
ITSMF Jaarcongres 2009

Inspiratie aan het werk! Van 
denkkracht naar daadkracht



Cultural Change in 40 Minutes

Mark Flynn



Presentation Objectives

Focus on challenges involved in 

implementing lasting change 

Looking at current change theory referenced 

in ITIL V3 and the syllabus for APMG’s 

Change Management qualifications

ITIL® is a Registered Trade Mark of the Office of 

Government Commerce in the United Kingdom and other 

countries

References to ITIL V3 (SS, SD…)

Making Sense of Change 

Management (MSCM) 

Esther Cameron & Mike Green

(ISBN: 0749440872)

Share my perspective on 16 

years experience of training, 

implementing and managing 

ITIL® based processes



Relevant Experience

Gained ITIL Manager’s certificate in 1993 

(Certificate No.366)

ITIL Practitioner, trainer and consultant ever since

Encounters with cultural Issues: 

- Service Level Manager, UK Retail Organisation

- ITIL Strategy Manager, Distributed Service Centre

- Process Design Manager, Major Bids

- Service Delivery Manager, Outsourced Solutions

- Established Felix Maldo in January 2007

- APMG ITIL Assessor 



What is Culture?

The way things are done

An organization's values, beliefs, and behaviors

Manifested in and affected by many things 

Policies

Employee Profile

Processes

Organisational maturity

Communications

Infrastructure 

Leadership

Rewards

Organisation Stability

Social Activity

Market Sector

Size, success, lack of

Not set in stone – evolves naturally



What is Cultural Change?

Moving the organisation from one which 

does a particular thing one way to one that 

does that thing a different way: 

- consistently 

- “for ever” 

- the “normal” way

http://uk.wrs.yahoo.com/_ylt=Ah8hPfuLrYbtWdAsai.ln19NBQx.;_ylu=X3oDMTBpZTByOGFiBHBvcwMyBHNlYwNzcgR2dGlkAw--/SIG=1h718blrh/**http:/uk.images.search.yahoo.com/search/images/view?back=http://uk.images.search.yahoo.com/search/images?p=status+quo&fr=yfp-t-501&ei=UTF-8&w=700&h=536&imgurl=www.concertpix.be/concert foto%B4s/Muziek 11 (Status Quo).jpg&rurl=http://www.freewebs.com/quo-are-the-best/pictures.htm&size=67.4kB&name=Muziek+11+(Status+Quo).jpg&p=status+quo&type=jpeg&no=2&tt=39,331&oid=af1edc3c9be2d918&ei=UTF-8
http://uk.wrs.yahoo.com/_ylt=AnXLaRITqh.Sfr9_qPR0c5BNBQx.;_ylu=X3oDMTBqODFpbHJpBHBvcwMzMQRzZWMDc3IEdnRpZAM-/SIG=1m47lhpq4/**http:/uk.images.search.yahoo.com/search/images/view?back=http://uk.images.search.yahoo.com/search/images?p="The+Darkness"&ei=UTF-8&js=1&ni=21&xargs=12KPjg1u9StIGmmvmnN-mZDrDaoAtP0cHwsd5sCpIIXYZL8wZvROJ5LPKfwD1JTUhX3V-D2PHg_oYmHA..&pstart=3&fr=yfp-t-501&b=21&w=135&h=135&imgurl=www.kouguchi.com/archives/images/the_darkness.jpg&rurl=http://www.kouguchi.com/archives/2004/05/the_darkness.html&size=8.2kB&name=the_darkness.jpg&p="The+Darkness"&type=jpeg&no=31&tt=91,644&oid=3b83aaa91b752fdc&ei=UTF-8


What makes it so difficult?

People

Patterns

Process

Inertia & Homeostasis

Before

After After

Stretch Armstrong

After

Mark’s 3 P’s



Time Scale 
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The Deming Cycle

Plan

Vision, Objectives, Metrics

Gap Analysis

Options, Approach

Do

Implement Improvements

Check

Analyse metrics

Identify shortfalls, further improvements

Act

Act upon the results of analysis

Continue to check and act until the 

“change” has become the “norm”

Based on OGC ITIL® material. Reproduced under 

licence from OGC



We Fear Change!

“Change alone is unchanging”.

Heraclitus

Fear of the unknown

Loss of Influence

Fear of failure

Disagree with/don’t feel 

the need for change

No understanding of 

WIIFM

Too busy

Change Fatigue

ST 5.2.10.4 

Rosabeth Moss Kanter 

10 Reasons why people 

would resist change



Kubler-Ross (1969)

The Pain of Change

Performance

Time

“Change means movement. 

