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Abstract
Information Technology Infrastructure Library (ITIL) is the most popular and
the influential framework for IT Service Management (ITSM). It is used for IT
governance, management and control of IT services. It comprises of defined
and best practices, developed in 1980’s by British Government Central Computer Telecommunication Agency. The purpose of this thesis is to present the
guidelines to implement ITIL. Available literature on ITIL discusses the importance of ITIL, its benefits, facilitating and challenging factors associated
with implementation. But the steps to implement ITIL have so far not been
discussed. We take the opportunity to explore empirical data from industry and
literature to get to know different strategies and approaches used by IT professionals for implementing the ITIL framework.
To fulfil the purpose, we stated three research questions: “What are facilitating
factors for the ITIL Implementation?”, “What are the challenging factors for
the ITIL Implementation?”, and “Based on facilitating factors and barriers,
what are the guidelines for a successful ITIL implementation?”. Literature was
reviewed to extract required factors and senior IT professionals from two organisations were interviewed to get to know what factors had been facilitators
and barriers for them. The extracted factors were compiled, grouped and analysed to develop implementation steps. The result of this thesis is a framework
developed implementation steps, which any organisation can use as guideline
to adapt ITIL framework. These steps consist of four phases highlighting significant factors needed for the successful implementation. Among the highlighted factors were top management support, ITIL skills of implementer, resistance to change, financial support, staff training, process mapping, documentation, project management and governance are the most important factors which influence the implementation process.
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1

Introduction

This chapter introduces the topic of this research “Guidelines for ITIL Implementation”. In subsections of
this chapter we discuss the importance of IT service management, brief overview for ITIL and its processes,
highlight the problems associated with ITIL implementation, purpose of this research is discussed explaining
why it is important to address highlighted problems, limitations to conduct this research and the important
definitions from the literature are also provided.

1.1

Background

In recent years, the increasing use of information management technologies within firms
has resulted in a demand for efficient and innovative technological services and solutions.
Information Technology (IT) departments are expected to respond with agility to new
business directions, to demonstrate financial management, and satisfy both internal and external customers. The importance of IT services can be characterized by the following
statement: ”Providers of IT services can no longer afford to focus on technology and their internal organisation; they now have to consider the quality of the services they provide and focus on the relationship with customers” (Tang & Todo, 2013, p. 191). Organisations recognize the importance of IT services
and consider them strategic assets to support information and services management (Lucio
- Nieto et al., 2012). This level of service can only be delivered if there is an effective communication or alignment between business and IT. One possible way of alignment is to
transform the IT organisation into a service provider. Being a service provider, in this context, is to use IT as a solution to business problems and running the IT department as a
business function. In order to be an effective service provider, organisations need to establish high quality IT service management (Kashanchi & Toland, 2006).
Information Technology Service Management (ITSM) has proved to be very beneficial for
IT organisations, as it allows them to be more adaptive, flexible, cost effective and service
oriented (Galup et al., 2007). It drives change in the organisation, including how IT manages processes, assets, vendors, and how IT staff visualizes their roles within the organisation
(Pollard & Cater-Steel, 2009). In comparison to the traditional technology-oriented approaches, ITSM is a discipline for managing IT operations as a service. The primary focus
of ITSM is to provide specific processes, metrics, and guidance to enable and manage assessment, planning, and implementation of IT service processes to optimize tactical and
strategic IT asset use (Galup et al., 2009). There are several ITSM frameworks used by IT
organisations, such as Information Technology Infrastructure Library (ITIL), Microsoft
Operation Framework (MOF), Process Reference Model for Information Technology
(PRM-IT), HP IT Service Management Reference Model, IBM Process Reference Model
for IT, and the Control Objectives for Information and related Technology (COBIT) (Galup & Dattero, 2010).
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Figure 1.1. An overview of ITIL and ITSM (Iden and Eikebrokk, 2013).

Among these, ITIL is considered as a framework of best practices which aims for facilitating the delivery of high quality IT services at a reasonable cost. IT departments can employ
ITIL best practices in order to achieve IT service management (Iden & Eikebrokk, 2013).
ITIL is developed with a perspective of a process based system for controlling and managing IT operations, including continuous improvement and metrics. It was developed during
the 1980s by the Central Computer and Telecommunications Agency (CCTA) of British
Government. The British Government recognized that without standard practices, public
and private sector contractors were creating their own IT management practices and duplicating the efforts (Galup et al., 2009). ITIL is a trademark and is owned by the Office of
Government Commerce (OGC) in UK. Until now, three versions of ITIL has been released and because of its popularity, ITIL became a “de facto standard for ITSM” (Iden &
Eikebrokk, 2013). Figure 1.1 gives an overview of the relationship between ITIL and
ITSM. It also illustrates different ITSM frameworks being used by organisations. More
specifically, it shows a timeline for ITIL versions and different levels of qualifications. The
third version of ITIL (ITIL v3) is the latest version and consists of 25 processes, which are
considered as best practices in the IT industry (Galup & Dattero, 2010; Iden & Eikebrokk,
2014). These processes are discussed within five lifecycle phases; service strategy, service
design, service transition, service operation and continual service improvement (Marrone &
Kolbe, 2011; Nicho & Mourad, 2012). Table 1.1 describes briefly each phase of ITIL
lifecycle (Cervone, 2008).
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Table 1.1. Phases of the ITIL lifecycle.

Phase
Service Strategy

Service Design

Service Transition

Service Operation
Continual Service Improvement

Description
“Explores the issues related to management information technology as an integral part of an organisation. The focus in ITIL is to
define those processes, services, and methods that will most effectively promote success of the organisation as a whole. As part of
this, this book describes a framework for making trade-offs within
a service portfolio management context which presents approaches for determining when to continue and discontinue services”
(Cervone, 2008).
“Focuses on the identification and development of services that
are cost-effective, work as they were designed to, while aligning
with and promoting the goals of the organisation” (Cervone,
2008).
“A completely new take on change management that concedes
change is far more complex than traditional methodologies have
acknowledged. Within this construct, best practices are explored
that provide for testing and roll out in a controlled manner while
balancing the goals of mitigating risk, assuring quality, and promoting agility and responsiveness” (Cervone, 2008.
“Focuses on the details of supporting and delivering services”
(Cervone, 2008).
“Discusses how to promote continuous improvement as well as
providing pragmatic metrics and measurements related to monitoring quality and cost of services” (Cervone, 2008.

It is important to note that ITIL describes processes, which requires people to do things in
a specific manner. Therefore, organisations seeking ITIL implementation needs to use interpersonal management and leadership skills to involve people at all levels of the organisation (Marquis, 2006).

1.2

Problem Discussion

Despite of a growth in interest from industry in ITSM, little academic work is carried out in
this field. According to Chesbrough and Sprohrer (2006, p. 35-40):“In services there is no academic community of scholars that shares a common mission to understand the roots of this arena of economic
activity, or how to advance it, has been mostly ignored by IT research and pedagogy”. Research is performed on isolated aspects of service operations but there is less academic work done on
ITIL, ISO/IEC or ITSM related topics (Galup et al., 2007).
The adoption of ITIL can be problematic as it requires changes within the organisational
culture and people related to ITIL may fear for their job relevancy (Bozga et al.,
2013).Many organisations agree that ITIL implementation was challenging for them and
not all processes were of equal important to their business environment (Ahmad &
Shamsudin, 2013). However, a successful implementation can bring benefits including effective IT service management, reduce IT costs, and business/IT alignment to fulfil business goals. Literature shows that there is no standard procedure for ITIL implementation
and many IT departments struggle to adopt a service-oriented and process oriented philosophy. As a result, practitioners and researchers are interested in exploring what represent a
successful ITIL implementation. In academics, topics such as critical success factors and
barriers for effective ITIL implementation are the mostly addressed terms in ITIL research
(Iden & Eikebrokk, 2014).
There are many publications on ITIL, but they do not describe methodologies, strategies or
step by step guidelines for ITIL adoption. Even the publication from ITIL governing or-
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ganisation (OGC) does not include step-by-step guideline for successful implementation
(Schmidtbauer et al., 2013) or what to do after the implementation (Lucio-Nieto et al.,
2012). For that reason, we found it interesting to synthesize literature and empirical findings of ITIL implementation and present guidelines for ITIL implementation in the light of
IT service management.

1.3

Purpose

ITSM is considered to be the key issue for IT organisations, as the role of traditional IT
(hardware and software) has expanded and includes business oriented support services
(McNaughton et al., 2010).IT departments are adapting ITSM processes described in ITIL
for streamlining their IT service to business requirement. But, as stated in the problem section, the implementation is not as easy as it seems. Therefore, the purpose of this thesis is
to explore how an implementation of ITIL can be accomplished in an organisation. The final result will be compiled as a guideline, which could help IT professionals, consultants
and future researchers who are seeking information about ITIL implementation or want to
improve the effectiveness of their IT services.

1.4

Research Questions

To fulfil the purpose, we committed to get the answers to the following research questions:
•
•
•

1.5

What factors facilitates the implementation of ITIL?
What are the challenges or barriers for ITIL implementation?
Based on facilitating factors and barriers, what are the guidelines for a successful
ITIL implementation?

Delimitations

The study will involve exploration of influencing factors that facilitates or become barriers/challenges while adopting and implementing ITIL processes. On the basis of identified
factors, a guideline with implementation steps will be proposed for the organisations regardless of the industry they operate in. However, testing and implementation of these
steps will not be possible because of time limitations. The authors also faced geographical
delimitations with respect to the empirical interviews study which done in two Swedish organisations. The empirical study also included a questionnaire, which was answered by six
individuals from six organisations. If the authors had received more sample data from the
questionnaires, it would have facilitated in more detailed analysis and for the end result of
this thesis.

