositions that they needed.

In some cases, service providers concentrated so much on these unwanted fea-
tures that they eventually lost a considerable number of customers. The most
commonly known example of this, in the field of providing a continuous service,
was Microsoft product MS Office 97 with the Clippy feature. According to one
analysis Clippy was designed by developers for the developers themselves, with-

out asking the customer “what do you want?.” (Cassel, 2019)

In ITIL® adhering to the principles of co-designing the service ensures that custom-
ers keep getting the value out of their paid services, in a way that is clear for all

stakeholders from the start. This co-designing is ideally like a co-authoring process



11

but can also be reduced to a review process for scientific publications. Co-design-
ing is an ongoing process that provides the customer with flexibility to keep the
service current over time and gives the service provider opportunities to expand
operations naturally. Here ‘naturally’ refers to seemingly never-ending progress of
technology. Every new technology or improvement of old one is a cause for stop-
ping to consider, how will this impact the value of a service provided (Agutter,

2019).
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2 ITIL® METHODS USED IN THE PROJECT

Done Robotics has been doing the right things up until now and had most of the
tools needed to start a service. However, the organization did not have a complete
role-infrastructure or understanding of requirements of the next organization

model.

When the infrastructure of Done Robotics was designed, a significant amount of
consideration of all the hardware and software aspects was done. The roles of
people maintaining these things had been more of a reactive afterthought. Role-
infrastructure is an abstract concept of how ITIL® operates in practice, depicted in

the ITIL® Process Map below.

ITIL®° Process Map

The ITIL® Service Lifecycle

Processes Proesses
outsidethe | outsidet
ITOrganization T Organization

Customer

Extemal
Supplier
Process

Figure 1 ITIL® Process Map - The ITIL® Service Lifecycle

Understanding Role-infrastructure is required for achieving a capability to utilize
available resources effectively and efficiently while implementing a RaaS Continu-

ous Service. How this utilization of resources happens is determined by Service
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Strategy. The Service strategy determines which services are provided and that
determines the market where the company will operate. What Done Robotics had
so far, was a humble vision of "we want to make a cleaning service using our ro-
bot.” This only defined the market but did not provide any insight into which ser-

vices to offer.

The ITIL® way is a cyclical construct, emphasizing continual and strategical im-
provement, as seen in Figure 2. Using Service Strategy as guiding principles, the
enterprise is supposed to advance in consecutive stages that refine the service
through repetition. ITIL® also provides its own guiding principles on how to choose

and refine them to account for the effect of the changing environment over time.

ITIL® Service-Lifecycle
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Figure 2 ITIL® Service-lifecycle

In this thesis, the five project implementation steps found in the ITIL® Implemen-
tation guide (Kempter S. K., 2019) were redistributed into a 3-stage process to

match the Service-lifecycle as follows:

1. The Service Design stage is the stage where information is gathered, and
everyone is brought on board. Key players are identified, and plans are

made with them.
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2. The Service transition stage is where those previously made plans get
tested and adjusted to match the encountered constraints of reality. In this
stage the MVP prototype is finalized, and the user manual development is
started. Usually, companies like to have this stage happen as fast as possi-
ble. It is good to do testing here to make sure that updates/upgrades suc-
ceed. User training concludes the Service transition stage.

3. The Service Operation stage reveals how the service works and what to do
in the next iteration of the eternal revolutions of Continual Service Im-
provement.

Data generation rate is most intensive in the Service operation stage. This
is where monitoring solutions give feedback on the health of the service
and what needs to be done to improve it. Obviously, users also contribute
a lot of useful feedback, but that sometimes needs a translation. The com-
pany can start to predict the true costs of the service once it has operated
continually for a year. During the piloting, this period is as long as needed,
but once production stability is achieved and monitoring is optimized for

efficiency 1 year of uninterrupted data is preferable.

If it is already known that the enterprise is technologically and business wise on
solid ground, it does not really matter at which stage of the company lifecycle the
ITIL® onboarding process is initiated, but general practice is from the start. In this
instance, solid ground means that the company has resources capable of operat-
ing the required infrastructure to provide the service and has at least one cus-

tomer who has agreed on a pilot project.

Once assessments had been made in Service Design stage over a period of three
months, Service transition was implemented through several workshops where
Knowledge management practices were established to initiate the transition. Also,
the ITIL® process map was purchased to ease the transition with helpful interac-

tion models that show how practices interrelate and drill down to the lowest of
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responsibilities. This process map also contained helpful examples of important

documents such as agreement templates.

The purpose of the Knowledge management -workshops was twofold. First, it was
designed to prepare the staff for the eventual transition to ITIL® practices. Sec-
ondly, it was to start documenting the content of established practices, namely
the individual processes contained within said practices. These recordings will be
used later as work documents that help new recruits to settle into their new envi-

ronment.

The Service operation stage was planned to be a pilot project where the company
intended to put these lessons into practice while continuing to develop their ser-

vice.

It was decided to use an ITSM solution that Done Robotics have been using to
organize, namely Asana for project communication, task tracking and documenta-
tion. Some task assignments were also implemented using email as an example of
alternative ways to exercise request fulfiiment -, incident management - and prob-
lem management practices through a series of assignments that represent such

scenarios.

The Deliverables of Service transition stage was a collection of documented prac-
tices and establishment of new practices. The completion of this stage is defined
by the handover of the robot-service to the organization that has commissioned

the pilot project.

Documented practices are the collections of actions performed during daily oper-
ations. When information is collected appropriately, it will be known how long it
takes to perform each task and if a specific task requires involvement with other
stakeholders. This deliverable is also the recipe, it describes how the organization

works and thus must be protected like any other intellectual property.
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Not sharing the company Knowledge database with the public is an Information
Security practice. If a company cannot tell the difference if an action was per-
formed in a production environment by their employees or outsiders, security in-

cidents will go unnoticed. (Agutter, 2019)

Due to incompatibility and security reasons the contents of the Knowledge data-
base and any specifics about practices developed during this thesis work will not
be discussed. Instead, the thesis will describe the onboarding process of ITIL®
methodology that enables the provision of any type of service, which is in this case
a RaaS platform. The documents in the appendices are not considered a security

threat because this information is already outdated and generalized.

By not revealing the content of developed practices a company has a layer of pro-
tection from various threat actors. Because Solution databases may contain ad-
ministrative login information and procedures to make things happen internally.
This information is very crucial in Security - and Incident management practices. It
enables the investigations to have the capability to exclude internal actors with
legitimate access from being a subject of further investigation. With good
Knowledge management practices, the process of elimination can happen quickly,

thus significantly impacting the time to resolution in a more desirable way.

It is also noteworthy to mention that ITIL® comes with its own set of professional
terminology that have their own specific definitions (Agutter, 2019). ITIL® syntax
was developed, and its meaning has been refined over the three decades, meaning
that there is a considerable amount of ITIL® jargon to learn. Some of this syntax
can be found in the reports attached in the appendices, a glossary aptly named
“ITIL concepts.” Because ITIL® is an established school of thought, one can also
simply ask Google or ChatGPT with a prompt: “define Service + ITIL v4”. It is a good
practice to do this when exploring meanings of Capitalized words in ITIL related

conversations and documentation.
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3 RESULTS

ITIL® uses several ways to measure progress. In this project a qualitative analysis
of deliverables was used to show results. Here the progression of each stage will

be summarized also using available attachments as reference material.

3.1 Service Design

In this project RaaS was defined as a type of service where a value is provided to
a customer by automating a task with a robot and an on-call-maintenance service

for said robot, packaged as a Minimum Viable Product (MVP) Service Offering.

The Service design stage had following deliverables:

- Report 1-RaaS Current state of business at Done Robotics
- Report 2 - RaaS Vision of MVP infrastructure and organization
- Report 3 - Lifecycle of RaaS-platform from point of view of infrastructural

organizational changes

These reports can be found in the appendix. During the service design stage, it was
realized the company had been concentrating solely on the development of their
robot and thus, had evolved practices to serve this purpose. These practices were

identified and added to the tracking list.

