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Based on over 30 years experience in IT Service Management 
 and their many project implementations around the world, 

 the Dr. ITiL (www.dritil.com) team present:-  
 
 

TTThhheee   TTToooppp   111000   
IIITTT   MMMaaannnaaagggeeemmmeeennnttt   MMMiiissstttaaakkkeeesss 

 
   aaannnddd   ttthhheee   333333   pppooosssiiitttiiivvveee   aaaccctttiiiooonnnsss   
yyyooouuu   cccaaannn   tttaaakkkeee   tttooo   aaavvvoooiiiddd   ttthhheeemmm!!!   

 
 

This special white paper, inspired by Joey Smith’s IT Octane 
 “Top 10 Management Mistakes” white paper (www.itoctane.com)  

examines the major errors and mishaps that 
 IT managers are prone to make in their careers. 

 
 Using their experience the Dr. ITiL team have generated 

 33 positive and practical actions and remedies 
 that you can begin implementing today.  

 
 

Reading this white paper will help you to:- 
 

***   AAAvvvoooiiiddd   cccaaarrreeeeeerrr   llliiimmmiiitttiiinnnggg   mmmiiissstttaaakkkeeesss   
   

***   PPPrrreeevvveeennnttt   cccooossstttlllyyy   eeerrrrrrooorrrsss   aaannnddd   mmmiiissshhhaaapppsss   
   

***   MMMiiinnniiimmmiiissseee   ttthhheee   ccchhhaaannnccceeesss o   oofff   ttthhhiiinnngggsss   gggoooiiinnnggg   wwwrrrooonnnggg   wwwiiittthhh   yyyooouuurrr   IIITTT   
iiimmmpppllleeemmmeeennntttaaatttiiiooonnnsss   

   
***   TTThhhiiinnnkkk   ttthhhrrrooouuuggghhh   ttthhheee   uuunnniiinnnttteeennndddeeeddd   cccooonnnssseeeqqquuueeennnccceeesss   ooofff   yyyooouuurrr   aaaccctttiiiooonnnsss   

–––   iiinnn   aaadddvvvaaannnccceee   
   

***   MMMaaaxxxiiimmmiiissseee   ttthhheee   ccchhhaaannnccceeesss   ooofff   yyyooouuurrr   IIITTT   ppprrrooojjjeeecccttt   ooorrr   IIInnniiitttiiiaaatttiiivvveee   sssuuucccccceeessssss   
   

***   PPPrrrooovvviiidddeee   yyyooouuu   wwwiiittthhh   ttthhhooouuuggghhhttt   ppprrrooovvvoookkkiiinnnggg   nnneeewww   iiidddeeeaaasss   tttooo   mmmaaannnaaagggeee   
yyyooouuurrr   IIITTT   ppprrrooojjjeeeccctttsss   mmmooorrreee   eeeffffffeeeccctttiiivvveeelllyyy   
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The Top 10 IT Management Mistakes 
(and the 33 positive actions you can take to avoid them!) 

An Introduction for anyone ‘doing’ IT Today. 
 
Let’s start with an immutable fact: we all make mistaks. 
 
Some are big, hairy and audacious ones. Others are small and if you are lucky often go 
unnoticed (like the one above?).  
 
Mistakes are the reason why we pay our insurance premiums every year and the reason why 
we lay bets on sporting events in the hope that the giants will get turned over by the little 
guys. Mistakes make the world go round and as humans - we all make them!  
 
Now it goes without saying that when it comes to your career it’s obviously important to avoid 
making them. The “big mistakes” can really hurt and lead to you taking a prompt one-way trip 
to the big departure lounge in the foyer. Making those smaller mistakes more than once – can 
get you there even faster.  
 
More and more in the world of IT Delivery, organisations and their people are only perceived 
to be as good as their last mistake. No-one really seems to remember the last time you pulled 
out all the stops to deliver world class service under extreme circumstances – but they can tell 
you the last time someone brought their service down! 
 
The trouble is this: technology, business and their end customers are all increasing not 
decreasing in their complexity overhead. In turn, the propensity and our personal exposure to 
making big (as well as very different) mistakes has never been higher.  
 
