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Abstract 
 

Whilst Agile has been studied as a subject in Information Systems as a methodology in 

both Software Development and Project Management, research into its use with Cloud Service 

Delivery has been lacking. As Cloud technology becomes more pervasive in everyday life the 

opportunity to leverage powerful Cloud backed digital services is pushing organisations to 

explore new ways of delivering these at breakneck speed often with unclear and changing 

specifications in order to satisfy their customers. Traditional top-down waterfall approaches to 

requirements gathering, design, implementation and operation of these Clouds and Services 

does not allow for rapid change, adaption and the speed required to manage the complexities 

involved however Agile methodology is being used to address this.  

 

This thesis studies how Agile methodology is used in Cloud Service Delivery by the 

Professional Services Organisation of a leading Global Virtualisation Software Company. 

Enterprise Customers use the Software produced by the Global Software Company to build 

Clouds and Services and engage the Organisation to help them build the required infrastructure, 

automation and in some cases the services themselves. 

 

The research uses a qualitative case study approach encompassing observation and a 

questionnaire, to investigate the differences and parallels with previous studies in other 

Information Systems studies by focusing on the human aspect of Agile projects handled by the 

Professional Service Organisation. Complex Adaptive Systems Theory and its emerging 

principles is used to interpret the results of observations and a questionnaire. The findings show 

what is important to the success of Cloud Service Delivery projects that allow them to be 

delivered in a rapid fashion in an ever-changing environment. It shows how certain patterns or 

themes emerge. 

 

The study attempts to open a new discourse for Agile Methodology focusing on Cloud 

Service Delivery as a previously understudied area in Information Systems Development 

Research, the thesis contributes to the current discourse by showing that further deeper study 

into a new rapidly developing area is required. 
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List of Abbreviations 
 

Several Abbreviations are used throughout this research.  

  

 

APAC Asia Pacific 

ASD Agile Software Development 

B2B Business to Business 

CAS Complex adaptive systems theory 

CAIS Complex adaptive information system  

CSC Cloud Service Customer 

CMP Cloud Management Platform 

CSP Cloud Service Provider 

EMEA Europe, Middle East and Africa 

GSC Global Software Company 

IS Information Systems 

ISD Information Systems Development 

IT Information Technology 

NIST National Institute of Standards and Technology 

NEMEA Northern Europe, Middle East and Africa 

PaaS Platform as a Service 

PM  Project Manager 

PSO Professional Services Organisation 

SaaS Software as a Service 

SOA Service Orientated Architecture 

SC Service Composition 

SME Subject Matter Expert 

TTM  Time to Market 

TOGAF The Open Group Architecture Framework 

WIP Work in progress 
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