In this stage a roadmap to transform the company into a RaaS organization was
drawn as a Gantt chart (Appendix 3) containing explanations of what each practice
does. This chart depicts timelines for documenting existing processes and learning
to document progress of daily tasks in a way that documentation would be useful
for future Service desk practices. Goals were to reinforce existing practices and

establish new ones that will be necessary for the Service operation stage.
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In addition, the company acquired an ITIL® Process map with templates describing
an example of full-service organization (Kempter S. K., 2019). In practice, many
companies in a global market rarely acquire full-service, in favor of making tem-
porary or tactical savings when conditions allow. These Process map templates
were used in the Service transition stage to guide the creation of needed docu-

mentation for the company Knowledge base.

ITIL® Process Templates -

High level view of ITIL®

Level 1: - e ik - 5
ITIL core discipline = ® - -

Level 2: = = &
o - =
ITIL main process -

Level 3:
ITIL process chain

Figure 3 ITIL® Process Templates

In creating Knowledge base documentation, the following example structure was
used according to ITIL®, depicted in Figure 3 . This documentation is the descrip-

tion of the whole infrastructure of a service.

The service design stage will define the resource requirements and thus will help
in estimating the final costs of daily operation. In a Service Level Agreement (SLA),
it is later agreed with each customer what the price of the service would be and
how much extra needs to be paid for each executed extra task. This extra usually

comes from value-adding practices such as Security, Change, Request, Incident
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and Problem management. The rest of the practices are the fundamental fabric of
the company, and their existence and lack thereof will influence how well the

value-adding practices perform.

This fundamental fabric can be constructed from completely internal practices or
outsourced. For example, it is currently a popular practice among startups to have
Facility management practices outsourced, because the local Startup hubs provide
it for free. Once the company owns the property in which it operates, then the
Facility management practice will be required to be included in the internal man-
agement of the company, to keep the Service operational. The fundamental fabric

will be discussed in more detail in the next chapter.

3.2 Service Transition

The Service transition stage was implemented using the existing company infra-
structure, as they were already using Asana as their ITSM. Initially, a period of six
months was reserved for this stage as there was a lot to do but this work could not

interfere with daily operations.

As was mentioned in the Methods section of this document, there were steps that
needed taking to achieve the main goal. The steps were taken with the aim of
reinforcing existing practices and establishing new ones. The reinforcing of prac-
tices was done by identifying target groups of people responsible for Architecture,
Supply, Knowledge and Continual improvement management practices and en-
gaging them in a series of workshops. In ITIL® Continual improvement is a practice
shared by all stakeholders (Agutter, 2019). These workshops aimed to improve ex-
isting knowledge management practices. The existing processes were also docu-

mented.

Earlier, each practitioner had been implementing a “do whatever is needed, to

make things happen” -approach with minimal to no documentation of what was
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done or how long it took. Some practitioners had an overlapping range of respon-
sibilities to accommodate existing resource constraints; this increased the chal-

lenge of separating practices from one another for such a practitioner.

The workshops consisted of lectures, guiding tasks, and questions. The guiding
tasks and questions were designed to be compatible with the practices developed

during the Service transition stage.
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Figure 4 ITIL® Example of Service Operation model

Service Operation templates were given to the architects to help them visualize
the goal, depicted in Figure 4, the arrows indicate interactions from a point of view
of deliverable interactions for operational stage of the ITIL® Service-lifecycle. In
the Design stage, it was also identified that there were three distinct Architecture
designs already established in the company: Robot Hardware (RHW), Robot Oper-
ating System (ROS), and the Backend of the service (BES). Only the Backend archi-

tect had a Roadmap that defined what should be done and in which order.
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In practice, this type of situation where Architectures are not aligned with the
company roadmap, example depicted in Figure 5, it creates silos that are develop-
ing their own distinct products. Silos can lead to unexpected tasks that appear in

the middle of a sprint, slowing down overall progress.

1.Make, use and maintain a Roadmap of your
product regularly.

A product roadmap is a high-level visual summary that maps out the wision and direction of your
product offering over time. A product roadmap communicates the why and what behind what
you're building. A roadmap is a guiding strategic document as well as a plan for executing the
product strategy.

It could be as simple as following strategic roadmap is, for a company:

Startup stage: choosing a problem

Solution stage: researching the market and business analysis, preliminary solution draft
R&D: developing a solution. A MVP-template(a bare bone solution that Just Works and can be
customized later) while looking for potential customers. Effectiveness first, efficiency later.
Piloting: Working with customers to develop a product, a Robotic solution as a Service in this
case, for this custormer from your MVP template, develop supportive services(service desk,
on-site, 3rd party infra e.g. internet). Finish and polish, this is where initial efficiency
optimizations come along. Goal here is to collect expectations and use that to win customers'
trust and secure a binding service contract for x years ahead.

pre-Industrialization: If customers really want our product in abundance consider redesigning
the product to be producible/usable at scale that is expected of hardware and software. Capital
is easy to get when there are customers who are contractually bound to buy your services.
Industrialization: Ramping up the production from one device at a time to mass production,
Continuous Improvement of supportive services.

Rollout: A service is finalized and delivered to the customers, customer education begins(how
fo use the product and its support services maost effectively and efficiently)

Continuous Services(RaaS): Maintain operational level and service level, continue to
co-develop the service with the customers. Use the existing customer base as a portfolio to get
new customers, pivot the product to expand and diversify the portfolio.

Figure 5 An example task from an Architecture management workshop

One of the example questions for documenting Supply management practices and
building a Solution database was: “What needs to be done when you contact a

supplier X and they say, | don’t have it?”
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Name Last modified

ITIL Implementation of Done Robatics Mar 27,2023 T
Process mapping Mar 20, 2023

2022-10-26_Report 1 - Raa$ Current state of business at Done robotics.docx Jun 20, 2023 b
2022-10-26_Report 2 - Raas Vision of MVP infrastructure and organization (1).docx Jun 20, 2023 b

2022-11-08_Report 3 - Lifecycle of Raas-platform from point of view of infrastructural_organizational changes.deex Jun 20, 2023

D B 8 8 BB

2023-02-09 ITIL Implementation 2023 Sep 21,2023 Tl

]

2023-03-27_ITIL precess inputs and outputs Jun 20, 2023

Figure 6 Deliverables of Service transition phase

Figure 6 presents a collection of folders and documents that Done Robotics has
created for this project. These are working documents and documentation at
same time. A working document is an interface between knowledge management
practice and other practices. It means that practitioners are using this type of doc-
ument in their daily work to make sure that they are working with the most current
and relevant information while Knowledge management makes sure that these

documents have the most current and relevant information.

3.3 Service Operation

In Service Operation Stage the service provider must shift focus from continual
improvement to keeping the achieved operational status of a service as stable as
possible. This means that changes made to the service at this stage are minimal

and made only when absolutely necessary.

As this project was implemented in a real-life scenario, the initiation of the Service
operation stage had been delayed by changes in the resource pool, which im-
pacted the overall timetable. Every time a new practitioner needs to be trained, it
will take at minimum several months for them to learn new rules and responsibil-
ities effectively enough to significantly reduce the negative impact on the deliver-

ables of that position.
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Due to time constraints of this thesis, documenting results of Service operation
stage has been omitted from the scope. However, Service Operation stage is ex-

plained in more detail in the analysis chapter of this thesis.

The plan here is that during the piloting of the Done Robotics robot service, the
first iteration of Service operation stage will be performed. This is a stage where
R&D gains focus. During this stage, Done Robotics will have several adjustment
meetings with the customer representatives and users to make data-driven deci-
sions that will shape the service and may even result inamendments to the agree-
ments. These meetings are called Change Advisory Board (CAB) meetings, they can
be regular meetings or held when needed. Typically, a scheduled CAB is a meeting
for technical people where planned, scheduled, and unplanned changes are pro-
posed, discussed, and approved/rejected. Ad-hoc CAB meetings are always un-
planned and can discuss emergency changes as a response to a major incident or
changes proposed by the Problem management or the Sales team. According to
ITIL® Change enablement practices, any changes to the production environment
must be made with minimal interruptions to established daily operation and with

approval from all stakeholders. (Agutter, 2019)
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4 ANALYSIS

There are dozens of books on how to implement ITIL®. In this project, foundational
knowledge was used, complemented with personal experiences of various ITIL®

implementations ranging from company infrastructures to city infrastructures.