So what can we do about it? 
 
The writers at Dr. ITiL have over 30 years IT implementation experience between them – the 
kind of experience you only learn on the front line.  
 
We recognised some years ago now that you have to learn by your mistakes (real fast) and 
you have to employ positive action to prevent making them, based on what you’ve learnt 
previously.   
 
We have put this special paper together in the hope that it will help you to avoid some of the 
commonly made mistakes that we might experience with our IT Implementations. Based on 
Joey Smith’s awesome, “Top 10 Management Mistakes”, here is our brave attempt to do just 
that. 
 
Each mistake is easily readable on one page and begins with the general issue, follows 
through with some suggested positive actions and then tails off with some suggested links to 
further resources – in case you fancy learning a little more.  
 
A note of caution. You may already recognise some of these mistakes as you read along - but 
we urge you to read and consider both the one’s that you never made before AND the ones 
you did (same mistake twice?). 
 
We sincerely hope that you implement some of these actions and that they help you manage 
your issues and risks more confidently to prevent any mistakes in the first place.  
 
Wishing you many successful IT implementations! 
 
All the very best,  
 
 
The Dr. ITiL Team. 
 
www.dritil.com – Dedicated to your successful IT implementation. 
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Mistake #1  -  Focusing On the Process/Technology and Not the Business 
 
The Issue:- You always focus too much on the design, build and implementation of the 
Process or Technology (or perhaps underpinning tools) rather than what the business really 
requires and needs to be delivered as the end result.  
 
Following this trail always leads to very narrow, poor business orientated delivery of an IT 
discipline and ultimately a very limited service ‘win’ for the business. 
 
The Project or Service you deliver MUST at the very least meet your business requirements 
and preferably exceed them. IT underpins every business as well as being the key driving 
force for innovation and growth in your business. Never forget about keeping the daily wheels 
turning.   
 

What you can do to prevent Mistake #1:- 
 
□ Provide strong leadership 

 
Adopt, hire and shape great IT leaders who will talk in business and IT terms. Strong 
leaders take people with them in a common direction. ITIL implementations are 
dependant on and orientate around real businesses, real people and always involve 
culture change. Get active (talking, walking, ‘doing the do’). Strong leadership of an ITIL 
implementation focussing on what the business needs is vital. Strong leadership will 
ensure you maintain a breadth of focus.  

 
□ Develop stength of character 

 
Challenges are everywhere and you need to overcome them. “Some days you’re the 
statue, other days you’re the pigeon…”. Always remember to keep your chin up. You 
know that ITIL can reduce costs, improve service and ultimately lead to higher quality 
delivery for the business – so stick to your guns! Stay strong. Believe in yourself.  

 
□ ‘Service’ to ‘Technical’ translation 

 
Ah, that special ‘grey’ area that always seems to exist between the Techie Guys (“Why do 
we need to raise this change?!”) and the Service Guys (“So, tell me again, exactly WHY 
can’t that tool be configured to give me what I need Jeff??”). As you know Service 
Support requires underlying Technical expertise to restore service, whilst Service Delivery 
provides the focal “adapter” layer between your business and this technical complexity. 
Both roles are challenging. Learn to like and appreciate each other for improved results, 
increased innovation and to reach an improved perception point with your business 
contacts. Sometimes it’s “tough love” and you have to get on with it for the sake of 
maintaining excellent business relationships.  
 

 
□ Further Resources:- 

 
Recommended:-  
 
The IT Success Manager Univerisy:-  
http://www.1automationwiz.com/app/?Clk=1204227   
 
Free IT Strategy Tips:- 
http://www.1automationwiz.com/app/?af=311372 
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The Top 10 IT Management Mistakes 
(and the 33 positive actions you can take to avoid them!) 

Mistake #2  -  Thinking “Out of Sight is Out of Mind” 
 
The issue:- IT people are very busy. Lower level, day to day activities can sometimes take 
precedence over the ‘big picture’. Dealing with the low level stuff all the time takes you out of 
the business limelight. For successful IT implementations you must maintain effective 
business communications.  
 
