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Son söz 
 
Tecrübelerime göre, bir makale veya kitapta yakaladığım fikirler sürekli gelişiyor. Bu kitaptan 
belirli bir konu üzerinde kendi DevOps organizasyonunuzda çalışacaksanız, benimle iletişime 
geçmenizi öneririm. Bu alanda sizinle paylaşabileceğim ek makaleler veya deneyimler olabilir. 
Aynı zamanda sizin bu kitapta anlatılanları tamamlayan belli deneyimleriniz varsa, benimle 
paylaşmaya davet ediyorum. Bana bartb@dbmetrics.nl e-posta adresimden ulaşabilirsiniz. 

 
Yazar hakkında 
 

 
 
Dr. Ing. B. de Best en iyi RI. 1985’ten beri BİT’de aktif. Öncelikle Hollanda'nın en büyük 
100 işletme ve devlet kuruluşu ile çalıştı. 12 yıllık operasyonlar da dahil olmak üzere, sistem 
geliştirmenin tüm yönlerinde, farklı rollerde tecrübe edinmiştir. Bundan sonra, servis yönetimi 
konusuna odaklandı. 
 
Halen, bir danışman olarak, BİT yöneticilerini ve servis yöneticilerini eğitmek, hizmet yönetimi 
organizasyonlarına danışmanlık yapmak, hizmet yönetimi süreçlerini iyileştirmek ve hizmet 
yönetimi organizasyonlarını dış kaynaklardan geçirmek gibi hizmet yönetimi, bilgi yönetimi 
döngüsünün tüm alanlarında aktif olarak çalışmaktadır. Yönetim alanında hem HTS hem de 
Üniversite düzeyinde mezun oldu. 
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Cloud SLA 
The best practices of cloud service level agreements 
 
More and more organisations choose to replace traditional ICT 
services by cloud services. Setting up effective SLAs for 
traditional ICT services is a real challenge for many 
organisations. With the arrival of cloud services, this seems to 
be much simpler at first, but soon the hard questions come up 
like data ownership, information links and security. This book 
describes what cloud services are. The risks involved in 
entering into contracts and SLAs are discussed. Based on a 
long list of risks and countermeasures, this book also provides 
recommendations for the design and content of the various 
service level management documents for cloud services. This 
book first defines cloud and then describes various aspects 
like cloud patterns and the role of a cloud broker. The core of 

the book is the discussion of contract aspects, service documents, service design, risks, SLAs 
and cloud governance. In order to allow readers to get started with Cloud SLAs, the book 
also includes checklists of the following documents: Underpinning Contract (UC), Service 
Level Agreement (SLA), Document Financial Agreements (DFA), Document Agreement and 
Procedures (DAP), External Spec Sheets (ESS) and Internal Spec Sheets (ISS).  
 
Author  
Publisher  
ISBN (UK) 
ISBN (NL) 

: Bart de Best 
: Leonon Media, 2017  
: 978 94 92618 009 
: 978 90 71501 739 

 
 
 

 

SLA Templates 
A complete set of SLA templates 
 
The most important thing in providing a service Is that the 
customer is satisfied with the delivered performance. With this 
satisfaction, the supplier gets re-purchasing’s, promotions in 
the market and is the continuity of the company ensured. 
Perhaps the most important aspect of this customer 
satisfaction for a supplier is that the employees in question 
get a drive to further develop their own knowledge and skills 
to satisfy even more customers. This book describes the 
templates for Service Level Agreements in order to agree with 
the customer on the required service levels. This book gives 
both a template and an explanation for this template for all 
common service level management documents.  

 
The following templates are included in this book: 
• Service Level Agreement (SLA)  
• Underpinning Contract (UC) 
• Operational Level Agreement (OLA) 
• Document Agreement and Procedures (DAP) 
• Document Financial Agreements (DFA) 

• Service Catalogue 
• External Spec Sheet (ESS)  
• Internal Spec Sheet (ISS)  
• Service Quality Plan (SQP)  
• Service Improvement Program (SQP) 

 
Author  
Publisher  
ISBN (UK) 
ISBN (Pocket Guide) 

: Bart de Best 
: Leonon Media, 2017 
: 978 94 92618 030 
: 978 94 92618 320  
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Agile Service Management with Scrum 
On the way to a healthy balance between the dynamics of 
developing and the stability of managing the information 
provision 
 
Using Agile software development is taking off. The terms 
Scrum and Kanban are already common to many 
organisations. Agile software development needs different 
requirements for the management of software. Many 
organisations are mastering this new challenge. In particular, 
the interaction between the Scrum development process and 
the support of the software that the Scrum development 
process has produced, is an important aspect. This book 
specifically discusses this interaction. Examples of topics that 
are discussed here are the service portfolio, SLAs and the 
handling of incident and change requests. 
 

