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Why Good ITIL Implementations Go Bad 

Presented by Mike Hoevenaars, ITIL Consultant. 

Based upon white paper "Why good Projects go Bad" by Michael Addario 

and Lloyd Weber, Noveld Business Systems.   

Key Learnings Attendees Will Be Walking Away With Today: 

1. Understanding of the Rules of Engagement, which dominates the

dynamics of a Project?

2. Understanding of Organizational layers, motivational drivers and

communication gaps, which makes up the dynamics of an organization

3. What Problem could result as these two forces interact?

Mike 

Hoevenaars 
ITIL Consultant 
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The Project: A Temporary Entity 
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The Organization: A Permanent Entity 
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Interactive Forces: Project vs Organization 
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Project Dynamics: Managing the 
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Triple Constraints 

The Rules of 
Engagement    
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Triple Constraints 
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Linking Goals to the Triple Constraints 
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Schedule: “...before this decade is out…” 

Linking Goals to the Triple Constraints 

Case Study: NASA 

Cost: “…commit itself…” (implied) 

“I believe that this nation should 

commit itself, to achieving the goal, 

before this decade is out, of landing a 

man on the Moon and returning him 

safely to the Earth.” 

May 25, 1961 
John F. Kennedy 

Performance: “...returning him safely to the Earth.” 

13 



#TRLive 

@ThoughtRockers 
Thought Rock Live 
K n o w l e d g e  w o r t h  s h a r i n gThoughtrock.com 

Linking Goals to the Triple Constraints 

NASA The Rules of Engagement 

14 
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Linking Goals to the Triple Constraints 

NASA The Rules of Engagement 
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Linking Goals to the Triple Constraints 

16 
16 

The Space Shuttle Program goal is to 

establish a national space transportation 

capability that will substantially reduce 

the cost of space operations and support 

a wide range of scientific, defense, and 

commercial uses. 
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Linking Goals to the Triple Constraints 

The Rules of Engagement 
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Linking Goals to the Triple Constraints 

The Rules of Engagement 
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NASA 

 Operational Layer 

HydraPak Inc. 



MIR Inc.  
Project  

“Transition Transition” 

CASE STUDY 
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Background: 

MIR Inc. has been experiencing significant sales 
declines 

Declines in customer satisfaction, resulting from 
unexciting product implementations that 
included numerous Bugs and Delays! 
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Project “Transition Transition”: 

Executive Mandate: 

– We MUST ensure our next release of the
RedCherry Phone WOWs our customers with a
flawless deployment!

21 
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PM’s Planning based on 
Understanding of Project Drivers: 
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Then the inevitable happens… Project CRISIS! 

Major competitor announces launch of 
a new y-phone in September! 

Executives decide to move up OUR product launch 
to August! 

PM’s direction from Sponsor… 
– Move up project “Transition Transition” date to July 1

so we can use new process & tools for this launch.

WHAT HAPPEN’S NEXT??? 

26 



PM’S Response 
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THE RULES OF ENGAGEMENT 
HAVE CHANGED! 
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Putting it Together 
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Putting it Together 
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Putting it Together 

Revisiting the Goal Statement: 
We MUST ensure our next release of the RedCherry 

Phone WOWs our customers with a flawless 

deployment! 
30 
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Putting it Together 
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Performance 

We MUST ensure our next release of the RedCherry 

Phone WOWs our customers with a flawless 

deployment! 

COST 
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Putting it Together 

Performance 
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Putting it Together 
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Putting it Together 

Performance On 
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Thank You For Attending The Webcast!

Please take a moment to answer the quick survey after you 
exit the webcast.  Your feedback is extremely valuable to us. 
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We’d Love To Hear From You! 

 Phone:   1.877.581.3942 

 Email:   Info@ThoughtRock.com 

Peter McGarahan 
President   
McGarahan & Associates 