Unfortunately, business people often think IT people are Technology biased and don’t 
understand their business line. This is sometimes bolstered by the language (jargon) we use! 
Criticism is often levied at IT that we are ‘expensive’ and offer little added value. The business 
believe that we’re sometimes just too involved in the day to day to know enough and care. 
 

What you can do to avoid Mistake #2:- 
 
□ Start off with a SWOT 

 
Carry out an assessment of the business perception of IT and the value it delivers (surveys, 
round table discussions) and then prioritise some quick wins. You need fast ways of proving value 
and showing any upwards trends or cost avoidance initiatives. Build on your strengths, reduce your 
weaknesses, examine opportunities and manage your ‘threats’. From your SWOT analysis, produce 
a “master attack list” and then allocate (bought-in) owners to drive them through to delivery. From 
our experience you will see results in a matter of days as ‘annoyances’ and ‘cosmetic issues’ are 
quickly batted away because you have proof on paper that you are delivering real value. 
 

□ Measure the right Metrics and KPI’s 
 
“If you can’t measure it – you can’t manage it” goes the old (20 year?) saying. Well you can now 
add to that phrase: ”…and if you can’t manage it, then it’s out of control. If it’s out of control, then it’s 
a risk (cost/threat/issue/challenge) that prevents you from progressing your implementation project.” 
 
Top Tip:- Measure what’s important and what really matters, not just what’s easy to measure. 
Spend some time establishing your reporting mechanisms. They will guide you and help you avoid 
mistakes.  
 
Don’t just measure what you can measure (because some IT tool can give you 1,000 metrics!) – 
measure what you need to. Try to get your measures represented in business terms, or how they 
underpin business objectives. Obviously such metrics and KPI’s feed into your Service Level 
Agreements – imagine how much more well received your monthly SLA review meetings would be 
if the information was business focussed. (You do have monthly SLA meetings with the business 
folks - right?)   

 
□ Spice up your Scorecard! 

 
Millions of consultancy Dollars (Euro, Pounds and Yen!) have already been spent on creating 
Scorecards – you probably already have one - and yet the premise is almost always missed. 
Measure what matters and group your measurements into the important areas for your IT or 
Business function (depending on the audience). Share your scorecard format (you might want to 
disguise the numbers!) with other Service Delivery organizations to learn how they do things. If you 
can see the numbers – discuss how they are achieving great results in certain areas where you are 
not. Key question – What are they doing (and how) – that you are not. In terms of image and 
perception within the business - Is it really a boring old IT Scorecard? Or is it more of a ShareCard, 
Business ValueCard or IT ServiceView?  
 

□ Further Resources  
 
 Recommended:-  
 
http://www.itproductivity.org/   
 
http://www2.cio.com/metrics/ 
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The Top 10 IT Management Mistakes 
(and the 33 positive actions you can take to avoid them!) 

Mistake #3  -  Thinking That Your Team Has It Covered 
 
The issue:- This is a general management classic, isn’t it? The trials and tribulations of 
empowerment, delegation and clear objective setting. A typical end-result from your trusted 
team member - “I forgot – sorry!”. Meanwhile the implementation fails… 
 
The trick within ITIL implementations is to “get close to the action”. We recommend three 
approaches to avoiding and overcoming mistakes in this area. 
 

What you can do to avoid mistake #3:- 
  
□ Get yourself “back to the floor” and keep close to the action everyday 

 
Get close to the action by walking the floor, spending time sitting next to your people and asking 
them to “show and tell” what they are building, designing, working on. 
 
This shows a genuine interest (if done sincerely!) in your people as well as you getting some first 
hand experience of the local operating conditions that you’re folks are delivering in. Recommended 
to anyone who sits (mostly) in an office all day! 
 
Help your team break down barriers and obstacles by talking through any challenges you witness. 
Use your management/executive weight to actively support the team.  

 
□ Support active participation 

 
This action is in itself - highly effective. The best example is the CIO / IT director who spends an 
hour a month sitting ‘side-by-side’ with, say, a Service Desk Analyst listening to their calls on a 
specially connected headset. The CIO will learn first hand what incidents are being raised and also 
how the support teams are working with one another. Doing this exercise unnanounced (in one 
organisation we heard of) drove some dramatic changes. The CIO actually re-prioritised a project to 
introduce a new call management system and Incident handling tool that same day! Get your 
participation programme defined and launched. Lead by example. If you support your team - they 
will cover for you.  