Organizational changes are simply instruments to interrupt inefficient, incoherent,
or insufficient practices and improve them. Through Knowledge management
practices it can be determined what is the case and how to go about improving

the organization.

Organizational changes are also brutal testing grounds for resilience of a company,
people will be made redundant, people will leave or will become less effective due
to a piling of new responsibilities or simply anxiety due to loss of co-workers. Man-
aging and mitigating those challenges will always require considerable effort. In
this thesis, this subject is out of scope, but it is important to mention it, as this

appears to be akin to a law of nature.

4.1 Choosing ITIL® Practices

It is always important to have a vision of what a company is going to be doing in
the future, to determine what practices are actually needed for the success of a
particular enterprise. There are still some practices that are universal, such as
Knowledge, HR, Financial, Incident, Change management practices that will be

needed no matter what service the company provides.

When thinking about the service provided by a robot as an iceberg, the robot is
the tip, while the Service desk is the hidden part of the iceberg. Because the robot
is what the users see and interact with on daily basis and if everything is working
as expected, customers interact with the service desk as little as possible. The Ser-

vice desk also functions as a Single Point of Contact (SPOC) for all matters related
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to functionality of the service. This function is visible to the customers and users

too.

A fully functional Service desk consists of several main practices:

- Architecture management

- Measurement and reporting

- Risk management

- Information security management

- Knowledge management

- Relationship management

- Supplier management

- Service level management

- Availability management

- Capacity and performance management
- Service continuity management

- Monitoring and event management
- Incident management

- Service request management

- Problem management

- Release management

- Change enablement

- Service validation and testing

- Service configuration management

Many of the listed practices can be scaled down and assigned to multirole posi-
tions. Some of them can be fully automated in some of the ITSM solutions availa-

ble on the market.
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As done in this project too, selecting fundamental fabric practices should be done
based on the actual needs of the company at the time, even within the Service
desk. For example, in the piloting phase Incident management, Problem manage-
ment and Change enablement practices can temporarily be assigned to the same
person who was the architect of the service providing robot and understands eve-

rything about it. (Kempter S. K., 2019)

Let us take the above situation as an example of an event that needs to be handled
by a Service desk. If too much workload is applied to one person for a long period
of time, the situation will become unbearable sooner or later. Then another per-
son will be needed to assume one or at worst all the responsibilities and will inherit
all ongoing cases related. It is vital to understand here, the moment when a situa-
tion has become unbearable, it is the time when the incident occurred. This is vital
information to help resolve any type of investigation and sometimes this infor-
mation needs to be found separately. ITIL® defines unbearable as unplanned in-

terruption or reduction in quality of an IT service.

It is also noteworthy that not all practices are equal. During the Service Operation
stage some operate with the highest mandate. For example Incidents must always
be managed as soon as possible, but within a defined SLA and according to priority.
Otherwise, the agreed penalties start impacting the income produced by the ser-

vice.

According to ITIL® best practices, the customer predefines the Incident priority
scale in the SLA, but any incident can be elevated in priority if needed or if the
customer says so. When an incident repeats, the Problem management practice
steps in to get a Root cause analyzed with an outcome of a solution. Once the Root
cause is analyzed, the problem management together with the Change enable-

ment select the best permanent solution and implement it.
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Major incidents and Security incidents are always the highest priority, which also
means that after such an event has been resolved and production operation has
been restored, there is always a Root cause investigation to make sure that this

will not happen again. (Agutter, 2019)

Each one of the main practices has sub-practices that can be as simple as changing
a lightbulb in the office but also assembling different parts of a robot, updating a
server, or handling a request for a change advisory board meeting. There could be
thousands of practices depending on the complexity of a company and require-
ments imposed by the customer, regulators and chosen industry. Maintaining that

amount of information and data can become cumbersome over time.

4.1.1 The Big Picture

Paraphrasing ITIL® core principles “To get to where you are going, you need to
know where you are starting from. Only then you can build a roadmap to the des-

tination.”

A roadmap is a tool that is usually projected for a project, which makes it an
equally valuable tool for laying out the vision of what is needed for creating a con-
tinuous process. In ITIL® thusly created big picture is made into an ever-evolving
entity that can be nimble in the face of change. Change that time and environment

inevitably imposes on a company. (Figure 2 ITIL® Service-lifecycle, 2018)

Here, choices should be regularly made that align long-term commitments with
the changed operational environment. Political, natural and competitor landscape
provide plenty of variables to manage. As an example, recent global developments
have inserted questions such as “what happens to the production if a war or co-
rona shutdown starts in country X? X being any country where you operate in any

capacity.” into risk management plans.



28

ITIL® v4 has thirty-four management practices (Kempter S. , 2022) that are

grouped into three categories:

- General management practices
- Service management practices

- Technical management practices

For this project, this grouping has been further simplified into two categories Fun-
damental fabric practices and Value adding practices. Fundamental fabrics are the
practices that are absolutely necessary to operate a service, for example, HR, Ac-
counting, Legal, Service desk management practices. Value adding practices are
practices that can multiply the income produced by the service. Thisvalue can vary
depending on complexity, size, and age of the system. It is also important to un-
derstand that with great service comes great responsibility. This manifests in SLA
penalties that are imposed on the service provider, should the practices providing
the service be mismanaged. In this respect ITIL® is like a double-edged sword, the
transparency and clarity that it provides also makes it practically impossible to
hide most forms of foul play, when both customer and service provider have ITIL®

certified practitioners employed to manage the service. (Agutter, 2019)

4.1.2 Breaking down the Big Picture into Manageable Chunks

The roadmap of this project contained practices that needed to be adopted as
soon as possible (Gantt chart in Appendix 3). The order of practices to handle were
chosen based on the existing company plans that included finishing the robot MVP
and identified requirements for starting a pilot project using this robot as a plat-

form that provides an MVP service.

After aligning established Knowledge management practices with ITIL® methodol-
ogy, the first practices to document were Architecture management and the Sup-

plier management practices as they already existed in some primordial form. Here
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the task was to make sure that practices are aligned with the plans and strategy
of the company. These two practices were selected because they are the most
influential practices on how this project is going to progress. The practices affect
all the deliverables of the whole organization because they operate at the inter-
face of Vision and execution. A simple decision in the Architecture management,
for example, “what operating system to use in workstations vs servers?”, can in-
fluence workloads for several practitioners down the line. Technological capabili-
ties, available documentation and support can make all the difference. If both
workstations and servers are of the same Operating system environment, this
means less work in general. On the other hand if the workstation and server infra-
structure are running a different operating system, then any changes to the whole
system will need extra attention but can bring benefits in the form of increased

information security.

Further down in the Gantt chart, there were practices that the company did not
yet have, such as Service desk. These practices were explained sufficiently in the
ITIL® Process Map and can be adopted as is as soon as practitioners are hired to

start refining these practices to bare necessities in a data-driven way.

4.2 Knowledge Management

Knowledge management practice is like the One ring in the Lord of the Rings saga,
it is the glue that rules it all and, in the background, binds it. When correctly im-
plemented, Knowledge management enables smooth operations of a company,
giving everyone clarity and ensuring repeatability no matter the circumstance.
Knowledge management documents everything about the company that is rele-

vant to the Service Operation and refines this data into actionable information.

The content of each practice can be found in various ITIL® publications devoted to

each practice. That said, ITIL® does not impose a specific way of performing each
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practice, but rather gives tools to develop unique practices that work. It shares
experiences and shows various solutions that have withstood a test of time. ITIL®
also explains why those solutions worked as they did, in a holistic manner and
emphasizes that direct copy is perilous endeavor because, each company is itsown
ecosystem, having unique limitations, culture, and product. This uniqueness de-
fines the final content of the practices complemented with roles and responsibili-

ties of practitioners for each company.

4.2.1 Building a Knowledge Base for Any Practice

Knowledge management constantly monitors and adjusts all the processes with
frequency determined by complexity of the documented processes and frequency
of changes in organizations of all stakeholders, depicted in Figure 7. This data-
driven way of maintaining a Knowledge database helps the service providing com-
pany to maintain the value of the service. Good documentation practices also en-
able the use of metrics. This will make daily tasks predictable and makes it easier

to identify situations when changes are needed.

