‘%E’li‘v'-CE-[TIAI‘IHI‘B_EI“WET"I-S[‘]Ef"f‘.‘i Ists

THE PROVEN 4-STEP
PLAYBOOK TO FIX

ol

o et
< 4 " T ..' » o ”
T eIt s o .
g2 °._-.. ‘e BNy v
- -~ - o - >
"‘~~‘-’\ st
£ys s g SR »
- - . L o |
. i3 - N13te ¢ »
< . sl i b PR .
. 5 g gl » . - -
de naTs L, 2/ » n '}
. . o :
’ RS » -
. - -
. = A a
. -
- "
- (@ B e - S LS .
d - (32 ) -
. < i Ol .
Pagamat G “
3 i - H IO
S Ay » ™
-e | gL s ’{ -
« - > ,A AT
S 0 -
| 2 N . \ . .
‘ : v
*
’ s
w

JOIN THE 44% OF IT LEADERS WHO SUCCEED BY CUTTING
DOWNTIME, BOOSTING CSAT, AND REGAIN CONTROL
WITHOUT EXPENSIVE TOOLS, INCREASED HEADCOUNT OR
ENDLESS MEETINGS




Included within this eBook

o Who the eBook is for:

9 Common Pain Points (When Improving ITSM)
e Why most get it wrong

Q The framework that fixes it (4 Step approach)
e Quick wins to apply

6 Warning Signs to watch out for
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] How to Drive Meaningful ITSM Improvement in 4 Practical Steps

Hi, I'm Kirk Penn, Founder of Service Management Specialists.

My journey didn’t start in a boardroom or consulting firm. It began on the floor of a busy call centre - headset on, solving problems one
ticket at a time. I wasn't in a leadership role, and | didn't have a roadmap. But what | did have was an obsession with process -
understanding how things worked, why they broke down, and how they could be improved.

That drive to fix, streamline, and scale quickly shaped my career. | took every opportunity to go beyond what was expected, to challenge
the status quo, and to build something better. Before long, | found myself stepping into leadership roles and helping others do the same.

Then came ITIL. | still remember discovering it for the first time - and thinking, “Why isn’t everyone using this?” That moment sparked
something big. | made it my mission to bring clarity to ITSM, to simplify the complexity, and to help other professionals get real results—faster.

Since then, I've had the privilege of working hands-on with over 60 organisations across 7 countries over the past 15 years—helping
government agencies, enterprise teams, and ambitious professionals improve how IT runs and is experienced. As an ITIL Expert (v3), I've
spent my career applying, adapting, and simplifying best practices so others don’t have to start from scratch.

Together with a small (but mighty) team of expert ITSM trailblazers, we've helped customers:
» Unlock millions in operational value

= Shift broken or outdated practices
» Build confidence and clarity in their improvement journey

This eBook is part of that mission.

Whether you prefer to do it yourself, want some expert guidance, or are looking for a partner to lead the way - we created this 4-step
playbook to make ITSM improvement simple, practical, and achievable. What you'll find inside is the result of thousands of hours of real-
world experience, refinement, and proven practice—hard-won insights that have cost hundreds of thousands of dollars to get right, and
we're sharing them here with you.

No fluff. No jargon. Just a proven path forward.
It's my privilege to share it with you—enjoy!

i

'-."' Kirk Penn, Founder & Principal Advisor Service Management Specialists
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Who is this eBook for?

This guide is for people responsible for improving ITSM—and ready to make it work. It's been written for:

‘@) IT Leaders, Managers and Service Delivery Leads who want to improve how IT runs
~ and is experienced

‘@ Platform Owners and Process Managers responsible for driving improvements or
~ implementing tools like ITSM platforms

Q" Change Agents and Leaders looking for a clearer plan, better results, and more fraction

:Z Anyone who's been handed “go improve ITSM" without a roadmap or much support

It's especially useful if you:
Know the concepts but need help turning them into results

Have some ITSM elements in place and want to do it better

-»>
Recently completed ITIL® training and want to get started the right way
=

& Are supporting or leading an ITSM platform rollout or process uplift

LI You don't need to be an expert.

i You just need to care about doing
= it right and making it stick.