1.6

Definitions

IT Service Management (ITSM): ITSM is defined as an approach to IT operations that is characterized by its emphasis on IT services, customers, service level agreements, and an IT
function’s handling of its daily activities through processes (Iden & Eikebrokk, 2013).
ITIL: ITIL, is defined as a set of prescribed practices that an IT function may employ in
order to achieve IT Service Management (Iden & Eikebrokk, 2013).ITIL is a framework of
best practices intended to facilitate the delivery of high quality IT services at a justifiable
cost (Galup et al., 2009).
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Service: Service is the application of competences for the benefit of another, meaning that
service is a kind of action, performance, or promise that is exchanged for value between
provider and client (Mora et al., 2014).
Implementation: The term implementation is defined as “to give practical effect to and ensure of actual fulfilment by concrete measures” (Nicho & Mourad, 2012, p.26).
Best Practices: A best practice is a technique, method, process, activity, incentive or reward
that is believed to be the most efficient (least amount of effort) and effective (best results)
way of accomplishing a task, based on repeatable procedures that have proven themselves
over time for a large number of organisations (Galup & Dattero, 2010).
Service Desk: Service desk offers an integrative platform for information users and service
providers. Service desk is also responsible for providing instructions to fix problems and
helping customers to solve their information related problems (Shang & Lin, 2010).
Incident Management: An incident management flow is provided in order to reduce or minimize the impact of information service problems. The key of the incident management
flow focuses on how to solve problems quickly rather than analysing the cause of problem
(Shang & Lin, 2010).
Problem Management: This process is to analyse the causes of abnormality in order to reduce
customers’ loss. This will help customers to avoid the same error in the future (Shang
&Lin, 2010).
Configuration Management: This defines all service components, and controls these components to ensure accurate management (Shang & Lin, 2010).
Change Management: This refers to service providers using mechanisms of assessment, check,
implementation, and verification to management all change operations (Shang &Lin, 2010).
Release Management: This procedure refers to all the implementation management process
that is required before post-changed service resources or service components are connected to information systems (Shang & Lin, 2010).
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2

Methodology

In this chapter, we present the methods used to conduct our research. We presented the philosophical approach of the authors as well as the research strategy, design, data collection methods and data analysis
methods.

2.1

Methodology Philosophy

The main two research paradigms in IS research are positivism and interpretivism (Saunders et al., 2009). To employ positivism means that you will prefer “working with an observable
social reality and that the end product of such research can be law like generalisations similar to those produced by the physical and natural scientists.”(Remenyiet al., 1998, p. 32).
The philosophy of interpretivism encourages the researcher to recognise the distinction between “humans in our role as social actors” (Saunders et al., 2009). One of the important aspects
of the interpretivist philosophy is for the researcher to understand the views of the individuals being researched and try and understand their environment.
The authors of this thesis chose an interpretivist philosophy. The rationale for this was that
in service operations you have to be able to interpret individuals’ everyday roles and responsibilities; the environment that they act in and how they react to certain situations.

2.2
2.2.1

Research Approach
Deductive approach

Research can be either qualitative or quantitative. Quantitative research refer primarily to
research which generates numerical data; while qualitative data collection methods consists
of interview or observational data, which result in a data categorization of non-numerical
data(Saunders et al., 2009). This thesis will employ qualitative research. Research can take
on a deductive or inductive approach. An inductive approach requires the author to first
collect data and then develop a theory gleaned from that data. On the other hand, in a deductive approach the author base the study on existing theories and models and investigates empirically if those are valid.
This thesis work starts by reviewing literature on facilitating factors and barriers in ITIL
implementation. The facilitating factors and barriers will then be tested towards the experiences of ITIL practitioners by a semi-structured interview and a survey.
The research approach chosen for this study is mainly deductive. However, there are also
inductive aspects as our research concerns creating a frame work rather than testing a theory.
In figure 2.1, we describe the deductive research process employed in the study of the thesis.
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Present steps on ITIL implementation

Group factors extracted from articles
into categories and compare with
factors gleaned from the interviews

Survey to IT professionals from
targeted companies

Interviews conducted with IT
professionals to asses their
experience in implementing ITIL

Gather facilitating factors and
barriers in implementing ITIL from
academic articles.

Figure 2.1. Deductive research process employed in the study.

2.3

Data collection

2.3.1

Primary Data

Since the information already available encompasses an entire area of IT service management and since our topic is related to a certain area in IT service management, we decided
to conduct interviews and a survey to get first-hand information from the people involved.
2.3.1.1

Case Selection and Profile

For this study, two organisations were chosen as case companies. The two organisations
had implemented ITIL processes and have experience in handling the service management
aspect. One organisation offers media services on a commercial basis, while the second organisations an international university. Senior IT professionals within each organisation,
who have experience in implementing ITIL, were interviewed. In the following text, brief
overviews of the organisations are presented.
Organisation 1 (Arkena AB)
Arkena (arkena, 2015) is part of the large media group TDF (Télé Diffusion France) and
one of the leading media services companies within Europe. With presence in eight European countries (Sweden, Denmark, Norway, Finland, Poland, France, Spain and London)
and U.S, Arkena serves more than 1,500 customers within the media industry. One operations team consisting of six system specialists, who are responsible for managing Infrastructure management, which includes managing data-centres, servers, storage, network
equipment, backups, and application servers. Internally, IT helpdesk services (workstation
support, troubleshooting, administrative systems and internet) are provided to all employees in the four Nordic offices. Externally, offered services are management of media
streaming systems (Arkena’s media applications)

Organisation 2 (Jönköping University)
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Jönköping University (Ju, 2015) has around 10,000 students, of which 1,500 are international students. The university is one of the top universities in international student exchange and among the best in Sweden in terms of attracting international students. Jönköping University is among three Swedish private, non-profit institutions of higher education
with the right to award doctorates. There is an IT board of the university where there are
representatives of each school and they act as an advisory board to the CEO who then decides or prioritizes the actions that the IT services should carry out. The service catalogue
is decided by the IT board but it is the service department that creates the plan. The services are only offered to internal customers.
Interviews
Interviews will be conducted with respondents from the above mentioned companies.
There are three kinds of interviews, unstructured, structured and semi-structured.
A structured interview use questionnaires that consist of prearranged questions that are
asked, while semi-structured or unstructured interviews are un-standardized and in-depth
interviews (Saunders et al., 2009). For this study a semi structured interview was conducted.
The interview request letter and interview questions are presented in appendix (see Appendix 1 and Appendix 2). These were sent to the organisations before the interviews took
place. The interviews were conducted with two senior IT professionals who had a substantial experience with ITIL.
The first interview was conducted with Carlos Gutierrez who is working as the Vice President operations in Arkena. He is responsible for IT operations and IT infrastructure in
four Nordic countries (Sweden, Denmark, Finland and Norway).The interview was conducted at his office where one of the interviewers participated via Skype. The interview
lasted for one hour and was audio-recorded. The interviewee had granted permission for
audio-recording.
The second interview was conducted with Ronnie Grahnat who is working as an IT Service
Manager at Jönköping University for the past ten years. The IT service department is responsible for offering and managing an array of IT services to the four different schools of
Jönköping University. The meeting lasted one hour and took place at the university premises where one of the interviewers joined via Skype. The interviewee had granted permission for the audio-recording of the interview.
Questionnaire
Questionnaires are a proficient method of acquiring a personal opinion from individuals
who have an understanding of the topic that is being researched.
An online questionnaire was conducted to collect empirical data from IT professionals
working in various industries. We prepared ten survey questions (see Appendix 9). These
questions covered respondents’ previous experience with ITIL, organisation information
(name and number of employees), operating industry of the organisation, processes that
the organisation has implemented, facilitating factors they witnessed during implementation
and barriers or challenging factors faced by the organisations. Facilitating factors and barriers given as close-ended response alternatives in the questionnaire were derived from our
findings in the literature review. The request to respond to the survey was posted on the IT
service management forum (Itsmf) group on linked-in (Itsmf group, 2015).Itsmf group
consists of ITSM certified professionals. The questionnaire was answered by six respond-
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ents from six companies (Microsoft, Ericson, Atea, Seamless Distribution, SvenskaHandelsbankenAB and BiTA service management.
2.3.2

Secondary Data

Secondary data is considered as information that has been collected before for some other
purpose but information that has been processed and then stored for further use (Saunders
et al., 2009). In this thesis the authors have used information regarding ITIL services as
well as other peer reviewed academic articles as a secondary source of information. These
were available of various academic journal and websites. Information regarding ITIL services is available at the official website as well as in hard copy books written about IT service management. Companies also have written white papers that were also taken into consideration.

2.4

Data analysis

2.4.1

Interviews

When conducting qualitative research, content analysis can be used to analyse data from
primary and secondary sources. There are three approaches to content analysis; these are
conventional, directed and summative (Hsieh & Shannon, 2005). Content analysis is regarded as a flexible method for analysing text data (Cavanagh, 1997; Hsieh & Shannon,
2005). In this thesis, the authors have decided to use a directed approach. Using a directed
approach allows the author to present a framework or theory. There are various strategies
when dealing with a directed approach. By using current or previous research, the authors
were able to extract key variables or categories that could be used as a starting point (Potter
& Levince-Donnerstein, 1999). These main categories were “Facilitating factors” and
“Challenges/barriers”. The directed content analysis was used both in the literature review
and in analysing the interview data.
2.4.2

Questionnaire

The questionnaire data was extracted and analysed diligently. At first, all information regarding the respondent’s current work position and company were compiled to assess their
experience. Then their personal experience with ITIL was categorised. Thirdly, all ITIL
processes they had implemented or worked with were listed in tabular form. These tasks
were carried out to assess the respondents experience with ITIL. The data received from
these questions were meant to be analysed to know if the respondents had a substantial
amount of years working with ITIL.
The fourth task was to list all success factors and barriers the respondents thought were
necessary to take into consideration when implementing ITIL. The factors were listed separately in tables. After having all the data recorded separately we grouped the success and
barrier factors into the categories we previously had created using the literature review and
the interviews.