For a startup, such as Done Robotics with established practices, building a
Knowledge base can be done easily by starting with mapping and documenting
sub-practices for each main practice. But unlike a startup that is just beginning its
journey, this work can be done by hiring a professional Knowledge manager, who
can then comb through existing work documentation to create the whole
Knowledge base. Otherwise, extra time and effort from available resources, that

already have plenty of planned work to do, will be required.

For startups that start from nothing, an initial Knowledge base can be built by using
tools such as ITIL® Process Map and then refined for the purpose. This allows de-
signing all the selected features of ITIL® into the company culture from the begin-

ning removing the need to unlearn previously established practices.
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Figure 7 ITIL® Knowledge management

The process of making a Knowledge base will inevitably bring initial resistance to
change inside the organization, because of the meticulous nature of documenta-
tion work, but people will soon notice that making documentation is a skill to
learn. At first it will feel like it is slowing down all operations, but in fact it is doing
the opposite by clarifying and quantifying the content of each task and leaving

instructions on how to solve similar situations.

4.2.2 Anatomy of a Knowledge Article

It is important to acknowledge that the first drafts of knowledge articles do not
have to be complete articles because they will be refined later, in daily use of each
Knowledge base article. This gives freedom to concentrate on things that matter
and ensures that even if the responsible practitioner becomes unavailable, their

substitute can perform same tasks with ease and learn while doing.
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The idea can be epitomized in the following sentence: “By making yourself re-
placeable with good documentation, you make yourself more valuable by proving
mobility capabilities.” This ensures possibility of mobility between each main prac-

tice branch when needed.

Some companies do not hire a knowledge manager and think that they can get
away with everyone maintaining their Sdb. But this is not the case, because here
practitioners are wasting time on tasks that are not meant for them when they
should be doing the tasks that are. This time waste can accumulate into a signifi-

cant backlog of unresolved incidents and expenses that can ruin the company.

The main content of a Solution Database (Sdb) is processes developed in individual
practices. These processes can be developed already during a Service transition
stage using tools provided with ITIL® Process Map, for example, the Responsibility
assignment matrix (RACI) and answering to the following basic questions: “what
do we do/don’t do”, “how to do X”, “what to do when Y happens in A, B or C”,
“what do you need to know about X before doing Y” and lastly “Who does what

and when to contact them”.

The answers to above questions become refined information that goes into an Sdb

and forms the user manual for the infrastructure of the whole company.

Following is an example article that could be found in the Sdb:

Encrypted email

Priority: Low, Medium, High or MIM

Who can send: Service desk agents

When to send: intellectual property, personal identification information, password,

or username (send separately), etc.



33

How to send: before sending, check if recipient is approved

1. goto Email-client

2. in Message-drop down menu, select icon of a lock a

3. compose email
4. Click send button @

Approved recipients: emails in following domains @companyA.fi, @companyB.fi

The color coding of the subtitles and a clear division of content is a knowledge
database optimization technique designed to speed up readability by a human.
Information is stripped down to essentials. These are but a few of the optimiza-
tions that can be implemented for solution databases. It is crucial to update these
database articles when changes to the infrastructure are made. For example, se-
curity practices can influence rotations of new policies on who can send and/or
even receive encrypted emails. Alternatively, from a technical point of view this
could be a change in transport medium for example, from the Outlook work-

station application to the browser version or vice versa.

Working Sdb documents contain information of tasks and contact information of
the responsible practitioner appointed to deal with each specific issue relating to
each task. The appointed responsible practitioner could be an internal colleague,
someone at the customer’s side or a third-party operator. One can appreciate the
importance of this information staying current, especially when incidents occur,
and swift action needs to be taken to resolve the situation before agreed penalties
start impacting the income of the service provider. For example, if the Internet
Service Provider (ISP) has changed, and the Knowledge base has not been updated

in the Solution Database (Sdb) in time. In this case, Security Incident Management
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practitioner will be forced to exacerbate the security incident by outdated infor-
mation, while wasting crucial time tracking correct contact information for the ISP

before (s)he can even begin the investigation.
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5 CONCLUSIONS

In this thesis foundations for the future development were laid down, as embrac-
ing ITIL® fully can be a process taking several years. Thus, it was appropriate that
only foundational knowledge was used in this project. It was also noticed that be-
fore attempting to replicate this project, having prior experience operating in an
environment that had already embraced ITIL® fully, is a must. Because fully under-
standing each principle requires hands-on experience, preferably with several dif-

ferent IT systems that were set up for different purposes.

One could teach company a practice from another company, but it will most prob-
ably fail because those other companies have developed their practices over the
years to fit their organizational ecosystem and thus, their practices are not neces-
sarily transferable as is. Each tool that is copied, for example a “in case of zombies,
break glass”-arrangement on the wall, needs to be properly grafted into existing
infrastructure no matter how realistic the danger is. What is meant by proper
grafting is that ITIL® does not forbid copying such details, but instead encourages
as a best practice to develop these practices using actively maintained and refined
documentation, utilizing experiences acquired while using them. This is called

Data driven development.

ITIL® does not give rigid rules, instead it gives guidelines on how to make one’s
own rules. The following is the best metaphor to describe what ITIL® is: ITIL® is
like a deck building guide of Magic the Gathering (MTG) cards, but for building a

service providing company. (Sargeantson, 2023)

Because as in the deck of MTG, the player (a company) that carefully chooses
spells (software and hardware), creatures with abilities (practitioners with estab-

lished practices) and has a good balance of mana (money), will win (persevere).
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Similarly to an MTG match, during the Service operation stage data is collected,
namely the performance of organization and the product. Using collected data en-
ables making data-driven changes for the next iteration of three staged Lifecycle:

design, transition, operate.

Good documentation practices ensure that a next person can work in the same
role by using documentation as instruction and succeed at their challenges even if

that person may not have acted in this role before.

At this moment, the future of Done Robotics is dependent on how well they are
going to co-design their service during their upcoming pilot co-project, but at least
now they are going to be co-designing it, instead of just imposing their own views

of how the service should work.

This improves the chances that a value will be created for their future customer.
When a customer sees value they will pay for it, unless they can get it cheaper or

better quality.
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APPENDICES

APPENDIX 1.

Report - Current state of business

Image penerated with Dalle 2 using folkywing semence: a logistics rabot is arganizing medical aquipment in the
surgery room.
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Introduction

This report is the first part of my thesis work and is meant to establish a starfing peint for further
work. This is accomplished by assessing the current state of business. The report is compiled
based on existing documentation provided, by informally intervewing staff and participating in a
design sprint.

Definitions:
Metrics
Stage Maturity definition
1 idea Solutian space has been explored, superfical understanding
Some definition has been done; abat product can be sketched in multiphe:
2 cantepis wariaticng

Some validation has been ressarched, possibly interviews have been canducted
3 research o gauge customear values

Encugh validation has bean gathered to bgye ap nderstaodipg af customer
needs, such that the prodwct can be desoribed in defail. Pratatypes can be built

4 vigian for cuslomar acquisitian.

A custarnar exists and MVP product'serdios has and wser slonas o dascribe tha
pro@ilem and the salulion in actan, documentation can be desighed bo cover
5 develapad zubjects af upgrade Iifecycles and maintenancs infrastruchune.

ITIL® V4 concepts

Serdice: A means af enabling value co-creation by facilitating outcomes that customers want o achieve, withows the
custamar hawing to manage specific casts and risks.

Product & praduct is any canfipuration of an arganization's resources designed 1o offer value $or 3 consumer.
Resaurces can nclude peaple, capilal, equipment, software, slc

Serdice provider: An organizabian thal takes up the role of creating and delidering sendces.

Serdice oflering: is a description af one or more services that are designed fo address (he needs of a target consumer
qroup.

Customer: & person who defines the requirements for 3 serdce and lakes msponsibility for the cutcomes of servios
consumption, «.q., the IT Manager.

Usar A parson wha uses saryices

Cantinuous Operations Services: Continuous operations are aclivities within a business thal are cngoing and
sustained in the avent of a business disruplion. Continuaus aperations aleo describe companies that operabe 2417

Maksim Korobkin
1
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Organizational structure

The current structure consists of 8 CED and a good collection of depariments. This collection is
optimized for R&D with members operating in multiple departments according to their know-how
and need. Some infrastructure exists, but there are no visible structures resembling organized
Continueous Operations, this is possibly a silo. Company has an Agile structure which uses
Scrum-methodology for governance and Asana for task management. Advisory boards exist
and is actively usad.