Have existing processes that feel outdated, inefficient, or underused
You don’'t need to be an expert. You just need to care about doing it right—and making it

stick. If you want clear steps, avoid common mistakes, and move things forward, this book is
for you.

~s" Service - Management - Specialists JRPNE M HOIN= T H



= What's Driving the Need for ITSM Improvement | Common Pain Points

Before any roadmap, framework, or tool—there’s usually pain. These are the common frustrations that push teams
to finally say, “Something has to change.”

Too many tickets, not
enough clarity

“Everything is urgent, and we
can't tell what matters the
most”

* No clear prioritisation
* Flood of low-value tickets
» Support teams Stretched too thin

) -

/ 5:9‘:3 Processes are all over
/\’ the place

“Everyone is doing things their
own way - and it shows”

= Inconsistent incident, request, or
change handling

* No standard workflows

= Too much work happening
outside the system (email,

\. J

\

Leadership wants results
but won't give direction

“We've been told to improve
ITSM... but no one’s defined
what success looks like.”

* No clearimprovement plan
» Competing priorities
» Limited support from the top

f@ fg The tools don't reflect

]

\

®.) Q reality

“We've got a platform—but it's
clunky, outdated, or barely used
right.”
= Toolset doesn’'t match process
maturity
= People bypass the portal or
knowledge base
Automation exists, but isn’t

\ Teams, spreadsheets) )
\
@ {§} It feels like Groundhog
(i) ooy

“We fix the same issues over and
over... and nothing really
changes.”

= No time for improvement
= No root cause analysis
= Reactive culture dominates

" Service . Management - Specialists JRCTE LG I N=1 1 H
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QiNe Users frustrated, and
trust is fading

“People roll their eyes when they
hear ‘log a ficket.”

= Slow response times

= Poor communication and follow-
up
No visibility into progress

\ trusted or allgned

I

\

f
orr I Stuck between keeping
° ﬂ o || the lights on making
oN things better

“We want to improve, but we're
too busy just surviving.”

* No time, no team, no bandwidth
* Improvements get postponed
» Burnout is rising

| —

\ J

[_

We've done ITIL A

r:?/ training...but nothing'’s
O O changed

“We ve invested in training—but
we're sfill stuck in the same
problems.”

= Teams understand the theory,
but can’t apply it

= No structured plan to turn
learning into action

= “We’'ve got the certificate, now

\. J

\whcﬁ?”




.. Why Most Organisations get ITSM Improvement Wrong

Most ITSM improvement efforts start with the best infentions—new tools, clear objectives, maybe even a fraining
course or two.

] But here’s the truth: Too many initiatives focus on the tech, not the tfraction.

They start by deploying tools or frameworks, but skip the hard parts—like real sponsorship, team buy-in, or making the
change stick in day-to-day operations.

&l It's Too Tech-Heavy &) One Size Doesn't Fit All

“We’'ve implemented the platform—but it's not solving our problems.” “We used a generic approach—and it didn’t fit.”

Too much focus on configuration, integrations, and features—without

Your organisation has its own culture, structure, and pace. Copy-
aligning to what the business actually needs or how people really work.

paste strategies rarely work. A fit-for-purpose approach is essential.

& No Long-Term Plan

& It's Treated as a One-Off Project
“We had a great kick-off... then it fizzled.”

“We launched the process—but didn’t support it.”
No clear strategy for how to embed changes across people, processes,

) . Improving ITSM isn't a project—it's a capability to build over time.
and behaviours. Momentum fades. Old habits refurn. Value drops. Without reinforcement, even good changes stall or fail to take hold.

) Academic Overload, No Real-World Fit:

“We’ve done the ITIL training... but we don’t know what to do.”

Many IT Service Management Improvements Fail...
Typically, only 56% meet expectations*

Frameworks like ITIL® are valuable—but ‘I‘hey’ re not g blueprinf_ Success *Justifications, Strategies, and Critical Success Factors in successful ITIL implementation in
. . . . . . US and Australian companies: an exploratory study (Pollard & Cater-Steel 2009)
requires tailoring those ideas to your reality, goals, and constraints.
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The Approach that fixes it....

Too many ITSM improvement efforts start strong but fizzle out. This proven 4-step method anchors your strategy,

identifies the right gaps, and drives lasting change.