2.5

Research Credibility

To conduct a research study requires the author to take into consideration the credibility of
the research findings. Authors should try to decrease the prospect of getting an incorrect
answer (Saunders et al., 2009). For an author to reduce the risk of getting an incomplete or
wrong answer close attention must be given to two important facets of research credibility;
validity and reliability.
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Reliability means that the authors should observe if their data collection methods/techniques will result in achieving reliable results. This can be measured by asking
themselves the following questions (Easterby-Smith et al. 2008; Saunders et al., 2009):
1) Will the techniques produce the same findings in other circumstances?
2) Will other observers reach the same observations?
3) Was the sense making of the raw data transparent?
Reliability with regard to the interviews was assessed by conducting both of them in similar
settings. The interviewers made sure that the questions asked did not deviate from the research purpose. The questions asked, were the same for each interview and had been diligently reviewed by the authors. The results attained from both the interviews were similar
in nature with those extracted from the articles. The interviews were recorded which allowed the authors to study the complete data and then extract the required factors. With
respect to the questionnaire, the authors decided to send the questionnaire to an online forum that consisted of highly distinguished ITIL experts. The questionnaire was decided by
the authors after taking into consideration the purpose of the research. All respondents had
to answer all the questions in the format provided and had the same time in filling out their
answers.
The main asset of qualitative research is validity. It concerns to the true nature of the findings; are they accurate from the view of the author or the contributor (Creswell& Miller,
2000; Creswell, 2014). Raising questions regarding ITIL implementation in the interviews
and by using questionnaire built upon the literature review helped the authors to achieve
construct validity of the empirical study. The interviews were conducted using questions
which would allow the authors to further build upon the facilitating factors as well as barriers. For the questionnaires the authors managed to contact individuals who had a substantiate amount of experience with implementation of ITIL. This allowed for a thorough response with valuable data that built upon the literature review.

2.6

Literature Review

In order for the authors to be able to identify the facilitating and challenging factors of implementing ITIL framework a literature review was carried out using the concept-centred
approach propositioned by Webster and Watson (2002).
Seven key academic data bases were consulted; ProQuest, SpringerLink, ACM, Emerald,
Science Direct, Wiley, and Taylor &Francis, and the following search was performed
• Keywords: “Barriers” AND “Implementation”; “ITIL” AND “Implementation”;
“ITIL v3”(terms in quotation marks refer to exact phrases and the syntax may vary
with the database in use)
• Document Type: Journals
• Language: English
In the table (2.1) below the numbers of articles chosen are mentioned. The order of the table is as follows: The first row contains the academic websites used. The first column contains the keywords used. The numbers denote: No. of articles chosen / Total no. of articles
found.
Table 2.1. Number of articles found.
Keywords

ProQuest

SpringerLink

ACM
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Emerald

Science direct

Wiley

Taylor
and

Francis
“Barriers” &
“Implementation
“ITIL” &
“Implementation”
“ITIL v3”

13 / 20

6 / 112

-

-

-

-

-

-

16 / 146

4 / 130

14 / 55

19 / 306

7 / 111

-

-

10 / 118

3 / 15

-

6 / 162

3 / 64

5 / 11

The decision to include or exclude a paper was made based upon the inclusion and exclusion criteria of Okoli and Schabram (2010) and Levy and Ellis (2006).
1. Inclusion of those articles that focus on implementation of ITIL as well as any factors
associated with it.
2. Inclusion of case studies that are related to the successful or unsuccessful implementation of ITIL
3. Inclusion of articles that draw attention to the leading factors for the implementation
of ITIL
4. Exclusion of articles which was accessible in full-text in the aforementioned databases
5. Exclusion of all redundant copies of articles.
6. Exclusion of articles concerning benefits of ITIL implementation.
7. Exclusion of paid articles.
The authors reviewed all the articles thoroughly in order to meet the requirements of inclusion or exclusion. Furthermore, backward and forward searches were also carried out in
order to determine if any relevant article had been missed while conducting the keyword
search in the databases. The backward and forward searches were conducted using Google
Scholar. The key words were reviewed diligently by the authors as they took into consideration the articles available on the academic websites. Different keywords were tested until
the authors agreed on the final three keywords. Having completed the search and collecting
106 articles, the various factors success or barriers were categorized. This categorisation is
presented in the findings section of the thesis.
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3

Frame of Reference

The following chapter presents the theoretical background of the research topic. The chapter is divided into
three subsections. The first section provides an overview of IT Governance in order to establish the theoretical
link with IT service management (ITSM). The second section presents ITSM, what value it generates for
organisations and its impact on the industry. In the last section, Information Technology and Information
Library (ITIL) is discussed in detail.

3.1

IT Governance

Organisations around the globe are dependent on IT and with continuous advancement in
technology; they are paying more attention towards IT costs and infrastructure related vulnerabilities. Organisations having IT governance in place are trying to align IT with the
business goals. “IT governance is an integral part of enterprise governance and consists of the leadership
and organisational structures and processes that ensure that the organisation’s IT sustains and extends the
organisation’s strategy and objectives” (Sallé, 2004, p. 2). IT governance is considered as the responsibility of senior executives’ management within organisations who assess and conduct
the corporate strategy, examines the performance of objectives and ensures the reliability
of reformed and developed corporate mechanism over time. IT governance covers various
systems used by business and IT executives for building business plans, processes, deploy
IT infrastructure and evaluate results. Successful implementation of IT governance results
in high profits, building good reputation among investors and customers, leadership and
cost reduction, the development of common language for IT compliance and commitment,
and better communication between all involved productive groups. For these benefits IT
governance has drawn attention of corporate board to senior management executives).However, managing IT infrastructure for effective results has been far from simple
(Saetang & Haider, 2011). A typical IT governance model, as shown in figure (Figure 3-1),
depicts various IT frameworks used by organisations for performing internal control (Cater-Steel &Tan, 2005) and as a foundation for supporting business with regard to allocation
and maintaining of resources (Saetang & Haider, 2011). These frameworks have their own
focus areas, strengths and weaknesses. The frameworks provide numerous benefits to organisations like competitiveness, efficiency in IT infrastructure, and alignment of IT with
business goals (Saetang & Haider, 2011).
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Figure 3.1: IT Governance Model

IT governance highlights the importance of all applicable areas within organisations.
Among these important and focused area is IT service management (ITSM) for effective
services management and control of IT service delivery and support. For ITSM, ITIL is the
most used framework in organisations, and it allows managers to document, audit and improve their IT service management processes (Cater-Steel and Tan, 2005). Adaptability of
ITIL is prominent in industry, with companies offering various training courses, professional certifications and consultation services. As stated by McNaughton et al. (2010), there
are 50,000 ITIL certified professionals and 24.1% of IT managers from large organisations
are familiar with ITIL.

3.2

IT Service Management (ITSM)

Information Technology Service Management (ITSM) is “a discipline with a focus on developing,
organizing, processes, methods, functions, and resources used in performing and delivering IT services to customers” (Ding, 2015, p. 2). In literature, ITSM is stated as subset of service sciences with focus on IT Operations i.e., service delivery and service support (Galup et al., 2009). Whereas, service sciences is a new growing area of academic sciences, aiming to provide the intellectual capital for future requirements. It is a blend of computer science, operation research, industrial engineering, business strategy, management sciences, social and cognitive
sciences and legal sciences (Galup et al., 2007).
Service management enables service providers to understand their offered services, facilitates the outcome expected by customers and helps in understanding and managing costs
and risks associated with those services. Input to service management are the assets (resources and capabilities) of services providers, which gives output as services that provide
value to the customers (ITIL Overview, 2015).
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3.2.1

Value of ITSM

ITSM is becoming more and more popular within the IT community as it places emphasis
on IT services, customers, service level agreements and handling of day to day IT related
activities. Organisations that use IT depend on IT to achieve business goals. If IT processes and services are implemented, managed and supported in an appropriate way, than success is guaranteed (ITIL Overview, 2015). Adaption of ITSM may lead to improvements in
IT services, customer satisfaction, reduce operational costs, develops service oriented culture and a standardize way of communication both within and external to the organisation
(Iden & Eikebrokk, 2014). In comparison to the traditional IT focus, which is mainly technology-centred (ITSM Overview, 2015), ITSM is a process-based approach to strategically
manage IT services throughout their life cycles and ensure alignment between business
goals and IT services (Trusson et al., 2014). Table 3.1 describes the difference in focus between from traditional IT and the ITSM process-based approach.
Table 3.1: How traditional I/T transforms into ITSM processes (ITSM Overview, 2015)
Traditional IT

Becomes

ITSM Process

Technology Focus

Process Focus

“Fire-Fighting”

Preventive

Reactive

Proactive

Users

Customers

Centralized, done in-house

Distributed, sourced

Isolated, silos

Integrated, enterprise-wide

“One-off”, ad-hoc

Repeatable, accountable

Informal Processes

Formal best practices

IT internal perspective

Business Perspective

Operational specific

Service orientation

3.2.2

ITSM Impact on Industry

Organisations around the world are adopting ITSM. In Microsoft’s 2004 IT Forum Conference, it was stated that “Recent studies are showing that an IT service organisation could achieve up
to a 48 percent cost reduction by applying ITSM principles”(Galup et al., 2009, p.3).Another indication of ITSM popularity is the growth of its professional organisation, The International IT
Service Management Forum (ITSMF). The ITSMF promotes development and use of
ITSM practices. Members of ITSMF are from different industrial sectors including large
multi-nationals, small and medium local enterprises, individual consultants, and academia
(Galup et al., 2009).
To ensure the performance of IT services and meet the requirement of service industry
many leading organisations have developed IT service standards and frameworks. Among
these are Six Sigma, Total Quality Management (TQM), Capability Maturity Model Integration (CMMI), Information Technology and Infrastructure Library (ITIL) and Control Objectives for Information and related Technology (COBIT) (Ding, 2015).
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3.2.3

Why ITIL?

