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The change we need to get the best out of Service Management
Joshua Brusse, Philosopher, Connector, Transformer 



© Copyright 2012 Hewlett-Packard Development Company, L.P.  The information contained herein is subject to change without notice.2

“Change only happens if there is 

a compelling reason…and when 

this reason is endorsed by all 

stakeholders. Change is 

amazingly easy after that…”

Joshua Brusse, Philosopher, Connector, Transformer 

The need for change….
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Service Lifecycle Management (ITIL) is 

great and it gets better;

However we need to change…to 

leverage it to the fullest
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1. There is a business reason for implementing 

ITIL…but is that clear for everyone?

2. ITIL is not about process management…it’s 

about competencies!

3. To get value out of ITIL we need to adopt 

it…not just implement it!

Why ITIL has not been very successful
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ITIL Implementations all over the world

What most of us have done

What all of us should have done
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We did not transform…
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• Predictability;

• Reliable;

• Quality;

• Growth;

• Agility

• Value

• Innovation;

• Competencies

and more…

• Standardization;

• Control;

• Certification;

• Cost;

• Efficiency

• On Time / On Budget

• Maturity;

• Process Management

and more…

Compelling Reason for Change

Create Desire
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Competencies…not assets

Vision (Future State)
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Competencies…not assets

Vision (Future State)
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Integrated Competencies…not assets

Vision (Future State)
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Competencies…not assets

Vision (Future State)
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“You must be the change you want to see in this world”

Leadership
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The Roadmap…

Plan and Monitor
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Adoption…
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Unfreeze and Unlearn…
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The Change Curves
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Education and Enablement
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Communicate and Engage
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“This is the way how we do things here”

Internalize
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1. Make it about value for the business;

2. It’s Service Lifecycle Management, not ITIL;

3. Make it about internalizing new 

competencies;

4. Orchestrate a sustainable transformation;

After 25 years of ITIL and ITSMF…

The change we need…


