


COBIT ITIL4

$125 million craft
The lander’s computer thought it 
had already landed…
Engine shutdown.
Lack of e-2-e testing.

$300 million 
Mix up between Miles & KM’s.
Missed the Planet.
Lack of alignment of
business requirements and language.

The dawning of a new era of
DIGITAL TRANSFORMATION….

ITSM becomes a 
Strategic capability

That’s 
one small step

for the IT Professional
…and 

one Giant Leap
for ITSM… Software will enable us 

to  boldly go where 
no man 

has gone before…
…maybe we should 
first ensure we can
translate THEORY

Into PRACTICE! and align
these practices!

…We have invested in
COBIT, BRM, DevOps,

ITIL….
We’re ALL SYSTEMS GO!

https://itsm.tools/2017/10/10/itil-certification-yeah-cause-thatll-solve-everything/


ITIL® is a registered 
trade mark of

AXELOS limited

“       A means of 

enabling

VALUE

co-creation 
by facilitating

OUTCOMES

that customers 

want  to achieve, 

without the 

customer having 

to manage specific

COSTS 

and RISKS.”

IT AND the Business behavior change

https://www.axelos.com/news/blogs/community-blog-posts/what-has-the-business-got-to-do-with-itil-4


29%

Co-creation?

https://itsm.tools/2019/02/28/knock-knock-whos-there-itil-4-itil-for-who/
https://devops.com/devops-and-collaboration-fraternizing-with-the-enemy/
https://devops.com/devops-and-collaboration-fraternizing-with-the-enemy/


✓ Agile Transformation 

– doing ‘Agile’, ‘DevOps’ complaints about ITIL relevance!

✓ How do I make ITSM more Agile!

✓ ITIL Foundation too abstract, not going to send all

- everybody needs awareness though!

✓ How do we get e-2-e teams to ‘collaborate’ (SILO’s)!

✓ Conflicting business demands – resource issues

✓ Constant change! CI needs to be a core skill!

✓ IT needs to be more business/customer focused

America, Belgium, 
China, Denmark, 

Germany, England, 
Hungary, Poland,

Switzerland…  

https://www.itsmf.co.uk/itil4-relevance-has-to-be-claimed/


ROUND 1

ROUND 2

ROUND 3
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✓ Business
✓ Product owner
✓ Service management
✓ App (dev) & Operations
✓ Vendor
✓ End-to-end teams to 

discover value of ITIL4



Have we 
finished my
Feature yet?

…what about 
my backlog of 

service 
improvements

…hello!... 
anybody?

....I think we 
may miss the 

comet!?
Data is out 

again!

…I am busy 
building this 
app feature

…is this data 
problem 

worth 
looking at

…what has 
happened to 
my Customer 

feedback

…Change 
calendar is 

full, what are 
all these 
changes

…IT said it 
would be 

released!?

…No Idea, 
…let’s do 
this one 

first!

…I solved all 
these 

incidents 
within

service level



Have we 
finished my
Feature yet?

....I think we 
may miss the 

comet!?
Data is out 

again!

…I am busy 
building this 
app feature

…is this data 
problem 

worth 
looking at

…what has 
happened to 
my Customer 

feedback

…change 
calendar is 

full, what are 
all these 
changes

…IT said it 
would be 

released!?

…I solved all 
these 

incidents 
within

service level

…No Idea, 
…let’s do 
this one 

first!

…did we 
achieve the 

goals?

....?

…?

…?

....?

…?

……..?…….?

…?

....?

….we hit our SLA!

…what about 
my backlog of 

service 
improvements

…hello!... 
anybody?

….?







V = VC VL- + VI



The seven guiding principles are:

Guiding Principles?





• No Status updates, Not taken seriously
• Unable to track status
• Promises unfilled, unable to escalate business impact
• ‘IT wants your NEW innovation and lock-in but 

doesn’t care about supporting you’
• Twitter stream, word of mouth complaints
• Switch providers, influence others

SLA
vs

XLA



Prioritize 
Value creation

vs
Value leakage

Visualize 
Types of
Demand
& flow

Look at 
Waste 

&
Toil

Measure
Business

Value

Measure
Improvement

Value

Key Take-aways
‘Start TOMORROW’!



“..We are seriously bringing the learning points to life... The 

day we spent with you was a game changer for us genuinely… 

The concepts of co-ownership, alignment and value 

creation/value leakage/value improvement have gained real 

traction on the ground and we are seeing sizeable benefits

from that alone….’  

Rob Fletcher, Head of ICT, GreenSquare group ITIL®4?
…It’s not Rocket science!
It makes sense, we can 

start using this tomorrow

https://www.axelos.com/news/blogs/community-blog-posts/what-has-the-business-got-to-do-with-itil-4

