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 Who’s looking under 
the hood, doesn’t see 

anything coming. 
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“Quality is no act. 
It is a habit”

Aristotle
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And this is what herd behavior looks like in a table...
Source: ITSM Survey 2009
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Fetishism

About frameworks: 
“A fetish is something that is supposed to 

possess supernatural powers”

About the Consultants and Service Managers:
“Fetishism: a (sexual) pleasure that is experienced 

with certain objects or rituals”
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What does that mean...

...for ITIL v3?

Working with ITIL v3 is very risky. 
ITIL users suffer of serious tunnel vision. 

Framework fetishism causes professionals 
to loose their common sense.
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ITIL V3 STIMULATES:

“ITIL v3 offers a false sense of security to those who are unable 
to look intelligently to their own organization.” - Arjen Droog

process bureaucracy

trained monkey 
behavior

confused
business
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FROM...                      TO...
• prescript processes
• process focus
• ITIL certification
• mea culpa culture
• internal

• own intelligence and 
creativity

• service focus
• Bachelor/Master ITSM
• proud
• external
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CHANGE  YOUR PERSPECTIVE
Example 1: 

You’re responsible for the delivery of IT Services. 
You have to raise the quality level considerably. 

And: there is budget to do that. 

How will you spend the budget?
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CHANGE YOUR PERSPECTIVE
Example 2:

You’re asked to come up with a proposal for 
SLA solution times ordered to priority. 

What will your proposal look like?
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CONCLUSION

•IT Service Management is a real profession.
•The added value of ITSM is nil.
•Despite of considerable effort and need, there’s been no 

maturity growth in ITSM for at least 8 years!
•Learning the tricks of ITIL will not lead to Success.
•You own intelligence, creativity and leadership is more 

important than learning the frameworks.
•Intelligence, creativity and leadership has largly disappeared 

because of framework fetishism.
•ITSM professionals should alter their course.
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CONCLUDING ACCORDING TO ITIL

Questions?
Know 

the answer?

Thank 
audience

Say: 
time’s up!

Answer

Leave

no

yes

no

yes

Arjen Droog
Interim manager and consultant

a.droog@aranea.nl
+31 (0)6-38 106 208
twitter : @arjendroog

www.aranea.nl
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