Among other service management frameworks, ITIL proved to have best adherence to
ITSM (Ahmad & Shamsudin, 2013).According to IT Governances Institute (Marrone &
Kolbe, 2011), the adoption rate of ITIL is high (24%), followed by COBIT at 14%. Various regulation authorities like Sarbanes Oxley (SOX), Health Insurance Probability and
Accountability (HIPPA) also reinforces the importance of ITIL for adherence to best practices (ITIL Value, 2015).
Best practices of ITIL are considered to be significant for the organisations seeking cost effective and efficient service management. Implementation of ITIL process standards and
best practices ensures well-defined operational procedures and less human errors, which as
a result improves overall operational efficiency for the business.

3.3

Information Technology and Infrastructure Library (ITIL)

As stated above, ITIL is the most popular and influential framework for ITSM. It is used
for IT governance and management and control of IT services. It comprises of defined and
best practices, developed in 1980’s by British Government Central Computer Telecommunication Agency. Development of ITIL was a response to the agency’s growing dependence on information technology and need for greater efficiency and effectiveness. The British Government officials recognized the importance of standardized practices for government agencies and private contractors who were independently creating their own IT management practices (Galup et al., 2009). ITIL and ITSM are both concerned with IT operational activities, not with system or technology development. In short, ITSM is the concept
and ITIL is the framework for IT functions and one can apply service management to IT
operations (Iden & Eikebrokk, 2013). ITIL is successful worldwide because of its focus on
continual measurement and improvement of the delivered IT services from both a customer and a business perspective (ITIL Overview, 2015).
3.3.1

Development of ITIL

So far three versions of ITIL have been released. The first version (ITIL v1) was released
between 1989 and1994 and was based on 31 books covering various aspects of ITSM. The
second version (ITIL v2) was released between 2000 and 2004, and was based on seven
core books. The focus of this version was on process improvement, delivery, and support
and infrastructure management. The third version (ITIL v3) was released in 2007 consisting of five books with focus on management of service life cycle including Service Strategy,
Service Design, Service Transition, Service Operations and Continual Service Improvement
(Ding, 2015; ITIL Overview, 2015). The processes described under the five titles cover life
cycle of an IT service: How service should be planned, how to do service validation, testing
and deployment, and how to handle post deployment activities including basic configuration, service support and improvement. This life cycle is depicted in figure 3.2. From an academic perspective, ITIL is a problem-based learning process that aims for improving IT
services to meet organisational goals (Kemppainen et al., 2012).
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Figure 3.2 ITIL Lifecycle.

3.3.2

ITIL Lifecycle

Within the ITIL lifecycle, the key principle is the alignment between IT and the business it
supports. Therefore, it is important that all solutions and delivery should be done according
to business requirements and needs, keeping in focus strategies and policies of the service
provider organisation (ITIL Overview, 2015). Below, figure 3.3 depicts the entire life cycle
of ITIL, which is initiated by changing requirements in business. The Service Strategy covers all these change requirements along with agreement within Change Proposal and Service Charter. This passes to Service Design phase where Service Design Package (SDP)
along with Service is produced for next phases of life cycle. In the next step, SDP enters in
the Service Transition phase where the service is tested, validated and the Service
Knowledge Management System (SKMS) is updated. This takes Service to the Production
Use and in Service Operation phase. Continual Service Improvement identifies opportunities for improvements of processes across all lifecycle phases. All processes within the ITIL
lifecycle phases are being managed by clearly defined roles (Process Owner, Process Manager, Process Practitioner and Service Owner) within an organisation. These roles are assigned to an individual or to a group (ITIL Overview, 2015). Processes are mapped for
roles that are accountable for given activities.
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Figure 3.3. The Service Life Cycle (ITIL Overview,2015)

3.3.2.1

Service Strategy

The first phase of ITIL is considered as being the core of the lifecycle. It provides guidelines to both service providers and customers to operate in long term by setting out a service strategy with clear understanding of what and to whom services should be offered,
how these services should be developed, and what is the existing competition in the market. Furthermore, it describes how value should be differentiated, how the value is perceived by customers and stakeholders, how the value is achieved by control over financial
management, how available resources should be allocated for services, and how the service
performance will be measured (ITIL Overview, 2015).
Service providers may exist within an organisation and deliver services to specific business
units or may operate as an external service provider and serve multiple businesses outside
their own organisation boundaries.
3.3.2.2

Service Design

The Service Design phase ensures that the newly designed or changed services are in accordance to business needs. This phase transforms the requirement from service strategy to
design to meet the business objectives. Main activities of this phase are planning and coordination of design activities, service management information system, architecture, technology, processes, information and metrics, production of service design packages (SDP),
interfaces management, and improvement of service design processes.
This phase starts with the set of business requirements and ends with service solution design. Handover at the end of this phase is the Service Design Package to the succeeding
phase, i.e. the transition phase (ITIL Overview, 2015).
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3.3.2.3

Service Transition

The phase of Service Transition ensures that new, changed or retired services are in accordance to business needs as stated in the Service Strategy and Service Design phases of
the lifecycle. Main activities performed during this phase include planning and managing
changes and releases, managing risks, transferring knowledge, setting expectations and
making sure that business value is delivered. To deliver as expected in this phase requires
clear understanding of potential customer business value, identification of all involved
stakeholders (supplier, customer and third party) and implementation and adaption of service design and making required modifications in the design if needed during the transition
(ITIL Overview, 2015).
3.3.2.4

Service Operation

The phase of Service Operation is responsible for delivering agreed services to users and
customers, and to support delivery services by managing installed applications, technology
and infrastructure. During this phase the actual value is delivered to the customers, as the
service design decides the service to be delivered, service transition brings service to production, whereas service operation staff ensures that service value is delivered. Service Operation is the phase where user interaction occurs with IT staff, as this phase has IT functions defined in it, such as service desk (helpdesk), technical management, application management and, most importantly, IT operations management. All these functions support
other phases of the service life cycle (ITIL Overview, 2015).
3.3.2.5

Continual Service Improvement

This phase maintains value for the customers through continuous evaluation and improvement of quality of services throughout the ITSM lifecycle and all underlying processes. Principles, methods and practices from quality, management, change management and
capability improvements are applied to improve each step in the service life cycle and also
for current services, technology and related processes. Continual service improvement is
not a new concept, as many organisations use this approach when something failed and
impact their business negatively. However, to be successful it should be part of the overall
organisational culture and business routines. It is an approach where the organisation identifies its current position, the value it is delivering, its long term goals and objectives and
identify existing gaps in services (ITIL Overview, 2015).
3.3.2.6

Lifecycle Processes

Each phase of the ITIL life cycle described above defines key set of processes and functions (Service Operation). Below, table 3.1present the ITIL lifecycle phases and their defined key processes and functions (ITIL Overview, 2015).
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Table 3.2-The ITIL Lifecycle (ITIL Overview, 2015).

ITIL Lifecycle
Service
Strategy

Service
Design

Service
Transition

Service
Operation

Continual
Service
Improvement

Strategy Management for IT Services

Design Coordination

Transition Planning and Support

Event Management

Seven-Step Improvement Process
(Define what you
should measure,
Define what you
can measure, Gather the data, Process
the data, Analyse
the data, Present
and use information, implement
corrective action)

Service Portfolio
Management

Service Catalogue
Management

Change Management

Incident Management

Financial Management for IT
Services
Demand Management

Service Level Management

Asset and Configuration Management

Request Management

Availability Management

Problem Management

Business Relationship Management

Capacity Management
IT Service Continuity Management

Release and Deployment Management
Service Validation
and Testing
Change Evaluation

Information Security Management
Supplier Management

Knowledge Management
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Access Management
Functions
(Service Desk,
Technical Management, IT Operations Management
and Application
Management)

4

Findings

In this chapter, we presented our findings from the literature review, and the data collected from industry in
the form of interviews and a survey questionnaire.

4.1
4.1.1

Literature review
Facilitating Factors

There are 35 facilitating factors which have been grouped in eight categories. The first category is Management support which lists all factors concerned with how the top management
support is crucial for assisting in the implementation of ITIL. The second category is Managing employees and organisation when implementing new processes. This means how organisations should manage any new change they are introducing in the company by taking the
employee’s considerations and queries into perspective and making them feel comfortable.
The next category is Developing IT staff abilities for change. This category refers to how employees in an organisation react to certain situations and what skills will be required to tackle
this. Monitoring and evaluation of the implementation process concerns how an organisation should
keep a check on the progress of the implementation. Communication and cooperation within the
organisation refers to the internal interaction between the different departments and how
they communicate with each other on the issues at hand. Project management and governance relates to how project managers need to encourage the employees and have a framework in
place which is adhered to. Competence of involved stakeholders in ITIL is related to the employee’s training abilities that have to be taken into perspective. The skills of the employees
need to match the job they are given, if not, additional training needs to be organized. External help (consultants) relates to how outsourced employees can bring in a new perspective
when dealing with the project. Tool selection concerns the various Change Management Systems or other programs available that help in the implementation process. ITIL process
mapping regards the procedure which will be followed in implementing or analysing the
processes. Process analysis regards prioritizing processes to achieve a successful implementation. Process design encompasses the strategy that will be sued in the implementation process
and other aspects that need to be taken into consideration before implementation. Table
4.1 describes the categories and the facilitating factors within each category.
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Managing employees and organisation when
implementing new
processes

x

Change management

x
x
x

x

Change management
skills
Willingness to change

x
x

Staff expertise
Ability of IT staff to
adapt to change

x
x

x

ITSM aligned culture
Develop IT staff
abilities for new
change

Monitoring and
evaluation of the
implementation
process
Communication
and cooperation
within the organisation

x

System skills
ITIL, Training, awareness and knowledge
management
Quality of IT staff allocated for ITIL
Monitoring and evaluation of ITIL implementation
Interdepartmental Collaboration

x
x

x

x

x

x

x

x

x

Broad involvement

x

Group efficacy
Realization Plan
Project management and governance

Project management
and continuous Service
Improvement Program

x
x

x

x

x

Organisational Commitment
Goal setting through
Process Maturity
Framework
Project management
skills
Project Champion

x

x

Customer orientation

x

x

Feasibility Study before
the actual implementation

x

x

x
x

x
x
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x

Cervone
(2008)

x

Top management support
Senior management
involvement

Marrone
and Kolbe
(2011)