 
□ Make walkthroughs a positive feature of your project 

 
Conducting well run walkthroughs with a pre-determined agenda and asking the team to “show and 
tell” gives you the chance to ask ‘out field’ questions and learn more. It also provides another 
chance to validate that things are truly covered.  
 

 
□ Take on board all feedback – good or bad 

 
Ask your people for their thoughts and feelings about how things are going. Ask them for their 
suggestions and good ideas to make this proejct even more of a success. Promise to get back to 
them with an answer about when it’s going to be implemented, taken on board or perhaps why it’s 
not really suitable for this particular project this time. Become a conduit for feedback. Embrace it. 
  

 
□ Further Resources (three “Back to the Floor” mini-case studies) 

 
http://www.fastcompany.com/online/56/staircase.html 

 
http://www.rospa.com/occupationalsafety/bttf/ 
 
http://www.bupa.co.uk/about/html/pr/120503_nurses.html
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The Top 10 IT Management Mistakes 
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Mistake #4  -  Not Inspecting What You Expect 
 
The issue:- the main issue here is one of quality of the final product or solution, depending on 
your IT implementation. You made assumptions, you relied on someone else’s view, you 
thought that because things went well last time they would this time. When will we ever learn 
that complacency is truly devastating!  
 

What you can do to help prevent mistake #4:- 
 
□ Design in quality from the the very beginning 

 
From the very outset and inception of your IT project ensure that you involve the right cross-section 
of people. Gather their thoughts, concerns, priorities, must-have items and ensure that these are 
taken care of within the Analysis and Design stages of your IT project. Invite representatives from 
your user/Customer community to help guide your design decisions.  

 
□ Test – feedback - improve, then test some more 

 
Now we all know there’s nothing better than spotting issues in ‘test’ mode – then fixing them before 
go-live. Testing within the context of a new service, is much tougher. Services are, by their nature, 
instantly perishable, non-tangible and therefore any feedback is pretty subjective due to the service 
recipients limited personal experience. You do need to test things. Devise cunning test plans that 
find the holes as well as prove what we know already works. Caution - think through the 
personalities involved before you take action on a limited quantity of feedback from test results – 
sometimes they are misleading and not representative. Take positive action on facts – not ‘lucky’ 
results.   

 
□ Pilot your forthcoming new service and create Service Champions 

 
You may need to think carefully about piloting your new IT service to a small and known group of 
end-users first. Take on board their early feedback and make things even bettter before the you go-
live across the business. If things go well with the pilot group – they automatically become a great 
reference for your project. Business line managers always like to hear a success story somewhere 
else before they get the chance to use a new Service. 

 
□ Think through “Service Capacity” management 

 
Well, it’s one thing for a small pilot to go well – but have you thought through the service demand 
implications for the project you are working on. In this context we’re thinking more about people – 
as opposed to systems - capacity. Think through the minimum, average, maximum, ‘overloaded’ 
and ‘ongoing’ new take-on positions for the Service you are launching or enhancing. For each of 
these service loads, work through your process flowcharts and think through the delivery teams 
ability to actually deliver a consistent standard of service. What triggers do you have to tell you 
when you need more people to meet service demand? What triggers do you have when ‘load’ is low 
and resources can be diverted to higher priority tasks (rather than burning ‘idle time’).  

 
□ Plan right the way through to benefit realisation 

 
To help you get what you need – you need to plan right the way through to benefits realisation 
stage of your project. Far too many initiatives look like they succeeded (delivered on time, to 
budget, to specification) but it’s only really when a few days/weeks have passed that you can even 
begin to measure whether the project has enabled the business the realise the planned benefits. 
Ensure that your IT project is planned right the way through to benefits realisation stage. 
Ensure that you can clearly capture the benefits and then present them back to the business. You 
need to ‘market’ the results to build credibility and prove that IT delivers.  
 