HR

Scrum of Scrums Team

Business Development Team
Hardware Team

RO5 Team (Robot Cperating System)
Web App Team

Product design

The company has mulfiple projects in the works with most of them being in the stage of Idea.
Theare are currently two products that are closest to development, but they still need a customer
and engagement with end users to establish environmental and usage requirements that will
affect packaging and functionality of the end product

A prototype exists, with limited functionality. The company is currently concentrating on
expanding functionality while maintaining modularity.

The market is established, and globally existing competing products can be used as reference
far an MWF of desirable productiservice.

State of service

The company is still designing a product. State of service is still in the stage 1 ideas. Vision
needs to be clarified, distilled, and projected onto operations to be a guiding principle and a
commaon goal.

On the positive note, plans are big, wide and ambitions are high. The breadth of plans allows for
quick pivoting action, as far as the product is concerned, according to the whims of the market.

Maksim Korobkin
2
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Dwuring & design sprint | learned that the company is alresdy thinking about how to implement
the roll out of the product, but this work is mostly done with internal ideas based on personal
experiences of the designers rather than for & specific pre-existing ecosystemn. This is far from
the definition of designing a service because designers are too tangled in the technical detsils of
the product and thus can't necessarily see the rest of the service or where it needs to be
flexible. Resulting in an incomplete and fragmented picture of deliverable cutcome.

Conclusion

Company is stuck in the "R&D pit.” Meaning that a prototype exists, but more prototypes are
being developed internally based on internal wvaluas, instead of customer values. Essantially,
Done Robofics is currently designing details of 2 product that no one has asked for. This causes
the company to go in circles unproductively and waste valuable resources. Affecting motivation
of staff and stakeholders. But it also builds understanding of: “what all things this particular
product could be? giving Done Robotics a competitive advantage in the long run, if this
acquired knowledge is actively preserved.

Ideally, Vision should be distilled into one sentence, for the internal use. While for public uss
vision should be refined into & collection of user stories with outcomes showing clear
improvements to the current status guo.

Service offering considerations can be found in design documentstion, but that information is
highly fragmented and unrefined. There was slso & document where the RaaS-plaiform was
being explored at a high Ievel. but that document is yet unfinished.

Whilz industry standards have been identified and are being researched, standardizstion of
governance and production processes has only started.

Raat- platform, is right now a product concept with a physical prototype, but without any basic
infrastructure to support it.
Mext steps for Done Robotics:

1. Refine and clarify vision.

2. Select relevant Standards for operations and Service Offering (150 standards)

3. Dewelopment of internal processes to be compatible with Continuous Operations

4. Generic Service Offering nesds to be designed, where basic product infrastructure is

also defined.

5. Lifecycle of the product and service

G, Approach customers with a refined solution space that our product can provide.
Thase next steps will be explorad in more detail in the next reports.

Maksim Korobkin

o
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Im crder to provide maximum value, the service nesds to be co-created together with the
customer once LlEerE have defined problems to be solved within their existing ecosystem.

Maksim Korobkin
4
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APPENDIX 2.

RaaS Vision of MVVP infrastructure and
organization
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Coarse analysis of Competitor scape

Quote, ITILD history:

SITILE was develaped at the end of the 1880% by the Central Camputing and Telecommunications Agency (CCTA] a
govemmen? agency in Greal Britain. The reason for commissianing the CCTA was a lack of quality in the IT sarvices
procured by the Briich Govemment, and a method had to be found fo achisve batier qualty at laower cost. So the
COTA set put to develap recommendations for the effective and afficient pravision of IT services, This resulied in a
catalogue of best practices for T organizations, which today is knawn as Infermation Technolagy Infrastruchure
Library ar simply ITILE.

Hiztoeically, IT arganizations were often focused on saftware, hardware, and ather technolegy, rathar than driven by
custamar regquirements. Against this backdrap, the key idea behind ITILE is that 1T serdces shauld be focuzed on
clhan neads, and that arganizations esplicitly agree the sarvices te be delivered with their customears. This shauld be
cambinad with effective processes and clearly defined resporsibilities far service pravisian within the T arganization.

During its ressarch, the CCTA faund that the requirements of the vanous businesses and arganizations were mostly
sirnilar, independent of ther size or indusiry sector. The recommandations compiled by the COTA are thus valid for
arganizations of all typas and gizes.
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M waries of books on ITILE has been igsued sinoe 1983 by the Cabinet Office, an administrative body of the
govemment of Great Britain. As of the beginning of 2004, the ITILE trademark and intelleciual property has been
awned by AMELOS, a joint venture batween the Cabinet Office and Capita Plc”™ (Kempier, 2023]

Introduction

This repart is the second part of my thesis work and i= meant to explone infrastructural and onrganizational
requiremants that are impesed an any company that is producing a serdics according to ITILE vd. This is
accamplshad by analyzing the most relevant existing competitors and ther serdos aBering in the Tramewoark of ITILE
wd. Public sounces and email questionnaires will be used, some af the competitars’ service offenng struchures will be
speculabed.

Robot(ics) as a Service, Raas

Raas as a concept was originally presenied by the Intemational Federation for Information Processing (IFIF) in 2008.
At first IFIP canceptualized Raal as a software anly solution for WEB services, but later as technalogy svoksed,
hardware solutions wers included in Raas as weall. In this work we are concentrating on the hardware solution space.
In a typical ReaS-platfarm the physical rabet is leased to the customer for a moenthlyfannual subseription while the
sarvice pravider is taking care of the financial burden of awning, maintaining, and upgrading the leased hardwan

throughout its lifecyche.

Definitions:

b2h: business o business

b2o: business (o client

IT: imfarmation technology

ITIL® concepts

Servics: A means af enabling value co-creation by
faciditating cutcomas that customerns want (o achieve,
withaut the customer having 1o manage specific casts
ard risks.

Fraduct A product is any configuration of an
arganization's resources designed 1o offer value for a
cansumer. Ressurces can include people, capital,
equipment, saftware, ats.

Servics provider: An onganization thal takes up the
role of ereating and delrvering senvioas.

Servioe offering: is a description af one or mone
services that are designed to address the needs of a
farged cansumar group.

ELA a Barvice Level Agreement (SLA] iz A
documanted agreament betwesn 3 sarvice pravider
and a customer that identifies both serdices required

and the expected level of serdoe” Simply put, an SLA
defirms what the 1T service provider and the custamer
should expect when contracting far a sarvice.

Customer: & persan who defines the requirements for
a service and takes responsibility Tor the outoomes af
service cansumptian, a.q., the |T Manager.

Usar: A parson wha uses sarvices

Continuous Operations Services: Continuous
aperalions aré achvities within a business that are
angaing and sustained in the event of & business
disruption. Camtinuous oparations also describe
companies that aperate 247

Corfiguration ltem: any componen? that nesds to be
managed in arder to daliver an [T sarvice. IBQVEC
20000:2018 says a Ol is any alement that nesds 10 be
controlked in order 1o deliver a service.

Maksim Korobkin
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Event: An event is amy change of canfiguration isem response b a =nghe significant incident ar muliples
(S from ane stabe o another within an 1T sendios srnilar incidents.

Incident: ls an unplanned intermuption 1o 8 servics or Change: is dafined as the addition, madification, or
reduction in the gquality of & serdios. remowal af anything that cauld have a direct or

indirect effect on sarvices,
Request: formal request from a user for something o
bie pravided - for exampls, & regques? far information Chutput: An autpul is a tangible ar intangible
ar advics; ba resel a password; or fo instal a deliverabie of an activity.
warkstatian far a new user.
Duteome: fn cubcame is a resull for a stakehokder
Problem: a problem is the cause, or potential cause, anabled by one or mone outputs,
af ane or mone incidents. Prablems can be raized in

Methods

Main body af this work is derfeed fram ITILE v best praclices.