‘Set Your Course’:

Plan with purpose. Execute with confidence.

‘Level Up - Check’

‘The Fix it Flow’

‘The Tune Up Cycle’

~s" Service - Management - Specialists JRPNE M HOIN= T H
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The Approach that fixes it....
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STEP 1: SET YOUR COURSE, Plan with Purpose, Execute with Confidence
(Before diving into process fixes, tool tweaks, or improvement workshops, you need\
to get clear about what you're setting out for. This stage is about defining a
focused improvement strategy that keeps everyone aligned and moving in the
same direction. It's not about complexity, ‘Set Your Course’ is all about clarity.

i Build your delivery plan

Step 1: ‘Set Your Course’, you'll define:

=  Why you're improving ITSM now

g =  What success looks like in your context
D =  Where to focus your effort first
D =  How you'll align people, process, and tools to get there

There's no one-size-fits-all approach when it comes to documenting your improvement strategy. What
matters most is clarity—for you, your tfeam, and your stakeholders.
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STEP 1: SET YOUR COURSE, Plan with Purpose, Execute with Confidence

Key Outcomes:

Ve Strategic Intent Example:

A Clear strategic Intent

Change Enablement Improvement Program

Developing a clear ‘Strategic Intent’ aligns your
improvement work to broader digital fransformation,
IT strategy, and executive objectives — speaking
their language and gaining their buy-in. Once
endorsed, it provides a shared mission and unified
direction that no one can dispute — now it's about
moving forward with support and action.

In the last quarter of 2013, the Infermation Technclogy Leadership feam
commissioned an independent, high-level review of Service Delivery Practices
across the entire IT team. The objective was to evaluate and understand the current
lzvel of IT service provided to the business and identify cpportunities for
improvement.

Context/Background:
Why the initiative is necessary.

As part of the review, several key recommendaoticns were made, emphasising the
need for a more controlled approach fo managing changes within our live IT
environment. Thess recommendations included:

Drivers for Change:

The specific problems or
opportunities prompting the
initiative.

Implementing Change Enablement controls: Establish a structured approach
to managing changes made to the live IT environment.

Reducing unplanned business outages: Minimise the frequency of unplannad
service disruptions caused by IT-initicted changes.

& Single-Page Strategic Intent

|ldeal for smaller initiatives or focused
improvement work packages. This concise
format keeps things clear, aligned, and easy to
share.

Reducing unnecessary escalations: Decrease escalations related to core . . .
operational activities through improved coordination and communication. S'rra'reglc GOCI'S/PTIOTI"IGS:
Clear, actionable steps or

Developing formal technical support documentation: Create comprehensive focus areas

documentation fo ensure effective knowledge transfer and ongoing
technical support.

» shifting to a service delivery focus: Transition from o primarily technical focus
to a maore customer-centric and service-oriented approach in IT service
delivery.

. Strategic Intent + Business Case

For larger or more complex improvements, you may
need something more substantial—such as a formal
business case, executive paper, or funding proposal.

* Improving IT's business perception: Enhance the overall perception of the IT
team across the orgaonization by delivering consistent and reliable service.

Leadership Endorsement:
Assurance of commitment from
leadership

In response fo these recommendaticns, the IT Leadership Team, led by Jonty, has
endorsed an inifiative fo imgplement a formal, enterprse-wide Change Enablement
iz inttiotive will leverage global beast practice guidelines taillored to mest

You can still follow the same steps and principles in
this eBook. They provide a solid foundation and key
inputs for building out a more comprehensive
business case.

" Service . Management - Specialists JRCTE LG I N=1 1 H

Prass Star's specific neads and directly addrass the areas of improvement
highlighted in the review.

Alignment with Best Practices:
Reference to methodologies that

will guide the inifiative.

The expacted outcome is the establishment of a robust Change Enablement
process that not only mitigates risks associated with IT changes but also enhances
the overall effectiveneass of IT service delivery, fostering greater collaberation,
accountability, and business alignment.

Desired Outcomes: what
success looks like and how it will

benefit the organisation.