□ Further Resources 
 
http://www.servicedesign.org/wiki/index.php/Main_Page 
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The Top 10 IT Management Mistakes 
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Mistake #5  -  Not Creating a Partnership with Business Management 
 
The issue:- Working in isolation of the business (even if you feel you have all relevant IT 
areas engaged) ultimately leads to a “lower value” final IT solution. We say “lower value” 
because it’s the end business line that needs to benefit from a faster, lower cost, more 
effective service in order for that business line to maximise it’s time spent on core business 
activities and adding value to the end Customer.  
 

What you can do to prevent mistake #5:- 
 
□ Create Strong Business Partnerships 

 
Creating a strong partnership with the business helps to ensure that the value you are trying to 
deliver is realised to the very best of its potential. Another benefit of creating a strong business 
partnership is that “tolerance and flexibility” are often generated as an unintended but supportive 
(and therefore very pleasant) outcomes.  
 
So, when things go wrong or you need to re-adjust a few target dates – working in partnership with 
the business gives you a much better platform to have these discussions on. The business will be 
up to date with recent developments and are much more inclined to understand your reasons and 
agree to them. 
 

□ Launch new user communities and online forums 
 
Form special communities and user groups. Make the people in the business feel welcome, 
knowledgeable and kept up to date. Host community meetings with special updates on how the 
project is progressing. Why not consider implementing low cost online forums where users and IT 
people can converse over a number of weeks on new functionality, new ideas and so forth. It’s 
better than e-mail and less overhead than reams of paper control documents. Knowledge sharing 
shouldn’t be restrained.  

 
□ Activate new peer-to-peer relationships 

 
Take the lead and build new peer-to-peer level relationships both between yourself and your 
business peers, as well as the people who are in your team. 
 
A deeper understanding of how the business works will enable you to adapt your final 
implementation into the best possible business context. You will find that small, seemingly irrelevant 
decisions made along the way, will always be made with the best interest of the business in mind. 
 
The most successful IT implementors we have worked with always conversed regularly with their 
business peer before reaching an important decision on the project. 

 
□ “Think of Yourself As The Customer” 

 
Is your Scorecard in business language or IT jargon? Do you speak in a common business 
orientated language? How would YOU feel as the recipient of the Service you are providing – 
delighted or frustrated? Put yourself in your Customers shoes everyday throughout your IT project. 
Make decisions based on the best outcome for your Customer, that your business (and budget) can 
afford.  
 
Top Tip:- Do everything you can to ’Hardwire’ the voice of your Customer into your Project. 

 
□ Further Resources 

 
www.vbulletin.com 
 
http://www.booksonbusiness.co.uk/scripts/view_product.php?id=201 
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The Top 10 IT Management Mistakes 
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Mistake #6  -  Burning Yourself Out 
 
The issue:- Personal burn-out is pretty self explanatory but it seems to be getting out of 
control in certain countries around the world. Avoiding your own personal burn-out and that of 
your project team members will dramatically increase your opportunity to maximise the results 
you achieve. 
 
We really believe that burn out is a direct result of:- poor planning, poor scope creep 
management and failure to monitor daily progress against the master plan of “where you need 
to be” – and this is before anyone blames external influences!   
 

What you can do to prevent mistake #6:- 
 
□ Plan ahead to achieve the right Home/Work balance 

 
Plan ahead, build in vacation time, keep those special events sacred(Daughter’s birthday 
party, Son’s sports day). You can set everybodys expectation that you are totally 
prepared to come in early and leave late when you really have too - but the complement 
to this is that you get to do the same for your plans too! When you are taking your final 
few breaths (in many years to come!!) you will NOT wish you had spent more time in the 
office.  

 
□ Build a healthy ‘paranoia’ about preventing scope creep 

 
When you set out on your IT projects you define and agree with the project sponsor and 
the business representative exactly what needs to be delivered, by when and the amount 
of funding/resource you need to deliver it. You need to become hyper-active about 
additional requests during the project lifecycle. This is one of the key fundamentals why 
people burn out occurs. You don’t know when to say, “Yes, however…” – see below. 

 
□ Learn to say, “ Yes,  however… ” instead of an unwelcome, “No” 

 
No-body likes to hear the word ‘No’. Especially from Project delivery. Instead of using an 
unwelcome, “No, we can’t do that…”, use the powerful phrase, “Yes, however…”. 
 