Ta find campetition some research neads o be done. Here | have used IDTechEx & & resource 10 find basic
informatian and competitors in legistes and disinfection rabats industries. Some companies had already been bought
by other companies and some had changed their name since summer 2022, Once | had found advertized
campanies, | browsed through ther web pages and sent emails o their representatives with ressarch guestians.
Competitor scape resuls and analysis is not the main concerm here and thus is appended as additional material.

hitps:twew. idieche k. oomden/esearch-reportis srvios-roba - 2002 - 20502 - b o nol o gives - pla e rs-an d-markedstB 64

Vision

Here | wil describe the basic infrasiroctune of a fully developad T servics, calegarized by pracices. This is because
Raai-service is wery much comparable, &g laptopicar leasing schemes. Raal also neads a stable T infrastruchure
for the platfarm ta be successful.

M plan o achieve this level of service is gaing be be presanted in the next report. 'What is mas? notewarthy abaut this

is that this is best practios, which means that it is not the only way of doing things, but it has been desmed most
sucoessiul when tested aver time far any type of arganization.

Example of a best practice: Fire iz hat. | your business is to play with fire using your hards, the best practice here is
o use Fireproof gloves. You can still use other types of solutions 1o achiewe the samea goal, &.g. any olher gloves or
even wishful thinking, but these infedor solutions are nat the mast cost effective nor sk aversa in the kang nn and
thus won't help you to preserse your campany operations far decades b come.

Adter all, it's cheager o get a pair of purpose buil glwas for 100€ than fo spand thousands of suros an the sick keave
af a warker with a severe burn and pay far herthis replacement, just because you thaught that purchasing 10€ gloves
will savwe wau B0E L you can even get a replacement, if you can’t then your business is losing maney and nol ganing
arry income.

That =aid, having the following collection of management practices, implemanted and actively practiced in a
company, is comparable to having @ maxed-out character in a Massive Multiplayer Online -games, whare typically the
I
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game just starts onoe yau have a maximum level character and because yau have invested so much time to get here,
wad also know haw o use your character. Howeser, this does not mean that you cannot be successful and have fun
playing endgame content with a “lower level” characber.

Service

TILE w4 staies “Service is a means of anabling value co-creation by faciitating owtcomes that custamers want ba
achieve, without the customer having 1o manapge specific costs and risks” Let us begin by dissecting this sentence.

Fara Raa5 platfarm “Racilitating aulcames™ means the use of a purpose-buill robat 1o substilute a business-relabed
manual task, this shauld always produce a justifiable valee jo the custamer. Because in 1T, bad sarvice can be mare
expensive o 1he customer than no servios at all.

Value co-creation means that the customer has a dedicated person or @ven a beam of peaple wha are working with
sarvice provider wha has dedicated pearsannel ta maintain and develop the product further,

A justifiable value means that a rabot is 100% effective at what it does, bul it does not need to be efficent at all in the
beginning of the project, because application specific efficiency can only be achieved during further development af
the product while it i in wse.

In leasing schemes, the customer does not need (o care ahowt the costs related to fabricating, deplaying,
rmaindaining, and upgrading the rabes, but is paying for all of it anyway in & recurring subscription fee. This puts most
af the risk management invoksed with providing the servios on the sarvice provider wha should have o l=ast a
minimal redundancy implemented in the Serdics, o mitgate risks of major disruptions (o the sarvice which can lkead 1o
manetary and reputation peralties accarding to lease agreements.

All the abave gives us an idea of what g required from the Sarvice pravider arganization.

Soon lop of the exisling company structure thene would be additional struciunes,

The fallewing is a listing of management practicas that ITILE vi pravides some frameawork of best practices for. From
these practices the infrastiruciure can be designead.

The ITILE v4 general management practices Service design
Include: Service level managemant
Mvailability management
Strategy manapement Capacity and perffommance management
Portfolio managemaent Serdice continuity management
Architeciune management Maniioring and event management
Service financial management Service dask
‘Warkforee and talen? management Incident management
Cantinual impravement Service requast managemeant
Measurament and regarting Problem managsment
Rizk management Ralraze management
Information security management Change enablement
Kraledge managemarnt Service validation and testing
Organizational change management Service configuration managemens
Project management IT asset management
Relstionship management
Supplier management The ITILE v4 technizal menagemant practices
Include:

The serdlce management practicas In ITILE v4
Include: Deployment management
Infrastructure and platform managemens
Businass analysis Software development and management
Servios catalogue management
I
Maksim Korobkin

3



48

DUNE

Conclusion

Currently in Done Robotics | have identified follkawing ITILE w4 comparable practioss implemented in varying degres
af readiness:
Business analysis
Continual Fmprosvemani
Winrkiorce and talent management
Praject managemesnt
IT asset management
Risk managemant
Knowledge mansgament
Safware development and management
Measuremeant and reporting
Architecture management
Relationship management
Supplier management
Organizational change managemeni
Infarmatian security management
Knowledge mansgement

Thig collection of practices is tailored mainly for RAD activities and for those intents and purpasaes, it warks. In the
next repart | will be explaring the next sleps that nead ta be gradually takean in order 1o get from pure R&D o a
service and all the way to the endgame scenario regardless of whather Drone Robatics wants ta go global or stay
loeal in the future.
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Appendix

Proposed Yision statement:
At Done Robatics we help yau o kel humanity.

The idea behind this statemeant is jo capiure the inerast of 3 certain audience, namely those who like o help
humanity and hawve encugh resaurces and boldress o implement these monumental improvemeants, obviowshy with
aur help. Improvements ke ubiquitous use of soap 10 wash hands was o hygiene, buttons, shoelaces, belts, ghoey
ar & whesl ance were,
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Competitor scape

Email results

The email campaign lasted one week and only four useful replies were received from 19
companies contacted. This meant that | had to compare companies based on their publicly
available materials.
Upon inspection the nineteen companies that were analyzed divided into different categories,
revesling that IDTechEx free wabinar slides nesdead more manual refining to be useful.
Companies landed in following six categories;
1. Multiple solutions (Most advanced company)
8. Cyberdyne:
i. Exoskeletons and cybernsfics
i. Rehsbilitation tools
ii.  Cleaning bot
iv.  Indoor logistics
v.  Photoacoustics
2. RE&D services for robotization or development platform modules

8. Samtec
b. “Yujin Robot
c. |DMind

d. Blus gcean robotics
3. Data gathering (most high-tech solution)
a. Bots and Us
4. Box on whesls
Starship
Ricerobotics
Relay robotics
d. Asthomn
5. Cleaners in several categories
a. ‘acuum: Friendly robots b2b and iRobot bZc
b. Floorwash: Adlatus
c. W -disinfection: Blue Ocean robotics and IDMind
G. Flying delivery (Box on a guadcopier)

ooorm

a. Flytrex

b. SkyDrop

c. Wingoopter
d. Matternst
e. Wing

Cyberdyne has the most versatile selection of sclutions and is probably the most experienced of
them all as they started already in 2004 with exoskeleton products and later expanded to lower
tech markets.
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Business models

The main two business models available on the market for Raas are fo sell a robot or lease a
robot.

But thers is always a “repairreplace”-scheme in place for each leased/sold robot

Some of the companies like Cyberdyne and iRobaot are ald players and have mainly & b2c
busimess model, but just ike b2k it includes a servicing/replacement scheme for some
dysfunctional robots.

In b2c model customers buy the robot and if it breaks before the ELJ mandated warranty (2
years) nuns out, or is voided based on user agreement, the factory has to fix or replace it. With
the b2k model it is custornary to hewe an SLA-agreement instead, where it iz defined what is to
be done to the broken robots and how fast, when they have suffered an incident type of event
during the ocperstions regardless of whoiwhat broke it

Coarse analysis of Competitor scape

Technologically, solutions were not wvery high tech, robots themsehves being the most
complicated parts. This holds especially true for Cyberdyne who also makes prosthetic robots.
Box on wheels'guadcopter solutions were the most dominant on the market, while cleaning
robots is most complicated and probably the cldest applicetion that has recently gotten some
autonomy updates. The cleaning robots’ market is less saturated with competitors, the biggest
of them iRobot concentrating mainky on the b2c market. Four companies seem to exist solely to
provide support services for other RaaS-companies and will even help design the robots.

