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Why Am I Here? 

“Success” for me 
is about what I can 

inspire YOU to achieve. 
 
 

New knowledge is not enough, 
I need you to change behaviors 

so you can generate better results. 

2 



The 5 ITSM Projects You Should Start Doing Tomorrow Morning 
 

© Pink Elephant, 2014. All Rights Reserved. 

Agenda 
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My Assumptions About You … 

§  You work in ITSM and have a few years of experience. 
§  You find it challenging to get new things done because 

projects tend to drag on and on. 
§  You’re responsible for key IT assets (hardware, 

software, people, services). 
§  You go to work each day with the intention of doing a 

good job. 
§  You want the business you work in to be successful. 
§  You’d like some advice from me on how where to focus. 
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Today's Issues For ITSM 

§  Leadership is lacking. 

§  We don't ask the question "Why?" 
enough. 

§  We don't connect dots enough. 
 
§  Failure to link metrics to value. 

§  Time is wasted. 
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"If your actions inspire others 
to dream more, 

learn more, 
do more and become more, 

you are a leader." 
 

- John Quincy Adams 
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Project #1: 

Promote self-empowered leadership. 
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Capabilities Of An Effective Leader 

KNOWLEDGE & LEARNING 

VALUES 

OPTIMISM!

VISION 

HONESTY 

FUTURE 

INTEGRITY 

THINKING DIFFERENTLY

COMMUNICATING

CONFIDENCE 

DETERMINATION 

INSPIRING OTHERS 

RELEVANCE 

COURAGE 

POSITIVE 
ATTITUDE 

CLARITY���

IMAGINING

GOALS 

PERSISTENCE 

PRIORITIES 

THINKING 

SHOWING 
THE WAY 

UNDERSTANDING POWER 

DOING 
WHAT’S 
RIGHT 

CARING!

RESPECT 

TRUST 

EMPOWERING 
CONSISTENCY 



“Leadership is all about getting the most out of people. 
It’s about creating a sense of purpose and conditions of trust 

while displaying moral and physical courage.”  
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Do Not Confuse! 

Management Leadership 
Pre-Occupied With The Present Pre-Occupied With The Future 

Plans Visions 
Thinks Process Thinks Beliefs & Values 

Considers Activities Considers Attitudes 
Concerned With Measurements Concerned With Behaviours 

Works On Administration Works With People 
Establishes Systems & Structure Establishes Trust 

Controls Innovates 
Narrow Focus Wide Focus 

Asks How & When? Asks What & Why? 
IS ESSENTIAL! IS ESSENTIAL! 

Reference: http://guides.wsj.com/management/developing-a-leadership-style/what-is-the-difference-between-management-and-leadership/ 
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Empowerment 

1.  Power comes from access to valuable resources: 
§  Knowledge & Skills 
§  Tools 
§  A budget 
§  People 
§  Time 

2.  You are showing Leadership when you Empower your 
co-workers. 

3.  We can all be Self-Empowered Leaders 

“Organization charts and fancy titles 
count for next to nothing.” 

- Gen. Colin Powell  
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Project #1: 

Promote self-empowered leadership. 
 

You don’t have to be in charge to provide leadership. 
 

It’s about influencing others to be successful. 
 

Remember what the word “empower” really means. 
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Project #2 

Find out your business objectives & priorities. 
 



”Management by objective works 
-  if you know your objectives. 

Ninety percent of the time you don’t.”” 
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Project #2 

Find out your business objectives & priorities. 
 

Talk about them. 
 

Make sure everyone knows & understands. 
 

As things evolve through the year, 
how should priorities change? 
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Project #3: 

Verify the relevancy of your day-to-day activities. 
 



”However beautiful the strategy, 
you should occasionally look at the results.”” 
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Project #3: 

Verify the relevancy of your day-to-day activities. 
 

Link ITSM activities & new projects to business goals. 
 

Not just new projects, 
it’s not too late to evaluate current projects. 

 
Prioritize on those with the most valuable 

ITSM outcomes. 
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Project #4: 

Review your teams performance reports. 
 



“If a measurement matters at all, 
it is because it must have some conceivable effect 

on decisions and behaviour. 
If we can't identify a decision that could be affected by a 

measurement,  and how it could change decisions, 
then the measurement simply has no value.” 
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Project #4: 

Review your teams performance reports. 
 

Question their value. By asking “Why?” 
 

Do they really drive improvements? How? 
 

What happens after metrics are 
published and distributed? 
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Project #5: 

Truly embrace Continual Improvement. 
 
 



“Guessing what the pitcher is going to throw 
is 80% of being a successful hitter. 
The other 20% is just execution.” 
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Project #5: 

Truly embrace Continual Improvement. 
 

With your newly verified metrics, 
schedule regular review meetings (weekly). 

 
Identify trends and what needs to be addressed. 

 
Assign an improvement owner for each issue/opportunity. 

 
Set expectations for milestones and review progress at 

next meeting. 
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What Do I Do Tomorrow? 

1.  Verify your purpose: 
§  Talk with your team about how their activities DIRECTLY support 

business objectives. 
§  Make sure you’re focusing on the right things. 

2.  Enable yourself and your team: 
§  Understand that “Empowerment” is within all of us. It’s not 

delegated. 
§  Help your co-workers to be self-empowered. 

3.  Understand that your metrics drive improvement: 
§  Make sure they’re relevant 
§  Make sure you have an improvement process in place. 

4.  Socialize success: 
§  Let me know how you get on! 
§  Talk with others about your experiences and what you’ve learned. 
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Questions? 

david.ratcliffe@pinkelephant.com 
www.pinkelephant.com 

www.twitter.com/pinkerdavid 
http://blogs.pinkelephant.com/president 


