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IT leaders face a myriad of responsibilities. The function supports internal departments and 

stakeholders and is responsible for implementing new technologies and processes—quickly 

and at scale. For streamlined service delivery, IT leaders and teams need a set of industry best 

practices as a framework for success.

This white paper examines the shifting demands on IT departments and ways to bridge the 

widening gap between business and IT alignment. The paper also explores how an optimized 

IT function corresponds to optimized customer experience, and examines the power of a 

systematic service delivery approach.

EXECUTIVE SUMMARY 

White Paper  |  IT Service Management Then and Now

2



Today it’s about continuous delivery  

and constant iteration to drive 

innovation, but IT needs support.

SUPPORTING IT IN DIGITAL TRANSFORMATION INITIATIVES

In today’s technology-driven business context, support for the effective delivery of IT services is key to organizational success. 

To adapt to technological changes and to drive business outcomes, technology teams are now the catalysts for implementing 

digital transformation strategies and knowledge management solutions across the organization. The demand for service 

quality, cost efficiency and production agility are steering organizations to pursue solid, consistent frameworks and best 

practices for the delivery and management of IT services in the digital economy. Executives everywhere are concerned about 

effective IT service delivery in order to drive increased revenues, operational efficiency and to manage costs.

ENABLING CHANGE IN THE NEW DIGITAL BUSINESS CULTURE

IT is a key component of most every function in the organization, supporting employee communication, production 

and inventory management, corporate data management, customer relationship systems, as well as maintaining the 

distributed corporate security perimeter. As a result, businesses have high expectations for IT, and new investments 

must reduce costs, increase security, enhance productivity, and improve workflows and communications.

Yet at a time when organizations are tasking IT with more than ever before—the function is expected to support every 

department, remain agile, successfully implement today’s distributed technologies, respond to customer-impacting 

issues, maintain legacy systems and more. Despite these critical priorities, IT departments and their corporate 

executives are less aligned than only a few years ago.

And the misalignment is significant. In 2012 Capgemini research found 65% of business executives agreed that IT 

leaders and business executives had the same understanding on IT’s role within the organizations; in 2018, only 37% 

felt the same.1 The function is considered more vital than ever, yet is less aligned to overall business strategy. Driving 

the disparity is the pace of change and IT’s shifting roles and responsibilities.

Harry Moseley, CIO of Zoom and former CIO for KPMG tells CIO.com, “The pace of technological change is more 

dramatic than it’s ever been. Feverish is the word I use. I think it’s compounding itself, and I think some businesses are 

challenged on how to keep up—they’re almost hyperventilating.”2

1   “Why IT-Business Alignment Still Fails.” Minda Zetlin, CIO.com, September 26, 2018.
2   “Why IT-Business Alignment Still Fails.” Minda Zetlin, CIO.com, September 26, 2018.
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Organizations ready to succeed 

in the face of change require 

a commitment to continuous 

learning and the agility to drive 

transformation.

91% of CIOs expect to make a 

major shift in their IT’s operating 

mode in the coming years.5

39% if IT executives say the data 

management needed to harness 

AI effectively is a major challenge.6

The remote workforce will 

continue to expand, with costs 

to maintain and manage the 

infrastructure costing upwards  

of $41.26 billion.7

The rapid pace of change means IT needs to implement bleeding-edge technology without the luxury of the 

extended timeline historically required to roll out big, expensive IT projects. These technological advances require 

new skills, personnel and mindsets to support successful integration, all of which remain hard to come by. In turn, IT 

management is stressed, and the function is further strained.

Service planning and delivery is more difficult in the face of an ever-shifting landscape, and technology teams are 

facing operational challenges. More than 39% of senior IT professionals in development and operations believe the 

rise in digitalization has made capacity planning more difficult.3 And 76% of respondents believe the complexity of the 

landscape is the biggest barrier to productivity amongst IT ops teams.4

Excellence in service delivery systems and infrastructure demands a focus on existing and emerging digital 

technologies, such as the Internet of Things and artificial intelligence. But that’s not all; IT teams must also be 

ready to implement modern approaches to innovation such as design thinking, agile, and new mindsets like rapid 

experimentation and failing fast. Organizations ready to succeed in the face of change require a commitment to 

continuous learning and the agility to drive transformation.

