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Introduction 

When Michael E. Porter developed the five forces 
model1, he enlightened the 
world with a strategic approach 
for sustaining a competitive 
advantage.  The five forces 
include the risk 
of new 
competitors 
entering the industry, threat of 
potential substitutes, the 
bargaining power of buyers, the 
bargaining power of suppliers, 
and degree of rivalry between the existing 
competitors.  Sustaining a business in the present 
economic period is challenging at best.  Alignment 
between customers and the business ensure that 
the interfaces are established at the strategic and 
tactical level.   

Alignment of IT and 
business strategies is 
very important to the 
effective use of IT 
services.  All too often, 
an IT strategy is 
developed with limited 
input from the rest of 
the business.  Once this 
alignment is achieved 
then IT can provide 
services that meet business needs and provide a 
competitive advantage.  The business units must 
be formally integrated into the development of an 
IT strategy if that strategy is to support the 
business objectives effectively and efficiently.   

The IT organization’s key goal must be to provide 
high quality, cost effective services that contribute 
significantly to the overall success of the 
business.  This goal must be measured and 
reported back to management to ensure 
alignment with the business.  To achieve this goal 
IT must integrate people, processes, and 
technologies to deliver effective, efficient and 
economic IT services  for the business. 

 

                                                 
1 Competitive Strategy: Techniques for Analyzing Industries 
and Competitors, Michael E. Porter, Simon & Schuster, 1998 

Overview of ITIL2 

In the mid-1980s, the British Government 
launched a major initiative to correct a lack of 
guidance in their IT departments and alignment of 
IT with government services .  A project was 
established to discover what worked and did not 
work by tapping into organizations’ actual 
experiences.  They wanted to establish 
governance , risk management and 

compliance . 

The major outcome from the project was 
the publication of several best practice 

publications; one of these is the IT 
Infrastructure Lib rary (ITIL).  ITIL is a collection of 
7 books describing activities , inputs, outputs and 
metrics that provide a systematic approach to the 
planning, development, delivery and support of IT 
services to the customer at justifiable costs.  The 
first ITIL books were published in 1989 and the 
library has been expanded and revised since 
then. 

Any IT organization or service 
provider will find value in leveraging 
the ITIL best practices to achieve 
optimal service provisioning. 

ITIL actually helps bridge the gap 
between business and technology by 
addressing three principles: 
♦ focus on the customer 
♦ improve quality 
♦ deliver cost-justifiable services 

through key performance 
indicators 

                                                 
2 ITIL is a registered trademark of the UK 
Office of Government Commerce 
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ITIL helps an IT organization to improve its 
maturity and optimize its processes to support the 
business objectives and guides IT services to 
align with the business.  Ultimately, satisfied 
customers and higher levels of service at 
predictable costs are the manifestation of a 
mature IT organization. 

ITIL addresses ten service management 
processes  and one function, these are divided into 
two books: 

Service Support 
♦ Incident Management 
♦ Problem Management 
♦ Change Management 
♦ Release Management 
♦ Configuration Management 
♦ Service Desk function 

Service Delivery 
♦ Service Level Management 
♦ Availability Management 
♦ Capability Management 
♦ IT Service Continuity 

Management 
♦ Financial Management 

IT improvement is on the wish lists of many CIO’s 
today as IT organizations are looking to enhance 
service levels, control and reduce costs without 
spending a significant capital to do so.   

Note: ITIL only describes what to do and not how 
to do it, hence these best practices must be 
customized for each organization.  So what is the 
easiest way to get started? 

The Rapid ITSM Methodology 

Why re-invent the wheel? Rapid ITSM leverages 
reusable and repeatable material for a quicker 
implementation.  Rapid ITSM incorporates ITIL 
best practices.   

Instituting change within an organization requires 
great care and focus.  John Kotter, the 
professorship of Leadership at the Harvard 
Business School, has made it his business to 
study both success and failure in change 
initiatives in business.  He says "The most general 
lesson to be learned from the more successful 
cases is that the change process goes through a 
series of phases that, in total, usually require a 
considerable length of time.  Skipping steps 
creates only the illusion of speed and never 
produces satisfactory results" and "making critical 
mistakes in any of the phases can have a 
devastating impact, slowing momentum and 
negating hard-won gains".  