It works like this. A business sponsor during early testing of a new IT system really likes 
what they see and asks you for even more functionality. You know it will take at least two 
more development days to achieve. Your response to whether they can have it should 
be…”Yes, however it will need to be in Phase Two”, or perhaps, “Yes, however, we will 
need to cut back the reports you wanted from 10 to 5 to remain on schedule. How does 
that sound?”  
 
You get the drift. You will probably get 10’s to 100’s of tiny scope creep requests during 
the life of your ITIL project – and they all very quickly add up to weeks and weeks worth 
of extra effort. This ultimately could make or break your project delivery schedule. 
 
Keep thinking to yourself, “anything is possible but always at the opportunity cost of 
something else”. Something’s gotta give – but it should not be your career when you 
deliver four weeks late and over budget. [One of those “big mistakes”]  
 

 
□ Further Resources 

 
http://www.worklifebalance.com/
 
http://www.mastering-the-balance.com
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Mistake #7  -  Not Testing Your ‘Backup’ Solution 
 
The issue:- Things go wrong. That’s why we pay for insurance. You need to develop your own 
“insurance” mechanisms to help you avoid, fix, outsource or minimise the risk of things going 
wrong. Once you’ve got these mechanisms – you need to test them to make sure they work.  
 
[Have you ever needed to make a claim against your insurance policy but it’s expired and you 
forgot to renew?] 
 

What you can do to help avoid mistake #7:- 
 
□ Identify your risks and your exposure to these risks – then actively manage them 

 
Keep a separate risk register and encourage everyone to keep adding risks. Don’t worry 
about the volume or the relevance of how many are on their at any one time. Volume is 
meaningless because it only takes one absolute killer risk with a high exposure – that you 
didn’t see coming – to blow your project away. Ensure that everyone understands that 
these risks are reviewed regularly and it’s everyone’s responsibility to be aware of them 
and take the appropriate action to avoid/fix/outsource/minimise the potential occurrence 
and exposure to them. Incidentally, by outsource we mean “making it somebody else’s 
problem”, such as paying a third party company to deliver a certain aspect of your project 
where you deemed the internal risks to be too high. Obviously they need to satisfy you 
that their approach de-risks your project.   

 
□ Turn issues into bonus opportunities (a shift in mindset is required here) 

 
Your first reaction to a new issue is often an unhappy one. But in the end all issues do 
lead to new opportunities, as this sidebar story reveals… 

 
 
 

Sidebar Story…“What happens if we just ‘pull the plug’?” 
 
One business manager assounded us one day in a pre-live walkthrough 
meeting by piping up, “What happens if we just pull the plug (on the 
electricity) or the power fails and we have no systems?” 
 
Errrrrrr… we had not thought this one through at all – a real curve-ball! 
 
- Major assumption – systems (nearly) always work. Mission critical systems 
are protected by UPS, battery back-up and so on… but what about the 
implications for our new service? 
 
- A flood of end-user calls to the Service Desk. Incident Management actively 
engaged to execute system recovery procedures, the aftermath of whether 
the data capture was uploaded to the database? 
 
- All right, this is getting into the realms of Disaster Recovery and Business 
Continuity – but there were certainly high impact service implications here. 
 
 - We needed a contingency plan - one that the business could afford and 
agree to. 
 
IT Services Project Manager, U.K. 2004. 
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Mistake #8  -  Not Asking For Help 
 
The issue:- Hiding, re-shaping, avoiding or even just refusing to believe the truth generally 
leads to disaster. The trick is to simply ask for help as soon as something is not right.  
 

What you can do to help avoid mistake #8:- 
  
□ Make sure everyone knows, “There’s no such thing as a stupid question” 

 
Did you know that bad news isn’t like wine – because it doesn’t get better with age? 
Instill a culture within your IT project that helps to ensure your people can ask for help 
whenever they need it. Support your people by actively listening to their questions.   

 
□ Instill a “No blame culture” 

 
Wouldn’t you much rather know what’s risky or what’s wrong right now - than face a big 
issue tomorrow? Of course you would. So, why not make this one of your golden rules 
that you lay down to everybody each time you run your very first project kick-off meeting? 