And IT leadership is expected to meet a horizon of new challenges and organizational demands in the coming 
years. Consider:

Work keeps changing. Data is streaming in from every avenue of the business world and IT must store and manage it. 

The workforce is demanding more flexible work options and organizations are acquiescing. The menu of digital service 

offerings continues to expand. But the infrastructure and security to support data management, the remote working 

population, and digital services falls to IT teams—teams that already face operational challenges and continually 

shifting roles.

3   “State of Digital Operations.” Pagerduty, February 2017.
4   “The Impact of Automation of IT Operations” Freeform Dynamics, 2017.
5   “Manifesting Legacy: Looking Beyond the Digital Era, 2018 Global CIO Survey.” Bill Briggs, Kristi Lamar, Khalid Kark, Anjali Shaikh, Deloitte, 2018.
6   “State of AI in the Enterprise.” Jeff Loucks, Tom Davenport, David Schatsky, Deloitte, 2019.
7   “Remote Infrastructure Management Market by Core Service, Deployment Type, Organization Size, Vertical, and Region – Global Forecast to 2022.” 
MarketsandMarkets™, January 2018.
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With better business-service delivery 

alignment, organizations see:

•  “Faster time-to-market

•  Increased profitability

•  Better customer experience

•  Improved collaboration

•  Greater industry and IT agility

•   Strategic technological 

transformation”10

OPTIMIZED CUSTOMER EXPERIENCE WITH IT-BUSINESS ALIGNMENT

Preparing IT for new and changing demands isn’t only about internal stakeholders. Companies that successfully align 

the people, processes and technology of IT service delivery with organizational goals are better positioned to support 

the changing demands in the digital economy.

Consumers have higher expectations than ever before. They’re eager to share their experiences and they have a 

myriad platforms with which to do so. With just a few keystrokes, customer experiences and opinions of businesses 

are available for all to see, yet organizations are struggling to resolve incidents impacting customers quickly enough  

to preserve brand loyalty and prevent future losses.8

Poor service delivery negatively affects company brand and compromises productivity. Conversely, successful delivery 

positively affects the bottom line by improving uptime and productivity for internal and external stakeholders. When IT 

goes down, the dollars add up. Consider the cost of an unscheduled outage of an e-commerce mobile app— knowing 

that customers are more than 25% less likely to use an unresponsive app or digital service again in the future.9

Organizations require a systematic service delivery approach for IT to rapidly identify stakeholder issues, troubleshoot 

the problems and deliver solutions with as little downtime as possible.

POWER SKILLS PRIME IT LEADERS FOR SUCCESS

To maximize impact, members of the IT function must communicate and strategize with other business leaders in 

order to plan effectively for innovation, productivity and to realize cost savings within the function. The best CIOs 

guide their IT leaders to become demand shapers, individuals who understand the business on such a detailed level 

so they may execute on projects with the most impact.11 As such, they must be primed with leadership skills to foster 

communication, orchestrate productive team communication and plan effective service delivery.

8   “State of Digital Operations.” Pagerduty, February 2017.
9   “State of Digital Operations.” Pagerduty, February 2017.
10 “Importance of Business and IT Alignment.” Tecwyn Hill, Signavio, June 7, 2018.
11 “Why IT-Business Alignment Still Fails.” Minda Zetlin, CIO.com, September 26, 2018. 
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“Nearly 70% of consumers will stop 

trying a digital app or service—

those spanning online banking 

to e-commerce to work tools—

within 15 minutes or less if it stops 

working or the service slows down. 

Meanwhile, more than one third 

of organizations take an average 

of 30 minutes or more to resolve IT 

incidents that impact consumer-

facing digital services.”12

Companies that successfully 

align the people, processes and 

technology of IT service delivery 

with organizational goals are 

better positioned to support  

the changing demands in the 

digital economy.