STEP 1: SET YOUR COURSE, Plan with Purpose, Execute with Confidence

] How to Create a Strategic Intent:

>

% In this step, your goal is to create a simple, focused ‘Strategic Intent’ that clearly outlines what you're

il improving, why it matters, and how you'll approach it. Follow the three activities A,B,C below to get there.
A: Reflect: B: Answer the 10 Questions C: Build Your Strategic Intent
— [) <
= A
Take some time to think and get Work through and answer your Use your answers to the 10 Set
clear on what you're trying to 10 ‘Set Your Course’ questions to Your Course Questions, to
achieve, why it matters, and uncover key godals, challenges, translate into the Strategic Intent
where you need to focus. and focus areas. template.

Does this reflect your real goals and priorities? If yes, great! @you’re ready to move forward to Step 2.

If no,C—)) repeat this exercise again until it does.
" Service - Management - Specialists



STEP 1: SET YOUR COURSE, Plan with Purpose, Execute with Confidence

s

and focus areas.

il

% Answer the following 10 Questions to help you to help you to uncover your key goals, challenges,

1.How does our improving ITSM support our core mission and values?

2.What outcomes do we want from this improvement to benefit our organisation?

3.How will improving ITSM help us manage change more effectively?

4 What key principles or values will guide our decisions during this improvement?

5.How will this improvement help our organisation better meet customer or stakeholder needs?

" Service - Management - Specialists T LA i h



STEP 1: SET YOUR COURSE, Plan with Purpose, Execute with Confidence

and focus areas.

s

% Answer the following 10 Questions to help you to help you to uncover your key goals, challenges,

il

6.What’s our long-term goal for ITSM, and how does this improvement help us get there?

7.How will this improvement help us be more efficient, manage risks better, or be more competitive?

8.How will this improvement encourage ongoing learning and flexibility in our organisation?

9.How does innovation fit into our ITSM improvements, and how will we support it?

10.How will we measure if this improvement is successful, and what milestones will show we’re making progress?

" Service - Management - Specialists T LA i h



The Approach that fixes it....

Too many ITSM improvement efforts start strong but fizzle out. This proven 4-step method anchors your strategy,

identifies the right gaps, and drives lasting change.

‘Set Your Course’; .

‘Level Up - Check’

Assesses your current state to map
targeted improvements

‘The Fix it Flow’

‘The Tune Up Cycle’
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STEP 2: LEVEL UP CHECK, Assesses your current state to map targeted improvements

(Once you're clear on where you're heading - it's fime to get real about where ) .
you're starting from. Step 2: Level Up Check helps you uncover what's working, S
what's not, and what's missing entirely. It's your ITSM reality check - designed to LSOO .

. . . . g orargmmel fET R | ey
shine a light on the gaps and give structure to your next moves. This step isn't ML
about auditing everything. It's about assessing what matters most and connecting

@ back to your improvement goals from Step 1. ) ;)

Step 2: ‘Level Up Check’, you'll define:

@ = Where your ITSM maturity currently sits (across key pillars)
= Where the biggest gaps or risks exist

= What to prioritise—so you're not guessing where to start

= Plan The potential effort involved, so you can plan smartly

If you skip understanding your current state, you risk fixing the wrong things - or fixing nothing at all.

" Service . Management - Specialists JRCTE LG I N=1 1 H



STEP 2: LEVEL UP CHECK, Assesses your current state to map targeted improvements
Key Outcomes:

You've got a focused statement that links
improvement efforts to your current goals, pain
points, and desired future state.

f”— @ Strategic Intent Reconfirmed

This is more than just
an assessment:

I.I. ) SO Modern Service You've ossesseq your maturity across ’rhe 5 pi]lqrs
:’ @quq ement Framework of Modern Service Monogemep’r—ond identified

.I: d hot which areas are strong and which need
OoCuse ’ Snapsho improvement.

sfructured
. i, . You've pinpointed key issues, risks, and

vView Of :’i @ GCI List Maed blockers—so you're no longer guessing where

things go wrong or what needs fixing.
how 1o
Improve

You've grouped those gaps info common

your ITSM :1 @ Key Themes Identified themes - giving you clarity on root causes and
. the best angles to tackle them from.
with

confidence

n : : : You've prioritised which items can be tackled
:1 @ Quick Wins v’s Big Plays fast for immediate improvement and which are

longer-term moves that need more planning.