 
□ Mantra:- “It’s always better to fix the issue - before it’s live” 

 
You are an IT professional. You know what it feels like to have to resolve an incident that 
should have been picked up and eliminated during testing. Even with the best issues, 
defect and risk registers in the world – there will be something that someone knows that 
has not been raised or tracked formally. Guaranteed. 
 
So, as implementation day approaches personally check with all your key people, “Is 
everything alright?”, “What can you see – that nobody else can?” and “How good do you 
feel about this implementation going 100% perfect?” 
 

□ Famous Quotes about “Asking for help” 
 
”It is neither the statesman nor the friend who is asking your help and assistance, but 
simply the (wo)man.” Pierre Laval 
 
”A single question can be more influential than a thousand statements.”  
Bo Bennett 
 
”Asking (for help) is the beginning of receiving. Make sure you don't go to the ocean with 
a teaspoon. At least take a bucket so the kids won't laugh at you.”  
Jim Rohn 
 
”If there is something to gain and nothing to lose by asking (for help), by all means ask!” 
W. Clement Stone 
 
 

□ Further Resources 
 
Recommended:-  
 
http://www.optimalthinking.com/Questions.shtml 
 
http://www.pleaseandthanks.co.uk/toolkit/patcc007.html
 
http://www.seventhform.co.uk/km/tt_next.htm
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Mistake #9  -  Not Devoting (enough) Time to Personal Development 
 
The issues:- A key area often overlooked in our business working lives is that of personal 
development and performance improvement. The last two mistakes will cover these important 
topics. In our experience, more and more personal development activitiy is being squeezed 
out through the pressures of the business having to benefit from a new service or system to 
remain in line with their competitors.  
 
You need to find new, innovative ways of synergising your IT projects with personal 
development time. Learn while you earn!  
 

What you can do to prevent mistake #9:- 
 
□ Learning is an everyday activity 

 
Make sure you learn three new things everyday that make you a better leader/person. 
Stick a post-it note on your PC screen with three little hand drawn boxes on it. Tick off 
each box as you learn something useful. Scribble that thing down next to the box. Keep 
this post-it note stuck underneath your PC keyboard. Do the same for two weeks (10 
working days). After this time re-read all your 10 post-it notes with your scribbles on them. 
Didn’t you manage to learn a lot without much extra effort?! Share your best learnings in 
your next Project review/update meeting or email.  

 
□ Knowledge sharing 

 
It takes a little extra effort at first. It also feels like you don’t get much back at first – but 
developing a sharing mentality is vital for very successful projects. We acknowledge that 
putting a monetary value on the knowledge you wish to share often helps to focus the 
mind. For example: advising your team that this new case study you have found with 
some brilliant lessons learnt will actually save everyone about 3 days potential wasted 
effort and that’s worth around $10,000 in planned project budget terms. This story is 
much stronger than merely emailing the team with the comment “read this – it looks 
good”. 

 
□ Longer term development strategy 

 
Fast forward the clock of life - what will your last job be before you retire? 
We are really thinking about where you are developing yourself for the longer term. Start 
at your retirement age and work backwards to where you are today. What will the world 
be like in 1, 10, 20 years time? What skills do you need to stay in the upper quartile of 
your profession? What new experiences do you require to boost your resumee’s value to 
potential employers? One tip that we suggest here is this:- “Learn as you earn”. Taking on 
new responsibilities is an opportunity to learn new skills, work with new folks and develop 
yourself.   
 

 
□ Further Resources 

 
NEW . http://www.1automationwiz.com/app/?Clk=1204227  
 
http://www.brint.org/WhyKMSFail.htm 
 
http://www.brint.com
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Mistake #10  -  Not Finding yourself a Mentor or Coach 
 
The issues:- all the top performers and athletes all have coaches: It amazes me that the 
concept of mentoring and professional coaching is not more established in business (outside 
the US anyway). 
 
Think about Football, Baseball, Basketball – everyone in the team has a physical coach, a 
team coach and often this is supplemented with specialist coaches for dietary requirements, 
psychologists for “mental agility”, the list goes on. 
 