IT departments commonly focus on specific, highly tangible metrics like mean time to resolve (MTTR). However, 

without a comprehensive view of service delivery value that focuses on how such metrics affect the entire business 

ecosystem, an accurate portrayal of holistic impact on the business is impossible.

Power skills are the difference between leading change and innovation and managing a team. Without effective 

communication, productive collaboration is impossible. Without deep understanding of how IT-related issues affect 

the business, alignment to organizational goals is unlikely. But power skills must accompany the technical service and 

delivery that is core to an IT department and complement broad industry know-how.

IT INFRASTRUCTURE LIBRARY: INDUSTRY BEST PRACTICES

ITIL® is the industry gold standard of IT service delivery and best practices.13 ITIL is a framework designed to 

standardize service delivery through selection, planning, delivery and maintenance of IT services within an 

organization. The goal is to improve the efficiency and predictability of service delivery. Organizations that integrate 

ITIL best practices into their IT department improve daily operations and best plan for future delivery methods. 

Because ITIL advances understanding of the holistic IT and business interaction, IT teams better provide service 

derived from best practices, thus enhancing and progressing the business’ agenda.

At the core of the ITIL framework is the ITIL Service Lifecycle, a comprehensive approach to service management. 

Applying the stages of the lifecycle ensures that service management processes are not only efficient and effective, but 

also that they maintain a balance between a strong, stable structure and an environment that can evolve and adapt to 

changing business needs. The benefits of integrating the ITIL service lifecycle for the organization are four-fold.

12   “State of Digital Operations.” Pagerduty, February 2017.
13   ITIL® is a registered trademark of Axelos Limited. Used under license of Axelos Limited. All rights reserved.
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“As an IT management framework, 

ITIL can help businesses manage 

risk, strengthen customer 

relations, establish cost-effective 

practices, and build a stable 

IT environment that allows for 

growth, scale and change.”14

• First, ITIL establishes clear links between IT services and business strategies.

• Second, applying ITIL can improve the quality and speed of services in an organization.

• Third, ITIL helps improve customer relations.

• Fourth, adopting and effectively implementing ITIL best practices can help enhance  

an organization’s competitive advantage.

Axelos released ITIL® 4 in early 2019.15 The changes include more emphasis on agile, innovating within IT service 

management, as well as the support of legacy networks and systems.16 Agile is core pillar of ITIL 4 to help IT teams 

keep pace with changing technologies and environments in our digital business world today.

By adopting the ITIL framework, companies work to ensure that their IT services are delivered consistently, with well-

defined processes that incorporate ITIL best practices.

“The benefits of ITIL include reduced cost of service development and deployment, improved customer satisfaction 

with service delivery, increased productivity from IT personnel, quality improvements, better management metrics of 

services and increased flexibility in adapting services to changing business requirements.”17

First is the ITIL professional. These employees are responsible for driving the adoption or expansion of ITIL projects 

and practices. They require immersive hard skills training and often test preparation support for certification. Next are 

the related service delivery roles. These individuals require basic knowledge of guidelines to effectively add value to 

service delivery projects. Lastly, we have all IT team members. Regardless of the specific ITIL role an individual plays, 

each professional must also master soft skills required for effective collaboration and change management.

ITIL also emphasizes the core power skills for effective communication, collaboration and change management. With a 

common language and background, agile mindset, focus on innovation, communication, negotiation and leadership, IT 

is prepared for challenges like the redesign of a service offering or roll out of a digital transformation initiative.

14   “ITIL® certification guide: Mastering IT services management.” Rich Hein and Sharron Florentine, CIO.com, March 25, 2019.
15   ITIL® is a registered trademark of Axelos Limited. Used under license of Axelos Limited. All rights reserved.
16   “ITIL® Certification Guide: Overview and Career Paths.” Ed Tittel and Earl Follis, Business News Daily, January 25, 2019.
17   “ITIL® Certification Guide: Overview and Career Paths.” Ed Tittel and Earl Follis, Business News Daily, January 25, 2019.
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“As the business continues to grow 

and transform, employing the ITIL 

philosophy has been instrumental 

to IT becoming a valuable business 

partner. ITIL’s process driven 

approach allows you to realize 

and cost effectively leverage all 

resources in the delivery of world 

class services and Innovative 

Technology solutions to enable the 

business to achieve success.