Management support

Iden and
Eikebrokk
(2013)

Management support

Iden and
Eikebrokk
(2014)

Facilitating factors
within categories

Ahmad et
al. (2013)

Categories

Ahmad and
Shamsudin
(2013)

Table 4.1. Categories of facilitating factors of IT implementation from literature

Continuous reporting
& auditing through a
Quality Management
framework
Competence of
involved stakeholders in ITIL

Thorough understanding of ITIL concepts
and perspectives is
needed among management and staff

External
help(consultants)

Use of Consultants &
Consultant selection
External consultants

Tool selection

Tool selection

ITIL process
mapping
Process analysis

Process design

4.1.2

Selection of case management system
Process thinking skills
are required for process modelling, analysis
and redesign
Process priority
Providing effective
ways of defining metrics and measuring
their outcomes
Implementation Strategy and Design
Operations through
implementation of a
best practice
Systematic approach in
providing and managing IT services

x

x

x

x

x
x

x
x
x
x

x
x

x

x
x
x

Barriers/Challenging Factors

With respect to the barriers, the authors collected 32 factors that were mentioned as barriers in implementing ITIL, and grouped them into nine categories. The first being Organisational Culture (organisation readiness for change) which means how an organisation manages
the change implemented in the organisation. The second factor is Resistance to change which
explains how employees are hesitant in accepting change. Lack of Communication and Cooperation within departments stands for the lack of interdepartmental cooperation that can cause
hindrance in the implementation process. No Financial support refers to lack of funds or
support from the executive leadership of the organisation. The fourth category is Cost of implementation which corresponds to the availability of financial funds in implementing ITIL.
No Priority given to required process encompasses how organisation prioritize the processes
which needs to be handled with due diligence. Processes need to be defined, carried out
and understood by all employees. Implementers’ lack of experience with ITIL and ITSM refers to
the knowledge employees have with regards to the process they are dealing with. No training
and competence for staff deals with how organisations should have a framework in place that allows all employees to get the desired skill required in executing their tasks. Poor project management and governance corresponds to how the management team should outline and follow
the framework in a diligent manner as well as take employees well-being into consideration.
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The final category is incapable external consultants that refer to how organisation should manage consultants or advisors when working alongside them. Table 4.2 presents the categories
of barriers of ITIL implementation identified from literature.

Organisational Culture
(organisation
readiness for
change)

Cultural shift

Change
quired

re-

Resistance to
change

Resistance
change

to

Lack
of
Communication and Cooperation
within
departments

Conflicts between standardized
processes and unanticipated requests

No Financial
Support

Organisational

Esteves and
Alves (2013)

x
x
x

x

x

Maintaining
momentum

x

Progress Stagnates

x

Lack of Executive sponsorship

x

A lack of funding

x
X

Cost of ITIL
Library
Different
orities

Cervone (2008)

x

Missing budget

No Priority
given to required process

Yamakawa et
al. (2012)

Hoerbst et al.,
(2011)

Küller et al.
(2012)

Marrone and
Kolbe (2011)

Barriers within categories

Shang and Lin
(2010)

Categories

Tang and Todo
(2013)

Table 4.2. Categories of barriers of ITIL implementation from literature

x

pri-

X

No
understanding
of
priority

x

No
understanding
of
business impact

x
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Lack of management support

Lack of resources(time,
people)

x

No
management commitment

x

Missing motivation of management and
staff
Lack of
sources
Implementers
lacking experience with
ITIL ITSM

X

re-

ITIL/ITSM related
knowledge

x

x

Business understanding
ITIL objectives

x

Lack of internal
skills/knowled
ge relating to
ITIL

x

Missing ITSM
awareness
Insufficient internal professional staff
No training
and competence
for
staff

x

x

Lack of autonomy and joint
learning scope

x

People lacking
integrative capability

x

Lack of skills

x
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Poor project
management
and governance

Clear management target

x

Project within
budget

x

Project on time

x

Disconnect between quality
improvement
and customer
satisfaction

x

Inefficiency in
meeting customer needs

x

Work overload

Incapable external consultants

4.2
4.2.1.1

x

Managing objectives

x

Incapable and
inexperienced
consultants

x

Interviews
Arkena AB

Arkena (Arkena, 2015) is part of the large media group Télé Diffusion France (TDF) and
one of the leading media services company within Europe. With presence in eight European countries (Sweden, Denmark, Norway, Finland, Poland, France, Spain and London) and
U.S, Arkena serves more than 1,500 customers within media industry. Key customers are
Broadcasters, Telecom Operators, video on Demand platforms, Content owners and Corporations with propriety media content. The company offers various media streaming and
media management solutions including Content Delivery Network (CDN), Online Video
Platform (OVP), Arkena Video Platform (AVP), Over The Top (OTT), Cloud 4 Media and
HBBTV. Arkena helps customers in covering both live and on demand events for their
media related activities.

Interviewee Profile
Carlos Gutierrez is working as Vice President Operations in Arkena. He is responsible for
IT Operations and IT infrastructure in four Nordic countries (Sweden, Denmark, Finland
and Norway). He started his career in 2001, at Pharmacia as an Assistant Systems Manager.
Pharmacia is a pharmaceutical company producing drugs and exporting products to United
States. To comply with U.S laws and standards, Pharmacia is following strict procedures
and processes within its manufacturing department. The IT department at Pharmacia was
using the ITIL framework, which made Carlos to interact with and practice ITIL based
processes for the very first time. He learned ITIL and got certified (ITIL v1) while working
in Pharmacia. Later, at different career positions he continued working with commonly
used processes within ITIL (Incident Management, Change Management and Problem
Management).
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In Arkena, he is managing operations team consisting of six system specialists, who are responsible for managing IT Infrastructure, and delivering Internal and external IT services.
Infrastructure management includes managing data-centres, servers, storage, network
equipment, backups, and application servers. Internally, IT helpdesk services (workstation
support, troubleshooting, administrative systems and internet) are provided to all employees in the four Nordic offices. Externally, offered services are management of media
streaming systems (Arkena’s media applications). The operations team is setting up and
maintaining the systems in data centres and taking the required actions in situations of upgrades, incidents, and service disruptions in a timely manner, as per service level agreement
(SLA) with customers.

ITIL in Arkena
The company is using ITIL v2, as a reference framework for streamlining and delivering IT
services. The adapted processes are Change and Incident Management. These processes
were taken from the ITIL book and were then modified according to the business needs.
The company does not see much need and benefits for implementing all processes stated
in ITIL.

Implementation of ITIL
The two ITIL processes of Incident and Change Management were implemented in the
company five years ago. Implementation was initiated with Incident Management within
operations department by Carlos Gutierrez. There were frequent incidents related to IT
systems and these incidents were not managed in a structured way to monitor and learn for
the future. It was becoming difficult to solve the root causes of re-occurring problems, as
no one was documenting them. With the implementation of Incident Management, the
company started documenting incidents as Incident Cases within Jira-Case Management
System (Jira, 2015). This is not only helping in maintaining the history of re-occurring
problems to solve the root causes, but also improving internal IT reporting. With each incident, its report is documented with information of the cause, affected services, solution,
and suggestions how to avoid the same problem in future.
The second implemented process is Change Management. To keep the systems up-to-date
and meet customers’ requirements system changes are always required. These changes are
being implemented using the UTIL process Change Management. The process defines a
standard procedure to follow while implementing changes. The process requires for implementer to create a change request form (CRF) within the case management system. The
CRF describes all required changes and checklists (Reason for changes, Steps, Time, Roll
back plan, Contact information of Implementer, and Verification steps after implementation). Changes are only implemented during non-working hours (Service/Maintenance
window) with approval from operations and support managers.

Challenges and Facilitating Factors
At the time of ITIL Implementation the company was small in size and it was challenging
to propose new processes to the management. The implementation process was initiated
by the operations manager. He felt the need for better processes for managing incidents.
He used his ITIL knowledge to change the way IT services (incidents and changes to systems) were being managed. No external ITIL consultant was hired for this, and all implementation was carried out internally in the company. Only those processes were taken from
ITIL which were suitable for the business.
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The management feared that the new processes would bring increased costs in terms of
time and resources. They feared that the new processes would be difficult to follow and
consume more time to solve different issues. To get management approval, an introductory
session was carried out. During the session, the new processes were presented, along with
the need of these processes and how they were beneficial for the company.
To make the implementation process successful various steps were taken. Among these
were training workshops for employees, sharing of ITIL chapters related to incidents and
change management, How-To guides on the central documentation system Confluence
(Confluence, 2015), and frequent reminders to employees to follow new processes whenever there is any incident or changes to systems required. Instead of making it complex,
easy and simple processes were developed and integrated in the company which led to a
successful implementation. Tables 4.3 and 4.4 present the summary of facilitating factors
and barriers identified for the ITIL Implementation at Arkena.
Table 4.3: Facilitating factors for ITIL Implementation in Arkena

Facilitating Factors
Skilled ITIL Resource: To develop and implement processes
Realization of need for ITIL Processes
Training Workshops
New Processes with ITIL as baseline
Documentation
Communication to employees for new processes

Table 4.4: Barriers/Challenging factors for ITIL Implementation in Arkena

Barriers/Challenging Factors
Management Approval
Time
Resources

Performance Measurement and Results after ITIL Implementation
Implementing ITIL processes proved to be beneficial for the company. Incidents and service disruption issues were documented as incident cases, which helped in analysing the
root problems and also improved reporting to teams, management and customers. By
means of Change Management, changes to systems were only made when needed and carried out in a controlled way with prior notification to customers and with less impact on
service availability.
Being in media industry, availability of services is very important. The company is measuring availability of services using an internally developed tool (KPI: Key performance Indicator) and also by a third party system (Apica). The KPI system is used internally in the
company to measure the availability of services. A monthly report from this system is
shared with the management. The third party system is used by customers on an on de-
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mand basis to measure availability of given services. The company felt that the availability
of services was improved after implementing the two ITIL processes.

