
Pragmatic Service Management 
 

‘applying the ITIL theory innovatively to solve a specific 
business problem’ 

 
 
 
ABSTRACT 
 
There are many ways to implement ITIL into an organization, some organizations have 
done it and are realising the strategic benefits, many are struggling.  The premise of this 
presentation is that there are theorists who implement by the book, the mavericks who 
whilst being very innovative, fail to create cohesive, predictable and sustainable 
outcomes.  Finally there is the Pragmatist, who takes the ITIL theory applies it 
innovatively to solve a specific business problem and delivers real outcomes to support 
the IT Strategy.  This presentation outlines key symptoms of an IT Service Management 
in trouble and provides pragmatic solutions to remediate. 
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