The mast high tech solution that was visible was data gathering by Bots and Us as the payload
iz 8 machine learning algorithm unlike UV disinfection solutions, with only 2 active player
companies who have come up with a8 solution of attaching a lamp onto wheels instead of a
storage space.
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APPENDIX 3.

Case Done Robotics Ltd: Lifecycle of
RaaS-platform from point of view of
infrastructural/organizational changes

Imtraduction
ITILE W4 example

Methods

Roadmap

The Map

What next?

Building & solution detabaze
Complementary routes

Sources
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Introduction

Nlain therme in ITIL® is cost effective indrastructure and cost-efiecthoe transitions. That sakd, In this repart we are
Qoing bo e concentrating on conatructing a cost effective minimam wab ke organization, while cutlining pans of Cone
servioe offering of RaaS-platform. Here each depariment and practios have a jussillanle reasen far s maniestation
inta existence at a timee and a rele in helping o realize more cost-effective crganizational transition.

ITILE example

Problem management is a practice that stabilzes production and is needed 1o analyze all angoing operations. Bun
protiem management praciice is not absays applicable, for example issues ansing due to changes. When a change
has happened, new processes of changes In existing processes have come in force, befione it can be used by an
existing agent, ok processes need o be unleamaed first. This leaming process, which can also be described as
adantion time, takes 1ime, and produces lots of problematic-looking activiies, when it |s just in a process of change.

Some types of changes may take years when being implemented ina big enough company. Buat Froblem
management practice will always find uses in the dynamic environmeent that is @ human ran organizasion. Change
management process needs stabiizing too i you wam predictable outcomess.

&5 anoiher example, this above-mentioned adapsation fime sirongly oorrelates with time of anboarding nes
emiployees, bul Hooan be reduced with help of a dedicaied resource in Knowledge management practioe This is a
suppart robe that needs to be practiced confinuously. Beoause the longer an entity exists e mane knowledge i
aciuires over time. Time alse changes ™he oper atlonal enwironment and in order to awoid incidens and e
eanalations caused by outdased knowledge, for example calling an ex-emiployes 1o ask abos @ Critical incident
because of outdated contact indormation, whichi was faund inthe production sohekon deiabase i sill a bresch of
infarmiathan seourity. But it is & mansgeatls breach, if anly we know about i

Knowledge managemant proctios needs to/be periodically iImplemantad to differen parts of Sier ewalving company
donurneriation.

Dhehimitiones:

b2 business 1o business

bZec business 1o chent

I inhormreat kan fechinodogy

ITILE: Information sechnology infrasruciune iy
Devdps: Develonment Operations
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Agent a person wh ls responsible, accourable, consuked or informed about activizies delined by their praciioe

ITILE concepls

Service: a masang of enabling walue co-creation by
faciitating curcomes thal customens wan 1o achieye,
wiihout The customer hawing 1o manage specilic
cosats and risks.

Product: a produrt is any configuration of an
organization's resources designed o offer value for a
consumer. Resowoes can include peophe, canizal,
efquipmEn, saltware, Fin.

Senvice providen an organization that fakes up the
roke of oreating and delvering servioes

Sevice offeing: a description of one or mone services
that are designed to address the needs of a tange
COMSUMET QIoup.

SLA: Bervics Level Agreement, "a documenbed
agreemen bebween a service provides and a
customier that identifies both serdioes required and
e expecied kyvel of service.” Simply put, an LA
dedireess what the IT service provider amd T customes
shiould eepect wihen contracting for o serdpe

Cugtommeen 4 parson whi delines the reguiremenis for

a service and takes responsibiity for the outcomes of
senvioe consumption, .9, the IT Manager.

Methods

WsEr & person W Uses Services

Continuous Jperations Bervices: Continuous
CDETatons ane aoifdities wihin @ business that are
ongaing and sustained in the evens of a business
disnaption. Continuous operations also describe
compankes that operaie 247,

Configuration lbem: any companent that needs 1o be
mignaged inoorder o delieer an 1T service. I50/1EC
Z0DD0-2018 says a Ol s any ekenent that needs 1o be
controdled in order to deliver a senvice.

Event: An even is any change of configuration Hem
(i} from one state to ancdher within an IT service.

Incident: an unnlanmed Interuption to @ sevice or
reduction in the guality of a serdoe.

Request: fomal reques? from a user for something o
ez provided = for example, a reguest far Informatkon
o pdvice to reset 3 password; of o install a
warkstathon far @ nee s

Prodlem a probkem is the cause, of potential cause,
of one o more incidents. Problems can be ralsed in
response to 3 singhe significans incident or mukinke
similar incidents

Change: is defined as the addivion, modification, o
remowal of anything thas could have a direct or
indirect effect on serdces.

I shall bagin from our starting point thas was established inthe previous repors, then | shall Dulld the fret drattof a
roadmap to be iImplemented during consequent ITILE IHecyokes.
Stam and end points of 1his spope are conforming with ITILE process map shown Delow and wene CH0Sem to be

tolloming:

Cyole starting point: Known current state of e company.

Cycle end poing: The beginning of an upgrade oycle, this cam be timed to happen once o month of s¥en sveny low
yeas depending on progreasion of related technologies and speed of their adeption.
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Making thia roadman & cusiom solution for compandas which have this pamicdar set of practioes already
egtablisned. On the otner hand, or new stamups this can oe the starting point, the vision od Tirst steps that need 1o e
taken o get started.

Roadmap

Manning of the ouwmen sxie i aleays a maning poing of any Improvemen: aoiviny indTILE and is o perhect time o
conalder what is 1o be done 1o the fuiure of 1he product/serdios that may be operased conainuously. This point acts
like: a milEssone in project mansgement, bt because we ane dealing with a process, brosder analysis needs to be
performed. Preferanly together with each of the custamers and thelr users, who miay have emifed nes value
propogitions, also known as |ssues worth sunicmatingrebotizing.

IMILE: Iz big and has lots of details. Thene are two disting ways hor organizationa 1o adopt ITIL®E, both requiing use of
ITILE certilked pragifiioners. The first approach s o slowly dewelop existing prooesses 1o e increasingly ITILE
comaatible during daily operations, which ks a kess disruotive prectice but takes years 1o achieve full transhion.

ITIL* Process Map
P ——
= =
_ = -
—as ‘T = - s
. =
=

Or |ust impd emant | TILE throughon arganization using premadie tools Tke TILED Process Map inowhich case transicon
ks anly @ few maonithes. & Tull verskon of the ITILE Prooess Map can be purchased o sireamine adapiation of thie
TILD process. The logic fer purchiasing this map s thal e do nol nesad B reineenl e wneel wihen Wi oan sl by
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oz @nd stan kearming hiow fo use L Click on the image abose 10 S the niroduciion wideo of using the ITILE
Frooess Map with the link shown under the image.

Currently In Done Robotics | have identiied somee [ TIL® v4 comparahle praciices Implemented. These ane
implemented in varying degrees of completeneas and sometimes mukiolke practices assigned 1o one person.
Having Tollowing praczices imokemenied 1o full ecent and assigned 1o a responsible person s a prerequisite and a

starting

point of this road map:

Business analysis

Continual Improvement

‘Workforce and Takent management
Project mandgeimLn

IT assel managemens

Risk managemaent

Enowleidge management

Sofvaare desdopment and management
Mieasurement and repoting
Architechure managemaent
Relazkonship managemeen

Supoler mansgement
Organizational chiange mansgement

Indormation Securiy Mandgerren
Enowledge management

T mzxct siep i5 that we nesd to establish a iee more practices oeer time and some of them simultanecsly. This is
ot the full complement 1o I TIL® practices bt ks considered encugh for first product release. Following practices
mezad 1o b Extablished, inoorder e defined In a The Bapc

SBervice kevel mansgemant is done with customers to collect feedback and use that inlormation to maintain
and Improve the semvice.

Avallability management: apnlied on the Configuration Hems can be Fully automated, monitered, and
adjustable.

Capocity and periommants management, inoludes the service designs, plans, and processes that ensune the
IT coganization has the ight namber of rescurces at the right imae and at the right price to keen operations
running smathly.

Bervice continuity manasgement: weekly follow-un meetings about woerkarounds for incidents, solutions 1o
probiems and approvals to Implement billagibe and non-blllabde: changes to the infrastractune.