~s" Service - Management - Specialists JRPNE M HOIN= T H



STEP 2: LEVEL UP CHECK, Assesses your current state to map targeted improvements

=] How to Run Your Level Up Check in 5 Steps:

Use this 5-step guide to assess your current state, uncover gaps, and shape a clear plan for meaningful

ITSM improvement.

(3. Pinpoint the Gaps

Look for problem areas or weak spots across

" The SMS Modern Service Management Framework

~\

1

Empower users with easy access to services and
solutions through a seamless self-service platform

. Enterprise Self Service J :

Leverage automation and Al to
streamline processes, reduce

manual effort, and enhance
service delivery.

Establish clear frameworks to ensure consistent,
secure, and compliant management of IT services.

-——-»

——

MODERN SERVICE -, 2. Key Process Controls & Governance

&

MANAGEMENT
= l | | |
)
v Resolve Root Cause Fulfil Service Confrolled  Asset &
Disruptions  Analysis Needs Change Service
Visibility
4. Insights ]

Provid

drive i

insights through intuitive dashboards to

e real-time data and actionable

nformed decision-making.

5. Innovation

~ Service - Management - Specialists JRETE TR FITSTETES

Foster a culture of contfinuous
improvement and agility by integrating
innovative technologies and practices.

J

people, process, tools and communications.

[ﬂm PEOPLE ] ﬁ 2> To0LS &

CJ¢ tecHNoLOGY
L{1 PROCESSES 7|
(o]

£ Write down where you're struggling
across People, Process, Tools,
Communication

AN

e
Q‘ COMMUNICATIONS

ﬂ 8 4. Identify the Themes
@ Find patterns for improvement in
@ your gaps - are multiple issues linked

to the same root cause?

& G

Group the Gaps — are several related?
Label the Root Cause.

5. Map Quick Wins v's Big Plays
Group your ideas into actions you can move on
fast v's longer-term improvements.

1. Anchor to your Strategic Intent
Stay grounded. Don’t assess in a
vacuum — use your improvement
purpose to guide what matters most.

t

2. Use the SMS Modern Service s L s
Management Framework

Use the 5 Pillars as a lens fo structure

where your strengths and gaps might be. -

< & Reflect on each
Pillar, What's
working v's note

~

0 X

£ Draw a line down a page. On the left

write fast/easy actions on the right longer,

" Service . Management - Specialists JREIE T N N= 0T A
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The Approach that fixes it....

Too many ITSM improvement efforts start strong but fizzle out. This proven 4-step method anchors your strategy,

identifies the right gaps, and drives lasting change.

‘Set Your Course’:

‘Level Up - Check’

‘The Fix it Flow’

Build Your Delivery Plan

‘The Tune Up Cycle’

~s" Service - Management - Specialists JRPNE M HOIN= T H

() Setthe Course
Create Your
Strategic Intent

\
\
\
\
\

£ Level Up Check
Assess maturity &
identify improvement
areqs

/’
/’
4
4
/
/
/
/
/
1

£ Tune Up Cycle
Ongoing rhythm of
improvement

&2 Fix Flow
Build your delivery plan



STEP 3: THE FIX IT FLOW, Build Your Delivery Plan

’

Once you've identified your gaps and themes, it's time to move from insight to
action. ‘Fix It Flow' is all about creating a structured, realistic plan that breaks
down improvements into specific activities - without overengineering if.

\.

Step 3: In the ‘Fix it Flow’, you'll:

= Translate identified gaps and ideas intfo defined activities

= Categorise actions across People, Process, Tools, Communication, and Resources

= Estimate effort, assign accountability, and map out phases

= Build a simple improvement plan that gets fraction

This isn’t about building a 50-page project Plan —it's about clarity, action and momentum.
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STEP 3: THE FIX IT FLOW, Build Your Delivery Plan

Key Outcomes:

e Improvement Activities You've broken down your gaps into specific
” @ improvement actions with owners, effort levels,

and outcomes.