Suggested Steps for ITIL Implementation
To summarize the interview, we requested the interviewee to suggest ITIL implementation
steps based on his professional experience organisation. He suggested the five steps below
to succeed with ITIL implementation.
1.
2.
3.
4.
5.

Use skilled ITIL professional for ITIL implementation
Select and implement only the ITIL processes which are needed
Ensure management approval
Training of staff
Communication to employees to use new processes

There should be at least one skilled ITIL professional in the organisation to carry out an
ITIL implementation project. This person must have the knowledge of business needs and
understand which problems should be solved by means of the ITIL processes. It is not
needed to implement the complete ITIL framework. Instead, select only those processes
which are needed for bringing change in the organisation. Use these processes as a baseline
and customize according to work routines in the company. Present new processes to the
management for approval. Explain why these processes are needed and what problems will
be addressed with new processes. It is difficult to change the working habits of employees;
therefore training of employees is very important. It is not necessary to have each employee
taking the ITIL training program. Instead it is better to conduct in-house training sessions.
Explain the importance and need of new processes. Relate processes with the problems
that the organisation is facing. Provide related study material from ITIL books. Finally, it
always takes time for employees to accept change in organisational culture and adapt to
new processes, so continuous reminders to follow new processes are recommended.

Supporting Documents
To support the interview and findings at Arkena, we have also requested documentation
about the implemented processes in the company.
1) Incident Management
Template for Incident Management case is attached in appendix (Appendix 1). This
template is used in the Jira case management system for incidents handling and documentation.
2) Change Request Form: Change Management
Template for the change request form is attached in appendix (Appendix 2). This template is used in the Jira case management system to make request for deploying new
changes in the IT infrastructure or IT systems.
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3) KPI (Key performance Indicator)
Arkena is using internal system KPI for measuring IT performance and system availability. Screen shots from this system are attached in the appendix (Appendix 3). Screen
shots from KPI web interface show availability of different systems and reports of
network traffic.
4.2.2

Jönköping University

Jönköping University (Ju, 2015) has around 10,000 students, of which 1,500 are international students. The university is one of the top universities in international student exchange and among the best in Sweden in terms of attracting international students. Jönköping University is one of three Swedish private, non-profit institutions of higher education
with the right to award doctorates. JU operates on the basis of an agreement with the Swedish Government and conforms to national degree regulations and quality requirements.
The university is characterized by internationalization, an entrepreneurial spirit and collaboration with surrounding society. The university is organized as a non-profit corporate
group with Jönköping University Foundation as the parent organisation and five wholly
owned subsidiaries.

Interviewee Profile
Ronnie Grahnat has worked as IT Service Manager at Jönköping University for the past ten
years. His previous work experience includes working for the post office in Sweden and at
IBM for three years. He is in charge of the Case Management System (CMS) called DH
helpdesk (DH, 2015) that has been implemented across the University Services Departments. He is responsible for the system itself as well as the all the processes associated with
it (e.g. processes related to incoming requests or error reports, in the IT Services Department).There are in total 27 people working in the department.
Ronnie Grahnat had his first encounter with ITIL around 15 years ago. He was working
with the Sweden Post as an application coordinator who was assigned a task to bring about
a testing system. The purpose of the system was to test any new software that was going to
be implemented in the “thin client” platform at the Sweden Post. That is where he encountered ITIL with regards to change management and had a change management approval
board. Later he decided to pursue an ITIL certification in 2006(v.2). He is a regular visitor
at various ITSM forums in Sweden.

Organisation of Jönköping University
Jönköping University consists of four different schools; therefore it is important to offer
the same services to each of them. There is an IT board of the university where there are
representatives of each school and they act as an advisory board to the CEO who then decides or prioritizes the actions that he or his colleagues at IT services should carry out. The
service catalogue is decided by the IT board but he and his team created the plan. The services are only offered to internal customers. It is a non-commercial offering, but services
could be offered to external customers, if the IT board decided to do so. To measure the
performance of each service, a monthly service report (Appendix 8) is created which presents the outcome related to how many problems were reported. The service report also
indicates how many problems were solved in the designated time and how many were not.
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ITIL in Jönköping University
Ronnie Grahnat was very much involved in the implementation of the CMS and the process associated with it. At Jönköping University they decided not to introduce the new system as ITIL, instead they used the processes of ITIL as a reference during implementation
at Jönköping University they decided not to introduce the new system as ITIL, instead they
used it as a reference. Most features have been used in service support. In service support
they have utilized aspects of Incident Management, Problem Management, Change Management, Release Management, Service Level Management, Capacity Management and
Continuity Management. The department have tried to follow and study most of the aspects of service support which was connected with their case handing system. The least aspect taken into consideration was Financial Management.

Challenges and Facilitating Factors
The initial challenge with respect to implementing the new CMS organisation at JU was to
group all processes and services that were required. Ronnie Grahnat and his team wanted
to be able to have a record of what processes needed to be carried out and when they
should be completed. Previously, almost all processes were carried out verbally, especially
related to the incidents or problems. Therefore, to be able to move towards information
being properly documented and not done just verbally was a challenge. The IT board management was supportive as they were in charge of which requests should be handled on a
priority basis. The IT board also wanted to be able to receive the status of various requests
that were being worked on. This allowed them to know the status of any project at any
time and allowed them more flexibility in making their decisions. There was no resistance
from any departments because it was not marketed as ITIL. Many employees had heard
about ITIL, but not many had any experience related to it. If it was introduced as ITIL,
there might have been resistance to it and hence it may not have been adopted. So by not
marketing it as ITIL, it was possible to implement a new system without it being viewed as
a change but rather an upgrade. Facilitating factors and barriers are presented in table 4.3
and 4.4.
Table 4.5: Facilitating factors for ITIL Implementation in Jönköping University
Facilitating Factors
Management Support
Not marketed new change as ITIL processes
Employees satisfaction for new processes
Training of employees

Table 4.6: Challenging factors for ITIL Implementation in Jönköping University
Barriers/Challenging Factors
Grouping processes together that need to be implemented
Resistance to Change
Employee skills for ITIL
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Suggested steps for ITIL implementation
A case management system is basic for working with ITIL. You have to make sure that all
colleagues are comfortable in using the case management system. Regarding ITIL, only
those processes should be implemented or followed that is required by the organisation.
No organisation as yet has implemented the entire ITIL framework. Top management
support is a crucial aspect for ITIL implementation. It gives employees confidence when
working with the system. The employees should also have some background information
about ITIL to know what exactly it is about. Also, if the employees are not comfortable
with handling the CMS, they will not be able to focus on or understand how to document
the various processes, which is the most important aspect in running a service based department. The following are points listed as best practice when implementing ITIL:
1. Management support is crucial.
2. Select and implement only those ITIL processes that are required.
3. Staff expertise for ITIL processes that need to be implemented.
4. Right selection of Case Management System (CMS) is the important requirement
for working with ITIL.
5. Develop staff skills for using the CMS

Supporting Documents
In Appendix 6-8 documents related to the working of Jonkoping IT services incident reporting and management are listed:
1) A diagram showing how an incident/problem is reported and dealt with by the IT
service department at Jonkoping University.
2) Incident reporting form: any new incident/problem needs to be entered into this
form.
3) Service Report: Lists how many incidents have been successfully solved and the
percentage of success of all the problems encountered.
4.2.3

Summary of facilitating factors and barriers from interviews

Below in tables (Table 4.5 and Table 4.6), the facilitating factors and barriers from the two
interviews were compiled. These tables was used when conducting the analysis process,
where the data collected from both primary and secondary sources were brought together
and compared.
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Table 4.7: Facilitating factors from interviews
Jonkoping - Facilitating Factors

Arkena - Facilitating Factors

Management Support

Skilled ITIL Resource: To develop and implement
processes

Not marketed new change as ITIL processes

Realization of need for ITIL Processes

Employees satisfaction for new processes

Training Workshops

Training of employees

New Processes with ITIL as baseline
Documentation
Communication to employees for new processes

Table 4.8: Barriers from interviews
Jonkoping - Barriers

Arkena - Barriers

Grouping processes together that need to be implemented

Management Approval

Resistance to Change

Time

Employee skills for ITIL

Resources

4.3

Survey Questionnaire

In the table below (Table 4.9) the respondents of the questionnaire are shown. They were
senior IT professionals from Microsoft, Ericsson, Atea, Seamless Distribution, SvenskaHandelsbanken AB, and BiTA Service Management. These participants were ITIL certified which proves their knowledge and expertise in ITSM.
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Table 4.9: Respondent Company and Designation

Company

Respondent Title

Implemented ITIL Processes
In Table 4.10 the implemented ITIL processes in each respondent company are shown.
The companies Microsoft and Ericsson have implemented all processes of the ITIL
framework, whereas, Atea, Svenska Handelsbanken AB, Seamless Distribution and BiTA
Service Management have partially implemented ITIL processes.
Table 4.10: Implemented ITIL processes
ITIL Processes