Movement means friction”

Saul Alinsky

“We haven’t got time”

“Its rubbish, you must be stupid”

“Yes, but....”

ST 5.2

The emotional cycle of 

change

shock

avoidance

external 

blame

self

blame

acceptance

Based on OGC ITIL® material. Reproduced under 

licence from OGC

We’re not all driving 

racing cars!

Everyone needs to 

complete the course.



Learning & the process of Change
In a distributed outsourced call centre, 

a small remote, onsite desk proved 

surprisingly resistant to the deployment 

of ITIL based processes – despite 

having received the same briefings, 

documentation and training as the 

other desks in the operation.

Different culture and profile – they had 

been outsourced in recent history

They weren’t receiving the same level 

of communication – the change agent 

and “change champions” were all 

based on the 2 major sites, some 

distance away  



The Pain of Change

Effort

Time

“If you can’t change the 

people, change the people”

Expect resistance & problems

Plan interventions

Plan to communicate up to 10X more

Don’t let go of the project

MSCM P96 

Lewin’s Force Field 

Analysis



First Steps

Kotter’s 8 Step Model (1-3)

1. Establish a sense of Urgency

2. Form a guiding coalition

3. Create a vision

50% of Change Projects “fail” at this stage

Establish the cost of doing nothing

Consider perspectives of all stakeholders

The driving group behind change

Authority, experience, credibility

Provide effective, strong leadership

Statement of Senior Commitment

Clear, meaningful, easily understood 

Establish scope & high level objectives

CSI 8.4 

Kotter’s 8 Step Model



First Steps

Kotter’s 8 Step Model

1. Establish a sense of Urgency

2. Form a guiding coalition

3. Create a vision

CSI 8.4 

Kotter’s 8 Step Model

The IT director of a national retail 

organisation decided to implement SLA’s 

and appointed an SLM. However, this 

decision was made with little or no 

reference to existing account managers, 

IT teams or customers.

Consequently, the appointed SLM came 

up against significant resistance from 

Account Managers, who viewed the role 

as impinging on their authority, from IT 

team leaders who felt this was another 

layer of management and customers who 

didn’t see the need for this additional 

role.



Power Impact Matrix

IT Director Customers Account 

Mgrs

IT Support

Service 

Desk

Keep Informed

Maintain Interest

Active involvement

Care and Attention!

“Keep your friends close…  

and your enemies closer”

Degree of Interest

Influence 

on 

outcome

ST 5.3.2

Stakeholder Map & 

Analysis



Stakeholder Map

Strategic 
Direction

Financial CRM Op. 
Changes

Demand 
Mgt

Account 
Mgrs

Customers

Service 
Desk

IT 
Director

IT Support

ST 5.3.2

Stakeholder Map & 

Analysis

Based on OGC ITIL® material. Reproduced under 

licence from OGC



Commitment Map

Hostile Neutral Supportive Passionate

Account 
Mgrs

Customers

Service 
Desk

IT 
Director

IT Support

Based on OGC ITIL® material. Reproduced under 

licence from OGC

ST 5.3.2

Stakeholder Map & 

Analysis



Create and engage Champions 

for Change

• consider and engage 

stakeholders

• test the vision 

• articulate requirements

• identify & address issues 

and concerns 

• detailed design & 

implementation planning

• an extension of the guiding 

coalition

• early adopters and role 

models during deployment

Champions for Change

An environmental agency had limited 

success implementing a PRINCE2®   

approach to project management –

with one or two exceptions, the 

scientific community had not adopted 

the new procedures. A relaunch was 

initiated with a design workshop 

involving staff from all areas. Issues 

from previous implementation were 

raised and addressed and a high level   

process scope and design agreed. Key 

individuals were subsequently involved 

in drafting a PM handbook which 

became an essential PM tool.

PRINCE2® is a Registered Trade Mark of the Office of 

Government Commerce in the United Kingdom and other 

countries
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Use the research!

Communicate * 10 (Lewin)

Ensure Will Power > Won’t Power

Keep your enemies close 

Keep pedalling and remember Stretch Armstrong



Thank You

Any Questions?

Mark.flynn@felixmaldo.co.uk

0044 (0)7983 548 447

www.felixmaldo.co.uk

mailto:Mark.flynn@felixmaldo.co.uk
http://www.felixmaldo.co.uk/