Clearly Defined

This isn't about
writing a ‘to do’ list:

’ . . o« e
|-|- S O bOUT o, Actions Cateaorised Across Activities are grouped across People, Process,
Tools, Communication, and Resources — so
bUlldlng 'e Focus Areas nothing is missed.
clear,
. You've ordered the improvements into realistic
d Ch onNndad b | e 5' @ Plan selcgfphcdescé into phases — quick wins, foundational fixes, and
J— big plays.
roadmap
yOU cdn tion h I d fimef
e e Every action has a clear owner and timeframe -
actua | |y ED g Accountability Locked In so your improvement plan isn't just shelf-ware.
deliver. |

You're no longer overwhelmed or stuck -
Confidence to Execute you've got a practical path forward that builds
momentum fast.

~s" Service - Management - Specialists JRPNE M HOIN= T H



Step 3| Fix it Flow - efficiently resolves issues and prevents recurrence

How to Build Your ‘Fix it Flow’ Improvement Plan in 5 Steps:

Use these 5 steps to translate your assessment into a practical improvement plan aligned to your real-world operations.

/ 2. Group by Focus Areas
. Sort actions under Process, People, Tools, or
F|X IT FlOW Communications to streamline ownership and accountability.

Project Plan

[ ]
—_— 3. Define Ownership & Effort
- ‘; O->O Assign an owner, estimate effort (quick/medium/large),
-_— % .l, Process and sef simple success criteria for each activity.
<O

Ac’rivi’ries/,/”/ @
] o

______________________ Ownership | >> >> > v =
—=) Outcomes O | @ | Tools e 2 Effort vz

Level Up O A O Phases —
Check CCY - 4 Fix it Flow
Project

People -l 4.Sequence into Phases Plan

1. Translate Gaps in Actions Organise actions into Quick Wins,

Medimum Plays and Big Plays. Build

Turn each gap or blocker into a clearly defined activity - Momentum with early progress

focus on practical, outcome-based improvements. ‘

5. Document Fix it Flow

\ Capture all actions into a simple project plan or
improvement tracker to drive focus, visibility, and delivery.

~s" Service - Management - Specialists JRPNE M HOIN= T H



The Approach that fixes it....

Too many ITSM improvement efforts start strong but fizzle out. This proven 4-step method anchors your strategy,

identifies the right gaps, and drives lasting change.

‘Set Your Course’:

‘Level Up - Check’

‘The Fix it Flow’

‘The Tune Up Cycle’

Keep Momentum Going

~s" Service - Management - Specialists JRPNE M HOIN= T H

/
/
/
/
/
1

£ Tune Up Cycle
Ongoing rhythm of
improvement

() Setthe Course
Create Your
Strategic Intent

&2 Fix Flow
Build your delivery plan

\
\
\
\
\

£ Level Up Check
Assess maturity &
identify improvement
areqs



STEP 4: THE TUNE UP CYCLE, Keep Momentum Going

4 ™
Once your plan is in motion, don’'t let progress fade. ‘The Tune-Up Cycle’ helps you

regularly review, refine, and build on your improvements - so they stick, evolve,
and deliver long-term value.

\.

Step 4: In the ‘Tune Up Cycle’, you'll:

=  Monitor key metrics and feedback to check if improvements are working
= Validate whether root causes were truly addressed or if deeper issues remain
= Spot new gaps using data, trends, and frontline insights

= Refocus priorities based on what now matters most

= Loop back and reapply the Level Up Check to fuel your next cycle

This step turns your improvement plan from a one-time push info an ongoing rhythm - keeping things
sharp, aligned, and continuously improving.

" Service . Management - Specialists JRCTE LG I N=1 1 H



STEP 4: THE TUNE UP CYCLE, Keep Momentum Going

Key Outcomes:

| " ment isn’t i . You're regularly reviewing key data points, user
mprovement is == @ Monitor What Matters P feedback, and service trends to spot what's
linear—it's a loop: - working—and what's nof.

The Tune-Up

S Validate Root Cause You've confirmed that previous actions actually
CYCle keeps I 7 solved the problem—not just the symptoms.

Resolution

your
Improvements

S 5 , You're uncovering new improvement
releVO ﬂT, @ Spot Emerging GAps opportunities as systems, processes, and
responsive “ business needs evolve.

’

a nd resmenT- e Refocus Based on New You've adjusted your focus to align with what's

°° Priorities 7 now Mmost important—rather than sticking to a

stale plan.