Moniteaing and event management for operation critical configuration Rems in hardware and soltsare
categories

Bervice desk: single point of contact for customes 1o place a request of to document, communicate and
resolkae an Incident or a problem

Inecident management dealing with interuntions and reductions in qualiy of the serdce, applying solutions
and coming up with workarounds to restore optimal operations as soon as possible.

Bervice request management: providing a sekction of agreed upon services o). a password rese in
identity management o arder of additional rebotic units for use in nee facilizies.

Problem management: for stabilizing and streamlining production processes while maintaining quakzy of
deliveranhes.

Release management, where Tinal assembly, guality comtrol and releass of the robots to be used by end
usiers happens.
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- Change enablemant o DeyDos team of people who oan analyze the predsct on @ echniool level and work
wihh people from ditferent technical and onganizational pracioes 1o manags iImplications of the changes
and prewent Inchdenss caused by change

- Bervice volldotion and testing can be a collaboration with a university %o scope and recnat resw Taken: using
standardized metnods of testing.

- SBerice configuration managemsant i done by a service oWmer who aoproves doosmentations and initiates
madilications 1o the content of serdioe agreement and Serdior Level Agresment

And trom sechnical mansgement perspective

+  Deployment ssanageanent: 10 helo release management with the kegistcal and educaticnal pars of the
product redeass. This practice makes gune that e end user receliea a lully functional product amd knows
Pecrs 1 usE it correcily. They shoudd be abibe to produce initial documaentasion and inroduction to the servioe
desk @5 a s1aming point lor fher solution base.
Infrastrocture and plabiorm managemaent: The purpose of the practice s 1o overses the infrastractune and
plattorms used by an crganization. When cambed oot peoperly, this practice enables the monboning o
sechmology sobrions avalable 1o the organdzation, Including the echnology of exiemal service providers

The Map

Folowing Ganmn chart' helps o visualze priorities and identity 3 distinet oyches. Timeline has beon redacied because
It is ot redevans dor shis step of the design process, here we eealuaie and identity pricrities of esch pracsios based on
e mezizd 10 hiase @ cost efecthe, fully functional, and fully adjustable RaaS-plattam

Thiese cyches ane marking the timing of the sdoption of new oactices

DHuring the first oycke, some serious planning is 1o be done. A1 dencified and necessary organizaticnal alignments
should also b2 implemented during this developmeent cycle.

Dhiring the: second oyoke, i7ia a good practice 1o have a prosotynse in a preseniable shape and form, such that existing
CUSDOMET aoduisition practices can atiract naw and assune easing cstomens hor whom the resuling RaaS-platftoamm
will be ustomized for, dwing a pilot. Products resulting from each presotyning session shoukd e, ook and Peel,
namehy rabust, relable, ready for use and sasy o lix
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During the third cpoke It (s tme to implement the rest of the indrasruciune thas was agreed upon and designed
rogether with the customer in the second cycle. For example, if 1he serdoe desk was not included in the initial service
offering, then this practice is not nesded.

Triinegs to Keen in mind here ane that training new people takes time and monetary Investment, retraining existing
peersacnned may 1ake longer. Depending on the inbeligenoe -, personality type and other qualties of the emplopes,
soeveral wesks 1o several menths of wages nesd to be paid, while the employes is leaming hisgher job. If that person
s been doing this kind of job bedore there is alse unleaming time in this caloulation. There is alse a separate =61 of
distrisutions of learning curves, depending on the complesity and quantity of new tasks assigned to each individual

What next?

Mo that the future need has been established, the dirst thing before going any further is 1o align each «xiszing
praciice with comesponding ITIL# structhure, as they will b2 needed 1o suppor the restof the Infrastnectune. This can
bez dorez as a part of establishing the capacky and periommance practoe.

Then documend funcions in ther respecive depanmants sith specilic skl seis, which are acquinsd by bulding a
soluiion database, preferably by 1T ILE: cerilied managers. This solufion database will later b ihe immaberial property
of Done Rebolics Lid Basefine dalabase conbains bul B nob lmdbed o seope of responsbiity, description, fed
tasks, tools, P and Ircks all of winich are documaentad nthe souion dalabase for cach pracios ol hias Been
Impkemenied usng at least e processes described in the ITILE Prooess Map.

12 ks an ITILE best practice, o have each practioe managed by an ITIL#-certified manager whio can move laterally
between projects whereser nesded, ol managemens activiies are guided by a respective product owner.

Building a solution database

Bullding a soluilan database happens by managers, engineers and technidans documenting dally tasks and
solutions o recurming tasks or challenges. It consists of sotions that were performed 1o achieee 3 deained eault and
alternative courses of aciion when that result s unschievable in 2 reascnable fime frame. Inkialy it may be 3 good
idea to rofate existing managers between prociices to perform qualizy conirol of the documentation. Fobation should
bsz diorez af 1 - Z-year inbervals, such thal each manager gets efficlent enough whih new responaibilities 1o be able to
provhde thedr cavn Sobuionise Use of dilfereit pL'rJulu'JLr:H‘ wlll hlp deelop @ mone hollstio Sobsion daiabase dor
aach practoe.

This automates the generation of internal practices and brings the organization together by making people help one
another to trangter T internal beat practices that wese leanned along the way, even when not necessarily that well
documented.

Iri thils matter H 5 better o move sk enaugh 1o be smooth, Secuse smooth motlon is really fass if you wans to
achimoe muliple manual and repesihne tasks ina dynamic envionment and ina dmely fashion. Another good

conslderation |s that in & wel-designed dynamio swironment, mistakes are designed 1o be forgieing, to make sune
tnat they will be documented and keamed from.
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Using a Fail Fast - technigue iz vary advantagaous here, il ansures that we have urnderstanding of] the praduct, we
know it works and alse what b do when it doss nol work, Here, it is no longer a "if mistakes happen, then we decide
whal 1o do.” mentality, bul rather it i a “When mistakes happen, then we do this_" mentality.

A ITSM system ar camparable custem selup integrated with asana, can be used Tor internal - and extenal
communications. A platform like Service How™ can be used, which carnes with soeme buili-in ITILE campatibile all-in-
ane fromend and backend solutions in place. Essenlially, Servioe Mow can be a shop and & serdoe management

interface, fully customizable to 1 the needs of sach speclic practios, applicatiaon and pracess wsing buill-in
aulamation functions ar even Robatic Process Automation - toals like DiPath®,

Complementary routes

Every solution on this planet is flawed in
sarme way and ITILE is ro exceplion hepe.
ITILE is bureaucratic, bulky and requires a
sizable investment Lo raintain.

For smaller arganizations developing 1heir
first praduct, @ DevOps approach is leaner
and mighl rake the warkload maoee
ellicient by giving a simplified framawork
Lo design and irmplement slabde production
pracess aclivilies al the end af each
praduction cyele. Alsoin this way,
ermplayess knaw exsctly what will happen
aler this work is done.

N
i
;‘3

Diewidps ¥ s the practice of bridging the gap betwesn developrment and operatians. 1S care principles are apen
communication, collaboration, and shared goals,

Fascinatingly "Dev0ps is mare than just development and operations teams working together IS more than toals
and practice. Devips is & mindsel, a cullural shill, whers teams adop! nes ways of working 5 which means il's
applicable also within ITILE practices. For example the mind map of a twisted circle above can be used 1o improve

internal production processes, as well as develaping and fater improving individual practices. A very versalile
i ol

Atlassian proposes & dactrine ol using DevOps within ITILE practices. And in a way, DevDps can be seen as one al
the praciices in [TILE, where ITILE provides the rest of the organizational Tramessork with traditional managermenl
activities that are designed using a Devlps process.

Sources

Definitions were sourced from hitps:(fwiki.en ii-processmaps. comdindex php/ITIL 4
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https:{'spp.asans.com/share/doneenterprises/ifecycle/ 118327 187628004/04 48405140
TbfcadbbTebfsZ2al1f4al2

https:ifwww. 1Gpersonalities. com'free-personality-test
httpa-//www_aervicenow.comf

hitps-//wew uipath.com/

hitpa-/ fwew.atlaasian.com/devops/what-is-devops
hitpa-/ fwerw.atlassian com/itam/fitil/devope-ve-itil
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