This book first defines the risk areas when implementing Scrum and Kanban. Next the 
various Agile terms and concepts are discussed. The content of Agile service management is 
described both at the organisational- as the process level. The relevant risks are specified for 
each of the service management processes. In addition, the implementation of each process 
within the context of Scrum is indicated. 
 
Auteur  
Uitgever  
ISBN (NL) 
ISBN (UK) 

: Bart de Best 
: Leonon Media, 2018  
: 978 90 7150 1807 
: 978 94 9261 8085 

 
 
 

 

Agile Service Management with Scrum Researched 
On the way to a healthy balance between the dynamics of 
developing and the stability of managing the information 
provisions 
 
Many companies are starting to apply Agile software 
development using Scrum or Kanban or have already 
implemented the new development process. Sooner or later 
the question arises how this development process relates to 
the service management processes. The book ‘Agile Service 
Management with Scrum’ has already addressed this 
interface and a number of risks per service management 
process have been identified. Countermeasures that can be 
taken are also defined. In a research at ten organisations 
these risks were presented, and they were asked how they 
deal with these risks. The research included the investigation 
into which Agile aspects are applied and in particular those of 

Scrum or Kanban. Finally, each organisation has carried out a maturity assessment for both 
the Agile development process and the change management process.  
 
This book is the report about the research of the collaboration of Agile software development 
and service management processes in practice. The target group of this book includes all 
parties involved in the application of Agile software development and who would like to know 
how colleagues have shaped this crucial interface for successful service provision. In this 
book a short description is given of each organisation about how the Agile development 
process has been designed.  
 
Auteur  
Uitgever  
ISBN (NL) 
ISBN (UK) 

: Bart de Best 
: Leonon Media, 2018 
: 978 90 7150 1845  
: 978 94 9261 8177 
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DevOps Best Practices 
Best Practices for DevOps 
 
In recent years, many organisations have experienced the 
benefits of using Agile approaches such as Scrum and 
Kanban. The software is delivered faster whilst quality 
increases and costs decrease. The fact that many organi-
sations that applied the Agile approach did not take into 
account the traditional service management techniques, in 
terms of information management, application manage-
ment and infrastructure management, is a major disad-
vantage. The solution to this problem has been found in the 
Dev (Development) Ops (Operations) approach. Both worlds 
are merged into one team, thus sharing the knowledge and 
skills. This book is about sharing knowledge on how DevOps 
teams work together.  

For each aspect of the DevOps process best practices are given in 30 separate articles. The 
covered aspects are: Plan, Code, Build, Test, Release, Deploy, Operate and Monitor. Each 
article starts with the definition of the specifically used terms and one or more concepts. The 
body of each article is kept simple, short and easy to read. 
 
Author  : Bart de Best 
Publisher : Leonon Media, 2017 
ISBN (UK) 
ISBN (Pocket Guide) 

: 978 94 92618 078 
: 978 94 92618 306 

 
  
 

 
 
 

DevOps Architecture 
DevOps Architecture Best Practices  
 
The world of system development is changing at a rapid pace. 
Development (Dev) and Operations (Ops) are being integrated 
more and more so that solutions can be offered to customers 
faster and with better quality. The question is how within this new 
view of DevOps there is room for Agile architecture. This book 
provides an answer to this question by giving many examples of 
architectural principles and models that give direction to the design 
and operation of a DevOps organization. Throughout the book an 
explanation is given as much as possible per paragraph based on 
an imaginary Assuritas company. 

This book consists of various parts, which makes the book modular. So, it does not have to 
be read from A to Z. After the brief outline of the case company an explanation of how to 
construct the DevOps organization from an architectural perspective is given. The DevOps 
service management is then discussed. Both aspects are made clear on the basis of the case 
company. After explaining how the Dev and Ops roles can be integrated, two useful 
assessment tools to determine the maturity of DevOps are described. The book concludes 
with a case in which the choice for an Agile documentation is made based on architectural 
principles and models. This work on DevOps architecture is an indispensable tool in the 
design and implementation of a DevOps service organization. 
 
Author  : Bart de Best 
Publisher : Leonon Media, 2019 
ISBN (NL) : 978 94 92618 061 
ISBN (UK) : 978 90 71501 579 
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DevOps Poster 
DevOps Professional Exam Poster 
This poster lists all the DevOps terms that a 
student must learn in order to pass the 
exam of DevOps Professional of Exin. This 
poster can be ordered at info@leonon.nl.  
 
The subjects on the poster are based on 
the basic training material of Exin. Since 
there are many terms to be learned, this 
poster will help to learn them by reviewing 
them all at once daily. 
. 
 

 
Author  : Bart de Best 
Publisher : Leonon Media, 2018 
Ordering : info@leonon.nl 
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