, You've re-run your Level Up Check and kicked
off the next round of improvement with even
greater clarity.

g @ Loop the Cycle

~s" Service - Management - Specialists JRPNE M HOIN= T H



STEP 4: THE TUNE UP CYCLE, Keep Momentum Going
How to Run Your ‘Tune Up Cycle’ in 5 Steps:

Use this rhythm to sustain momentum, reinforce your improvements, and keep the Change Enablement process sharp and effective.

s The 5 Step Tune Up Cycle

Set the Cycle m Activity Description
Cadence

Set the Cycle Cadence: Decide how often you'll
1 review and refine (e.g., monthly, quarterly).
Consistency is key to long-term success.

Review What's Working vs. What’s Not: Reflect on
2 outcomes, blockers, and process feedback.
What's adding value? What's lagging?

Reset, Repeat Review What's
and Raise the Working v’s
el What's Not.

Spot & Select Opportunities: Identify small
3 improvements or tweaks that can enhance flow,
clarity, or outcomes without big lift.

Run a Quick Win Sprint: Choose 1-2 actions and
4 deliver them fast. Don't wait for perfection—aim
for visible progress.

Reset, Repeat and Raise the Bar: Lock in gains,
Run a Quick Spot & Select 5 feed insights forward, and begin the next cycle
Win Sprint Opportunities with sfronger momentum and greater clarity.

~s" Service - Management - Specialists JRPNE TN T H



. 10 Quick Wins to Apply

The best improvements don’t start with massive projects — they start with smart, focused action. That's why we've anchored these practical Quick Wins to
the 5 Pillars of the SMS Modern Service Management Framework. Each Quick Win is designed to deliver momentum, reduce friction, and show visible
progress across: Self-Service, Process Controls, Automation & Al, Insights, and Innovation. Use this as your starting point for real results — fast.

MSM Framework Pillar Quick Wins to Apply

$S:QW1:Turn common tickets into portal requests, Look at the last 3 months of repeat

Empower users with easy access  tickets — convert 1-2 into self-service forms.

to services and solutions through ) i . L
a seamless self-service platform $S:QW2: Update top 5 request items with clearer fitles and descriptions —reduce

confusion, boost adoption.

PC: QW3: Intfroduce a simple Change Summary field to help approvers instantly
understand the request.

Establish clear frameworks to
ensure consistent, secure, and

complion’r management of IT PC:QW4: Tag your top 10 business-critical services in the CMDB, Even if your CMDB isn't
services. perfect, this gives teams a head start on risk and impact analysis.

AA:QWS5: Quick Win: Automate approvals for low-risk standard changes —reduce
Leverage automation and Al to manual overhead.

stfreamline processes, reduce ) .
manual effort, and enhance AA:QWé: Quick Win: Identify the top 3 repetitive tasks your team handles manually

service delivery — Use this to create a shortlist for automation opportunities in your next team meeting
— low tech, high awareness.

IS:QW7:Quick Win: Add one improvement metric to your monthly Change report (e.g.
% of Changes without incidents).

Provide real-time data and
actionable insights through

in’rui’rive doshpgords fo _drive IS:QW8: Quick Win: Create a dashboard tile showing current backlog or approval
informed decision-making bottlenecks.

IN:QW?9: Quick Win: Capture 3 frontline team ideas this month and feed them into
your Tune-Up Cycle.

Foster a culture of continuous
improvement and agility by

integrafing innovative IN:QW10: Quick Win: Introduce a ‘What we improved this month' snippet in team
Innovation fechnologies and practices. meetings or comms.
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=/ Warning Signs to Watch Out for:

Before You Start Your ITSM Improvement Journey — Read This. [t's not just about tools and processes. These red flags are the real reasons most ITSM
improvements stall. But the good news? Each one of these has a solution already embedded in this guide — because we've been there before.

Warning Sign ______mpoct | Fx

1. No Executive Sponsor or Fading Interest
You're running the initiative solo... or your
sponsor has gone quiet.

2. No Shared Understanding of “What Good
Looks Like”

Everyone's improving something... but
nobody agrees on where we're headed.

3. Change Fatigue Across the Business
People are tired. Another initiative feels like
“just more work.”

4. Immature Tooling, but Rushing to
Automate

You're trying to scale, but your foundations
aren’t ready.

