
Where ITIL and LEAN 6 Sigma Meet
ITIL is the most recognized best practice framework for IT Service Management, and as such, many 
organizations have invested in researching and implementing ITIL practices.

However, implementing ITIL can be challenging. The ITIL framework specifically states that of the ITIL 
processes, organizations should: 
“... adapt them to work in their specific environments”.

Organizations realize that while ITIL provides a high level strategic Vision that 
encompasses ‘Why’ and ‘What’ benefits they can achieve through improvements 
in IT Service Management, ITIL does not provide guidelines, advice or prescribe 
‘How’ to identify the actions and activities required to implement ITIL compliant 
IT Service Management. 

To answer the question ”How” to increase IT Service Management capabilities, 
the ITIL framework recommends alternative methodologies including LEAN Six 
Sigma tools.

LEAN Six Sigma complements ITIL by focusing on the elimination of non-value-
added activities of the process which leads to improving effectiveness and 
efficiency of IT Service Delivery, (e.g. removing redundancies, rework loops). 
Furthermore, emphasis is placed on evidence based facts collection and analysis 
to monitor and improve process performance and stability on a continuous basis.

LEAN Six Sigma and The Service Desk
The Service Desk is the central point of contact for clients and the foundational 
component of the ITIL processes. It can become an excellent focal point for 
organizational improvement of service delivery, and for collecting the necessary 
data to inform management decisions. 

LEAN Six Sigma defines the gaps and issues from the current As-Is process 
flows, identifies root causes that impact efficiency and effectiveness and leads 
to improved desired state process flows. (See Case Study) This methodology 
provides the information needed for organizations to clearly articulate ‘How’ to 
improve their IT Service Management Capabilities.
 
LEAN 6 Sigma reduces waste, optimizes and stabilizes the process, and provides 
continued service delivery improvement in an evolving environment.
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CASE STUDY: After the 
implementation of a new 
Enterprise Resource Planning (ERP) 
system in a midsized organization, 
using LEAN Six Sigma tools, the 
Service Desk identified that a 
statistically significant number of 
support requests were basic “How 
do I?” questions. (E.g. How do I 
export this data to Excel?) 

This information enabled IT to 
work with other organizational 
functions to identify the 
appropriate training materials 
and job aids, and importantly, 
providing links to this material 
within the Service Desk 
Knowledge Base. These links 
significantly reduced Service 
Desk effort in answering these, 
how do I? questions as the links 
to the appropriate information 
could be immediately sent to the 
requesting individual by email.
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