Lou Saviano, 

VP, Skillsoft Global IT Services

Start a Free Trial

Get complimentary access  

to Skillsoft content for 14 days. 

START A FREE TRIAL

Skillsoft’s ITIL training content helps IT teams learn the skillsets and best practices needed for success in service 

delivery and management. With Skillsoft’s ITIL training content, service delivery models can be process-optimized, and 

organizations can be assured that they are aligning delivery to meet the needs of the business.

Organizations can set the tone for change by offering continuous learning resources that guide employees in 

developing their technical and power skills. Commit to supporting all learners with the right formats and subjects, 

regardless of where learners might be in their digital business development.

PREPARING PEOPLE AND ORGANIZATIONS TO THRIVE IN A DIGITAL BUSINESS WORLD

It’s a challenge for technology leaders to keep up with the daily demands of their function, in addition to projects 

and services that require expertise in key technologies, mindsets, methodologies and best practices to drive digital 

transformation and success.

For effective IT service delivery in the digital world, IT leaders and teams require a strong understanding of industry 

best practices tied to operational benefits. As an approved training organization for ITIL, Skillsoft offers courses that 

are directly aligned with Axelos’s ITIL Foundations syllabus and with the certification exam objectives.

Leveraging ITIL training and certification support offers learners flexible options for building hard skills for immersive, 

guided learning or moment of need support, including microlearning courses, course-level assessments and full-text 

and audio books. Skillsoft’s solutions offer the organization significant cost savings over traditional classroom-based 

training. All learning resources are available through Skillsoft’s intelligent learning platform, Percipio. With Skillsoft’s 

ITIL training content, service delivery models can be process-optimized, and organizations can be assured that they are 

aligning delivery to meet the needs of the business.

Begin your journey to better business alignment today.
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Russ Howard
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RUSS HOWARD

Russ Howard is Senior Director of Product Management for Skillsoft’s Leadership and Business Skills 

content solutions. He also manages Skillsoft’s Academic and Professional Accreditation programs 

which offer learners the opportunity to earn college and professional education credits from 

numerous academic and professional institutions.

Prior to joining Skillsoft, Russ enjoyed a 25-year career with Wang Laboratories and Getronics, 

holding a variety of operations and program management positions, including Director for both the 

Wang Global and the Getronics Universities.

https://www.linkedin.com/in/russ-howard-2669283/
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ABOUT SKILLSOFT

Skillsoft is a global leader in corporate learning, delivering beautiful technology and engaging 

content that drives business impact for modern enterprises. Skillsoft comprises three award-

winning systems that support learning, performance and success: Skillsoft learning content, 

the Percipio intelligent learning experience platform and the SumTotal suite for Human Capital 

Management.  

Skillsoft provides a comprehensive selection of cloud-based corporate learning content, including 

courses, videos, books and other resources on Business and Management Skills, Leadership 

Development, Digital Transformation, Technology & Developer, Productivity and Collaboration 

Tools and Compliance. Percipio’s intuitive design engages modern learners and its consumer-led 

experience assists in accelerating learning. The SumTotal suite features four key components 

built on a unified platform: Learning Management, Talent Management, Talent Acquisition and 

Workforce Management.  

Skillsoft is trusted by thousands of the world’s leading organizations, including 65 percent of the 

Fortune 500.Learn more at www.skillsoft.com.

linkedin.com/company/skillsoft

facebook.com/skillsoft

twitter.com/skillsoft

skillsoft.com

US  866-757-3177

EMEA  +44 (0)1276 401994

ASIA  +65 6866 3789 (Singapore)

AU  +61 2 8067 8663

FR  +33 (0)1 83 64 04 10  

DE  +49 211 5407 0191

IN  +91-22-44764695

NZ  +64 (0)21 655032
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