5. Internal Teams Aren’t on the Same Page
Ops, Apps, and Service Desk are
disconnected.

6. No Capacity or Time to Improve
You're told to “improve ITSM" — but
nobody has bandwidth.

" Service . Management - Specialists JRCTE G I N=1 1 H

Without active exec backing, even great
plans struggle to land.

Different teams, different goals = unclear
outcomes.

This isn't resistance — it's burnout.

Automating broken processese That's just
faster failure.

Siloed decisions, poor handovers,
inconsistent experience.

Big plans die when no one has time for small
steps.

Step 1: Set the Course - Create a Strategic Intent
This aligns your improvement effort to business
and digital fransformation goals, making it
relevant to executives.

Step 2: Level Up Check

Get clarity fast with a é-point maturity assessment
across the SMS Modern Service Management
Framework.

Step 3: Fix It Flow - Prioritise Quick Wins &
Sequence Improvements

Focus on early momentum with visible, low-
friction wins to rebuild energy and support.

Step 4: Tune Up Cycle - Revisit, Align and Refine
Regularly recalibrate improvements to ensure
they're grounded in current reality and business
goals.

Step 3: Fix It Flow — Categorise actions by People,
Process, Tools & Comms

This enables clearer ownership, better handoffs,
and cross-team collaboration.

Quick Wins to Apply

Use our suggested Quick Wins aligned to the 5
Pillars to start improving with the capacity you
already have.



~s" About Service Management Specialists

Our goal is to help you get MORE from your Service Management improvement initiatives, projects and programs. Our specialist knowledge and expertise in the
ITSM and Process Improvement domains combined with proven and practical experience enables our customers to significantly improve the way they plan,
design and operate Information Technology with confidence. SMS is continuing to grow delivering 60+ successful outcomes for our global customers across the

Utilities, Telecommunications, Banking & Finance, Government & Public Sectors, Healthcare and Transportation industries.

= DO YOU WANT TO MAKE YOUR ITSM IMPROVEMENT EFFORTS COUNT?

If you're serious about improving how IT runs and is experienced in your organisation—but don’'t want to waste time guessing or spinning in circles—we're
here to help.

Whether you're just getting started or already deep in the journey, a quick conversation with our team can unlock clarity, direction, and confidence in

your next steps: www.servicemanagemenispecialists.com/call

= Book a free discovery call with SMS today

Let’s talk about where you are, where you want to go, and how we can help you get there—faster, with fewer headaches, and with results that stick.

(" )
D Ready to elevate your ITSM strategy to new heights?
@ ‘ Don't miss this opportunity to improve IT Service
Management and drive business growth. Book
° your free ITSM Consultation today!
www.servicemanagementspecialists.com/call
" Expert Guidance
* Book Your Free Call
.+ Actionable Insights »
" No Obligation .
\ " Service . Management - Specialists y

~s" Service - Management - Specialists T T LN T ih

Www.servicemunugemenfspeciulisfs.com/cusfomers

Read Our Testimonials

- Service . Management - Specialists

find out what
our customers
are saying....

vy

www.servicemanagementspecialists.com /casestudies

o >4
5 Iy
Read Our Case Studies

%q Get Inspired:
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http://www.servicemanagementspecialists.com/call
https://www.linkedin.com/company/service-management-specialists/?viewAsMember=true
https://www.youtube.com/channel/UCI0BsQ8xnP5OhVPU9Ce42zg
https://www.servicemanagementspecialists.com/call
https://www.servicemanagementspecialists.com/customers
https://www.servicemanagementspecialists.com/casestudies

Service Management Specialists is a group of trusted ITSM expert consultants who help organisations
to improve their IT processes, technology, and employee knowledge specifically within the IT Service

Management domain. Our vision is to simplify business processes and create modern work practices
that enable organisations to deliver more value.

ITIL® is a Registered Trade Mark of the Office of Government Commerce in the United Kingdom and other countries.
Ownership of ITIL ™ belongs to the OGC and is managed by the APMG. Kindly note that

servicemanagementspecialists.com believes that they comply with all legal requirements set out by ITIL and the OGC.

» Service - Management - Specialists 2025 Service Management Specialists PTY LTD, this material cannot be reproduced without authorisation from Service Management Specialists PTY Itd.
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