Rapid ITSM incorporates Kotter’s eight -step 3 
approach for successful results. 

Kotter’s Eight-Step Approach 

1. Create a Sense of Urgency: understand the 
business drivers such as the vision, mission 
statements, develop a business case, 
determine the political barriers, incorporate 
the economic situation, recognize the social 
and cultural behaviour,  and identify 
technological levers. 

2. Form a guiding coalition: attain 
management commitment, build working 
groups to foster IT transformation, establish a 
program management office to ensure control 

3. Create a Vision: develop an ITSM rationale 
and a business case for justification, 
document its vision, mission and scope  

4. Communicate the vision: increase the base 
knowledge via awareness sessions, develop a 
communications plan, market and promote 
the value proposition 

5. Empower others to act on the vision: 
identify key stakeholders and process owners, 
recruit champions, create a center of 
excellence 

6. Plan for and create quick wins: create a 
portal to consolidate the program, establish a 
baseline to identify the best opportunity with 
the least risk 

7. Consolidate improvements and produce 
more change : develop a continuous service 
improvement program, monitor key 
performance indicators, benchmark yourself 
against others in your industry 

8. Institutionalize the Change : document and 
learn best practices, leverage common 
methodologies, restructure the organization, 
adopt and integrate service management 
tools that feed dashboards and balanced 
scorecards 

                                                 
3 Leading Change, John Kotter, Harvard 
Business School Press, 1996 
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Process Management and Control 

ITIL enables a continuous service improvement 
program using a five-phased enterprise process 
management approach.  Before any phases are 
initiated, it is critical that management is 
committed to the program and they support the 
transformation. 

Phase 1:  Definition - A series of questions 
organized by process area are presented using 
standard and custom templates, and based on the 
answers an assessment scorecard is tabulated.  
These questions address areas such as process 
capability, integration with other process areas, 
customer focus, measurement, management 
reporting, and technology enablers.   

Phase 2: Measurement - This phase identifies 
the strengths, weaknesses, opportunities, and 
threats of the current IT organization.  During this 
phase, a baseline is established to determine the 
current maturity of the IT organization.  This 
baseline will be used later to evaluate the success 
of the program.  Establish the impact of this 
initiative by identifying constraints, dependencies, 
and assumptions. 

Phase 3: Analysis - This phase includes a more 
detailed orientation of customer and team 
members and the underlying principles.  Typically, 
facilitated workshops are conducted leveraging 
process templates to begin charting the suppliers, 
process activities, and customers (internal and 
external) for each of the process areas.   

Phase 4: Improvement - This phase is the 
execution of some or all of the change actions set 
forth in the planning phase.  This may include the 
implementation of new products, organizational 
restructuring, new policies and procedures.  

Phase 5: Control - The final phase ensures that 
performance is continually improved through the 
measurement of S.M.A.R.T. key performance 
indicators using management tools, techniques 
and methods that strive to improve processes and 
the interrelationships with people, process and 
technology. 

The results will be realized in the form of IT and 
corporate balanced scorecards and other 
management reports. 

The Opportunity 

Adopting an IT service management approach 
provides the foundation for addressing many of 
the challenges facing IT organizations today.  The 
typical current state and the potential future state 
are illustrated in the figure below.  

Implementing a services framework is likely to 
force IT organizations to rethink what they do 
today, why they do it, how they do it and perhaps 
most importantly who they do it for.  For many IT 
organizations, implementing a service 
management framework will be a significant 
organizational transformation.  A successful IT 
service management transformation that 
emphasizes the customer, improves IT quality, 
and provides a sustainable competitive advantage 
by adding IT value.   

Ultimately, the Rapid ITSM Methodology can 
provide your IT organization with these benefits: 

♦ Alignment of IT to the business, 
♦ governance,  
♦ risk management, 
♦ compliance 
♦ cost control and reduction, 
♦ higher quality of service, 
♦ increased revenue  
♦ less budgetary variance, 
♦ a common language, 
♦ increased customer satisfaction, 
♦ shorten the service delivery time and 
♦ higher availability and productivity 
 
This methodology can be used as -is or can be 
customized to adapt to your needs.  
 
For more information 
866.596.5170 
info@mountainview.ca 
 

 