But what about us business folks? Not much going on is there. Culturally (again, outside of 
the US) when was the last time you heard soemone say, “I’m off to meet with my personal 
development coach?”  We urge you to buck the trend! 

 
  

What you can do to avoid mistake #10:- 
 
□ Find one – fast! 

 
Get on the Web and find yourself an experienced coach. Invest a small amount of your 
monthly paycheck. Actually, it is not unusual to ‘meet’ your coach via conference call 
these days once a week for a set number of weeks. An independent and experienced 
business coach can help you in many ways, especially helping you to ‘steer your course’ 
through difficult times. 
 

□ Become a 360° ‘rounded’ kind of IT professional 
 
Feedback provides growth and development opportunities – so go get some today. Ask 
for feedback either directly or via your manager (or another trusted person). Take it on 
board and vow to change as a result of learning more about yourself.  

 
□ Bounce ideas around 

 
Bounce options and possibilities around – test new approaches to your approach 
everyday. Find the one’s that work for each individual that you deal with. Adapt and reap 
the benefits.  

 
□ Leverage the experience of others to avoid mistakes 

 
Needs no explanation! You can always ask for advice – it’s free and you don’t have to 
take it… but it can and should help you shape your thoughts and responses to given 
situations.  
 

□ Further Resources 
 
 Recommended:- 
 
www.the-power-of-it.com/cgi-bin/affiliates/clickthru.cgi?id=ryears
 
http://careers.iop.org/mentoring/mentor_booklet_05.pdf
 
http://www.mentoringgroup.com/html/mentee_39.htm 
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Visit Dr. ITiL – for more information 
 
www.dritil.com is thought to be the world’s largest IT Service Management Blog (Web Blog). 
 
Visited by over 16,000  IT Service Management Professionals each month, Dr. ITiL provides thousands 
of service people with their daily source of Service Management news, articles, white papers, product 
reviews and lots more! 
 
Lauched in February 2005 by three experienced ITIL experts, the original goal was to provide access to 
free and simple to execute “how to” information for a worldwide audience. 
 
That goal has since been complemented with the site focussing on ensuring the best possible adoption 
of ITIL and other Service Management best practices worldwide. 
 
Each month over 1,000 IT professionals receive their free bi-monthly Dr. ITiL e-zine designed to 
promote much more about Service futures, implementations and advanced techiques of IT Service 
Management best practice. 
 
Hey - why not join us today? 
 
With over 350+ links, articles, reviews and news items www.dritil.com is becoming the one-stop shop for 
what’s new in IT Service Management. 
 
With so much going on – and easy search capabilities by category – you may find yourself staying with 
us for a while! 
 
Here are some recent Dr. ITiL Articles to assist you with your latest ITIL project implementation:- 
 
http://dritil.blogspot.com/2005/07/itil-implementation-best-practice.html
 
http://dritil.blogspot.com/2005/08/what-to-expect-from-your-itil.html
 
http://dritil.blogspot.com/2005/06/avoid-itil-implementation-project-slow.html
 
http://dritil.blogspot.com/2005/08/shrink-wrapped-itil-ready-to-go.html
 
http://dritil.blogspot.com/2005/06/kickstart-your-itil-implementation.html
 
http://dritil.blogspot.com/2005_04_24_dritil_archive.html
 
Also, visit www.dritil.com and select one of the new categories for more information. 
 
 
Any comments, feedback or good ideas? 
 
If you enjoyed this white paper or you have any additional comments, why not e-mail the Dr. ITiL team 
(feedback@dritil.com) and let us know. We are always keen to improve the information we provide to 
you. 
 

 
 
 
 
 
 
 
 
 
 

 
The Dr. ITiL team and E-Lluminate LTD cannot guarantee your future results and/or success. There are some 

unknown risks in business and when implementing ITiL that we cannot foresee which can reduce results. We are not 
responsible for your actions. The use of our information should be based on your own due diligence and you agree 

that our company is not liable for any success or failure of your actions or business that is directly or indirectly related 
to the use of our information. All advice and links are used at your sole discretion. © E-Lluminate 2005.  
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