Companies
Microsoft

Atea

Strategy Management for
IT services

X

X

X

X

Service Portfolio Management

X

X

X

X

Demand Management

X

X

X

X

Financial Management for
IT Services

X

X

X

Business
relationships
Management

X

X

X

X

Design Coordination

X

X

X

X

Service catalogue Management

X

X

X

Service
ment

X

X

X

Level

Manage-

X

Svenska
Handelsbanken
AB

X
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Seamless
Distribution

BiTA Service
Management

Ericsson

Capacity Management

X

X

X

X

Availability Management

X

X

X

X

IT Service
Management

X

X

X

X

Information Security
Management

X

X

X

X

Supplier Management

X

X

X

X

Transition Planning and
Support

X

X

X

X

Change Management

X

X

X

X

X

X

Asset and Configuration
Management

X

X

X

X

X

X

Release and Deployment
Management

X

X

X

X

Service Validation and
Testing

X

X

X

X

Change Evaluation

X

X

X

X

Knowledge Management

X

X

X

X

Event management

X

X

X

X

X

Incident Management

X

X

X

X

X

Request Fulfilment

X

X

X

X

Access Management

X

X

X

X

Problem Management

X

X

X

X

X

IT Operations Control

X

X

X

X

X

Facilities Management

X

X

X

Application Management

X

X

X

Technical Management

X

X

X

Service Review

X

X

X

X

X

Process Evaluation

X

X

X

X

X

Definition of CSI Initiatives

X

X

X

X

Monitoring of CSI Initiatives

X

X

X

X

Continuity

X

X

X
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Facilitating Factors
Table (4.11) shows which facilitating factors that support the ITIL implementation in each
respondent company. The alternatives of the closed-ended survey questions were derived
from identified facilitating factors in the literature review. From the responses, it can be
concluded that some factors were seen as commonly identified facilitating factors within
companies. Among these were; Top Management Support, Developing IT Staff abilities for new
change, Monitoring and evaluation during implementation, Communication and corporation within organisation, Project Management and Governance, Competence of Involved stakeholders for ITIL, External
help (consultant), ITIL Process Mapping, Process analysis and Process design.
We also gave the respondents an option to mention additional facilitating factors as comments, if any. One of the respondents, Atea, provided an additional facilitating factor;
Knowledge transfer.
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Table 4.11: Facilitating factors from questionnaire
Facilitating Factors

Companies
Microsoft

Top Management Support

Atea

Svenska
Handelsbanken
AB

X

Seamless
Distribution

X

Managing Employees/organisation for new
processes

BiTAService
Management

X

Ericsson

X

X

Developing IT Staff
abilities for new change

X

X

Monitoring and evaluation during implementation

X

X

X

X

X

X

X

Communication and
corporation within organisation

X

X

Project Management and
Governance

X

X

Competence of Involved
stakeholders for ITIL

X

X

External help (consultant)

X

X

X
X

X
X

Selection of Case Management system

X

ITIL Process Mapping

X

X

Process Analysis

X

X

Process Design

X

X

Other factors

X

X

X

X

X

X

X

X

Knowledge
transfer

Barriers/Challenging Factors
Table 4.12 shows barriers or challenging factors for ITIL implementation in each company.
The alternatives of the closed-ended survey questions were derived from choices given to
the participants were our identified barriers/challenging factors from the literature review.
From the responses, it could be seen that some factors were seen as common barriers within companies. Among these were; Organisational Culture (readiness for change), Resistance for
change, Developing IT staff abilities for change, Lack of communication and corporation within departments, No financial support, lack of management support, No priority given to required processes, Imple-
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menters lacking experience with ITIL and ITSM, No Training and competence for staff, and Poor project
management and governance
We also gave option to our respondents to mention additional barriers, if any. Only one respondent, Atea, provided one additional barrier; short deadlines.
Table 4.12: Barriers/challenging factors from questionnaire.
Barriers/
Challenging
Factors

Microsoft

Organisational Culture
(readiness for change)

X

Resistance to change

X

Developing IT staff
abilities for new
change
Lack of communication and corporation
within departments
No financial support
Lack of management
support
No priority given to
required processes
Implementers lacking
experience with ITIL
and ITSM

Atea

Companies
Seamless
Distribution
X

X

BiTAService
Management

Ericsson

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

No Training and
competence for staff
Poor project management and governance
Incapable external
consultants
Other factors

Svenska
Handelsbanken
AB
X

X

X

X

X
X

X
Short
deadlines
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X

X

5

Analysis

This chapter presents our analysis on our findings. The analysis was conducted in three steps. In the first
step, we grouped all identified factors (facilitating and barriers) collected from the literature review, the interviews, and the questionnaire. In the second step, we analysed factors and discussed their importance in the
implementation process. In third step, we proposed guidelines for the implementation in a model containing
several steps, or stages.

5.1

Step 1: Grouping of Factors

In this step, we grouped all facilitating and challenging factors from our findings in the literature, questionnaires and interviews. From the literature review, we extracted 36 facilitating and 34 challenging factors. Using a directed content analysis approach (Hsieh & Shannon, 2005) we grouped them into categories. We found twelve categories for facilitating
factors and thirteen categories for barriers. These factor categories are presented in Appendix 10 and Appendix 11.
We used these categories to conduct an online survey with six companies as shown in Table 5.1. Similarly, from the two interviews we extracted ten facilitating factors and six barriers as shown in Table 5.1 and 5.2. We grouped all identified factors from the eight companies in separate tables (see Tables 5.1 and Tables 5.2) to conduct our analysis.
Table 5.1: Facilitating factors from eight companies.

X

X

Managing Employees/organisation for new
processes
X

X

Monitoring and evaluation during implementation
Communication and corporation within organisation

X

X

X

X

X

X

X

X

X

Project Management and
Governance

X

X

Competence of Involved
stakeholders for ITIL

X

X

External help
(consultant)

X

X

Developing IT Staff abilities for new change

X

X

X

X

X

X

Selection of Case Management system

X
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Jonkoping
University

Ericsson

X

X

Arkena

BiTAServic
e Management

Svenska
Handelsbanken AB

Seamless
Distribution

Top Management Support

Atea

Companies

Microsoft

Facilitating
Factors

X

ITIL Process Mapping

X

X

Process Analysis
Process Design
Knowledge transfer

X
X

X
X

X
X
X
X

X

X

X
X

X

Skilled ITIL Resource: To
develop and implement
processes

X

Realization of ITIL Processes: For Management
Approval

X

Training Workshops

X

New Processes with ITIL
as baseline
Documentation

X

X

X

Not marketed new change
as ITIL processes

X

Employees satisfaction
for new processes

X

Table 5.2-Barriers for all companies

X

X

Lack of communication and
corporation within departments

X

No financial support

X

Lack of management support
No priority given to required
processes

X

X
X

X

X

X

X

X

X

X

X

X

X

X

X

X

Implementers lacking experience with ITIL and ITSM

X

No training and competence
for staff

X

X
X

X

Poor project management and
governance

X

Incapable external consultants

X

42

X

X

Jonkoping
University

Resistance to change

X

Arkena

X

Ericsson

X

BiTAServic
e Management

X

Atea

Organisational Culture (readiness for change)

Microsoft

Seamless
Distribution

Companies

Svenska
Handelsbanken AB

Barriers/
Challenging
Factors

Short deadlines

X

Management Support

X

Resources
Process Mapping
Resistance to Change

X
X
X

Employee skills regarding ITIL

X

Process mapping

X

After grouping all facilitating factors in one table (Table 5.1), we found some additional
factors. These factors were collected from the interviews and some of them could be adjusted to fit into existing categories and the remaining could be separate factors. Therefore,
we adjusted Skilled ITIL Resource (To develop and implement processes) and Training Work-shops
under Competence of Involved stakeholders for ITIL and Developing IT Staff abilities for new change.
These changes are included in Table 5.3 below.
Table 5.3-Facilitating factors for all companies after adjustment

Top Management Support
Managing Employees/organisation for
new processes

X

X

X

X

Jonkoping
University
X

X

Developing IT Staff
abilities for new change

X

X

Monitoring and evaluation during implementation
Communication and
corporation within organisation

X

X

X

X

X

X

X

X

X

Project Management
and Governance

X

X

Competence of Involved stakeholders for
ITIL

X

X

External
help(consultant)

Arkena

Ericsson

BiTAService
Management

Seamless
Distribution

Svenska
Handelsbanken AB

Atea

Companies

Microsoft

Facilitating factors

X

X

X

X

X

X

Selection of Case Management system

X
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X

X

X

X

ITIL Process Mapping

X

X

Process Analysis

X

X

Process Design

X

X

X

Knowledge transfer

X

X

X

X

X

X

X

X

Realization of ITIL processes for Management
Approval

X

New processes with
ITIL as baseline

X

Documentation

X

Not marketed new
change as ITIL processes
Employees satisfaction
for new processes

X

X

Similarly, after grouping all barriers in one table (Table 5.2), we found some additional factors. Therefore, we adjusted Resistance to change, Employees skills regarding ITIL, Management
Support and Process Mapping under Resistance to change, No Training and Competence of Staff, Lack
of Management Support and Implementers lacking experience with ITIL and ITSM. With this adjustment, we created below table (Table 5.4).
Table 5.4: Barriers for all companies after adjustment.

X

X

X
X

X
X

X

X

Resistance to change
Lack of communication and corporation within departments

X
X

X

No financial support

X

X

Lack of management support
No priority given to required processes

X

X
X

Implementers lacking experience with
ITIL and ITSM

X

No training and competence for staff
Poor project management and governance
Incapable external consultants

X

Short deadlines
Resources

X
X

X

X
X

X

X

X

X

X
X

X

X
X

X
X
X
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Jonkoping University

X

Arkena

X

X

Ericsson

Seamless Distribution

X

Organisational culture (readiness for
change)

BiTAService
Management

Svenska Handelsbanken AB

Atea

Companies

Microsoft

Barriers/
Challenging
factors

5.2

Step 2: Analysis of factors

Some companies stated a higher number of influencing factors than others, which we believe is due to the status of ITIL implementation in each company. Companies where ITIL
is fully implemented have experienced more influencing factors than those companies
where implementation is partial. Table (Table 4.4), shows the number of processes implemented in each company which responded to the questionnaire and participated in interviews. Microsoft, Ericsson and BiTA Service Management have full implementation of
ITIL whereas; Seamless Distribution, Svenska Handelsbanken AB, Arkena and Jonkoping
University have a partial implementation of ITIL.
All facilitating factors and barriers given in above tables are important as they influence the
implementation process. But some of the identified factors seem to be more significant, as
they are common for more than one company. In the following subsections, we elaborate
further on this. Important Facilitating Factors
Communication and co-operation within organisation is the most common identified facilitating
factor. It is mentioned by seven companies for their implementation process. This is understandable, as implementing new processes will require communication and co-operation
within all departments of the organisation. Proper communication concerning new processes will help people in understanding the change. Top Management Support is mentioned
by five companies, which shows the importance of support from top management. If management does not support the change, it will be difficult for implementers to change the
existing processes. Competence of Involved stakeholders for ITIL Implementation, Process Mapping,
Process Analysis and Process Design are identified by five companies. This shows that implementers’ ITIL skills are important; they must have the competency to decide how to adapt
ITIL processes for their business. During the interviews, both interviewees mentioned the
importance of implementer skills, their approach for process selection and adaption. According to the representative from Arkena, implementers should take only those processes
from the ITIL framework which are needed for their business and then customize them
according to existing work routines. Project management and governance throughout the implementation process is highlighted by four companies. This shows how important it is for the
implementing company to conduct the implementation project carefully and govern it
throughout the implementation. Training and development of IT Staff for new change is mentioned
by four companies. This means IT staff who will manage the new processes on a daily basis
must be given training for ITIL processes going to be implemented. This will increase their
satisfaction from new processes, which is another important factor mentioned by participating
companies. There are some other factors which are only mentioned by one or two companies but we consider them equally important. These factors are documentation, selection of case
management system (tools) and knowledge sharing among employees about ITIL processes.
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5.2.1

Important Barriers

Organisational Culture and Resistance to Change are the most highlighted barriers for ITIL Implementation, and are mentioned by five companies. These factors were also extensively
discussed in the literature review and in the interviews. Lack of Communication and Cooperation within different departments is mentioned four times. It is important for the implementers to avoid this barrier by communicating new processes within organisation to
receive co-operation. Lack of financial support and resources are also mentioned by multiple
companies. All these factors can be mitigated with management support. Implementers lacking
experience with ITIL and ITSM and No priority given to needed processes are mentioned by four
companies. This means that implementers must have good knowledge of ITIL before starting implementation of the new processes. With less knowledge in ITSM they might not be
able to understand the need of required processes and may cause increasing time and cost
of the implementation. Poor Project Management and Governance is mentioned by two companies. Implementers conducting the implementation project must manage and govern project carefully for required success. Other important barriers mentioned by the companies
are Incapable Consultants and Short Deadlines.

5.3

Step 3: Guideline for ITIL Implementation

Based on our findings and analysis we propose a guideline in four steps for organisations to
implement ITIL successfully. We propose that the ITIL implementation should be carried
out as a project within the organisation. Project management and governance throughout
the implementation is the most important identified factors. Implementation of new processes requires change and it may affect both internally (employees) and externally (customers). To propose our guideline, we use generic project management model given in
(Tonnquist, 2008) and adjusted identified factors in it. Generic project consists of four
phases: Initiation, Planning, Execution and Closing. Each phase requires certain steps
to be followed, including: feasibility study, planning, execution, evaluation and improvements if needed. We adjusted important factors in these four phases of project management as shown in below figure (Figure 5.1).

Figure 5.1: Implementation Phases

•

Initiation

We consider this step as the most important one for the implementation project. Implementing organisation must conduct a feasibility study to identify the need of ITIL Process.
Most of the identified factors we identified are adjusted in this step. Competent and
skilled ITIL professional is needed to perform this step. These persons can come from
within the organisation or be external consultants. An analysis of the current situation is
required to identify the need of ITIL processes. This is the step, where implementer will
perform the process analysis, process mapping and process design. Implementers
should take defined processes from the ITIL framework as baseline or template and then
design new processes for their working environment. They must keep business objectives
and organisation culture inconsideration while designing the new processes. The processes
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must be easy to understand and perform to avoid resistance from employees. Management support is one of the important factors for this and subsequent phases, as implementation of new processes may be a big change and management might have objections
to change existing work routines. Therefore, implementers must have management approval and support before proceeding to the next step. One possible suggestion is to conduct an introductory seminar with management and present the need of new processes
along with the feasibility report.

•

Planning

On management approval, implementers can continue with the planning step of the project. All required resources must be acquired and allocated. An important identified resource from our analysis is financial support, which might be needed to purchase new
systems and third party support (consultants).It is also important to define the roles and
responsibilities within the IT team. They are the ones usually managing the ITIL processes.
Typical responsibilities are documentation, management and maintenance of new processes. Planning for communication and coordination within different departments
should also be done in this step.

•

Execution

On implementation, training of employees, documentation and knowledge sharing of
new processes, communication and coordination among different departments are
important factors. Implementers must consider one of our identified barrier resistance to
change carefully and pay attention towards its mitigation by following factors given in this
implementation step.

•

Closing

After the implementation, the management and maintenance of processes starts. It is important for people managing the processes to keep evaluating performance of implemented processes. Keep reminding people in organisation to follow new processes. Make
continuous improvements, changes in business direction may require change in processes.

47

6

Conclusion

On the basis of the analysis on findings from literature, interviews and questionnaires, we have drawn following conclusion.
IT Service Management (ITSM) is an emerging research topic and many researchers and
industry professionals are taking interest in this area. ITIL is the most famous, discussed
and implemented framework for ITSM. But there is less information available which assist
organisations in the successful implementation of ITIL. There are many challenging factors
that need to be managed for the desired outcome. We have proposed guidelines for the
ITIL implementation which are based on the important factors that facilitates or become
barriers while implementing ITIL processes. Organisations must consider these factors before, during and after the implementation of ITIL processes. Proposed guidelines are developed using generic project model consisting of four phases (Initiation, Planning, Execution and Closing). Implementing ITIL process using project management approach will assist implementers to follow and consider all important factors in a structured way.
From analysis, we have also found the interesting information and the industry perspective
towards ITIL framework. Practitioners of the ITIL considered it as a source of reference.
Processes from ITIL books are taken as templates and then being modified according to
the business needs. There are 26 processes mentioned in ITIL latest version (ITIL v3) but
not all of them are being implemented in the organisations. Implementers take only those
processes which are relevant for their business needs. There are very few organisations
mostly large size corporations, who able to implement or following all ITIL processes.
Small and medium size organisations are implementing mostly process related to IT service
operations. The most implemented processes are IT help desk, incident management,
problem management, and change management.

6.1

Limitations of the study

There were delimitations encountered during the research for this thesis. The number of
interviews conducted as well as respondents to questionnaires could have been more in
numbers. Time was a factor when conducting interviews and therefore a few more interviews would have been more suitable. The questionnaires received in total six responses
which again could have been more had there been more time. The authors also faced limitations with the literature review since access to some articles were prohibited since they
had to be paid for. Also, in some cases the authors could not get access to some academic
databases since they did not have an account which again had to be paid for.

6.2

Future Research

Having conducted the study pertaining to our thesis topic, we found less literature discussing steps or guidelines in implementing ITIL. Most previous research was related to the
benefits, challenges or success factors in implementing ITIL, but no coherent implementation framework was presented. Hence, having an implementation framework that assists
organisations in implementing ITIL would be an area where future research should be
built. In addition, we feel that future research regarding best practices pertaining to different industry sectors, such as separate ITIL process implementation frameworks for IT, finance, health, education, and others would be beneficial. In our opinion, it will be easier for
organisations to study and implement specific processes of ITIL rather than having to
study the entire ITIL framework. ITIL adaption impact the organisational culture as it
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changes the working routines, it would be interesting to explore how to manage this change
and motivate employees for ITIL successful implementation.
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Appendix 10: Barriers from Literature
Barriers
Categories
Organisational Culture (organisation readiness for
change)
Resistance to change
Lack of Communication and Cooperation within departments

No Financial Support

No Priority given to required process

Lack of management support

Implementers lacking experience with ITIL ITSM

No training and competence for staff

Poor project management and governance

Incapable external consultants

Barriers
Cultural shift
Organisational
Change required
Resistance to change
Conflicts between standardized processes and unanticipated requests
Maintaining momentum
Progress Stagnates
Lack of Executive sponsorship
A lack of funding
Missing budget
Cost of ITIL Library
Different priorities
No understanding of priority
No understanding of business impact
Lack of resources(time, people)
No management commitment
Missing motivation of management and staff
Lack of resources
ITIL/ITSM related knowledge
Business understanding ITIL objectives
Lack of internal skills/knowledge relating to ITIL
Missing ITSM awareness
Insufficient internal professional staff
Lackof autonomy and calcified learning scope
People lacking integrative capability
Lack of skill
Clear management target
Project within budget
Project on time
Disconnect between quality improvement and customer satisfaction
Inefficiency in meeting customer needs
Work overload
Managing objectives
Incapable and inexperienced consultants
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Appendix

Appendix 11: Facilitating Factors from Literature
Success Factor categories
Management support

Managing employees and organisation when implementing new processes

Develop IT staff abilites for new change

Monitoring and evaluation of the implementation
process
Communication and cooperation within the organisation

Project management and governance

Competence of involved stakeholders in ITIL
External Help(consultants)
Selection of case management system
ITIL process mapping
Process analysis

Process design

Success factors
Management support
Top management support
Senior management involvement
Change management
Change management skills
Willingness to change
Staff expertise
Ability of IT staff to adapt to change
ITSM aligned culture
System skills
ITIL, Training, awareness and knowledge management
Quality of IT staff allocated for ITIL
Monitoring and evaluation of ITIL implementation
Interdepartmental Collaboration
Broad involvement
Group efficacy
Realization Plan
Project management and continuous Service Improvement Program
Organisational Commitment
Goal setting through Process Maturity Framework
Project management skills
Project Champion
Customer orientation
Feasibility Study before the actual implementation
Continuous reporting & auditing through a Quality
Management framework
Thorough understanding of ITIL concepts and perspectives is needed among management and staff
Use of Consultants & Consultant selection
External consultants
Tool selection
Process thinking skills are required for process modelling, analysis and redesign
Process priority
Providing effective ways of defining metrics and
measuring their outcomes
Implementation Strategy and Design
Operations through implementation of a best practice
Systematic approach in providing and managing IT
services
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