
Technology and Investment, 2012, 3, 48-55 
http://dx.doi.org/10.4236/ti.2012.31007 Published Online February 2012 (http://www.SciRP.org/journal/ti) 

Risk Management of IT Service Management Project 
Implementation with Killer Assumptions* 

Jiangping Wan1,2, Lianyu Liang1 
1Faculty of Business Administration, South China University of Technology, Guangzhou, China 

2Institute of Emerging Industrialization Development, South China University of Technology, Guangzhou, China 
Email: scutwjp@126.com, jade_go@163.com 

 
Received January 4, 2012; revised February 4, 2012; accepted February 11, 2012 

ABSTRACT 

Large IT service management (ITSM) project has high complexity and low success in implementation. Five common 
killer assumptions are selected from Warfield’s 17 Killer Assumptions through empirical analysis. Enterprise interview 
and questionnaire survey are used to establish and verify the relational model between the root risk factors of imple-
mentation of the ITSM project and the six complexity propositions based grounded theory. Finally, risk-averse strate-
gies are put forward to meet the demand for complexity: 1) Identify the individual and pay attention to complexity; 2) 
Select process carefully; 3) Develop innovative language; 4) Personalized the workspace according to the demand; 5) 
Enhance the role of senior executives; 6) Appropriate communication. The research goal is to reduce the complexity of 
ITSM project’s implementation in order to manage the risks. 
 
Keywords: IT Service Management; The Laws of Complexity; Killer Assumptions; Grounded Theroy; 
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1. Introduction 

Now the IT Service Management (ITSM) project has 
been concerned deeply by the industry. ITSM is a proc-
ess-oriented and customer-centric approach. It enhances 
IT organizational service delivery, service level and the 
ability by integrating IT service and organizational busi-
ness [1]. 

Problematic situations dominated by complexity per-
sist in many organizations, sustained by the combination 
of the influence on managers of numerous Killer As-
sumptions carried over from normal practice and organ-
izational inertia. The Killer Assumptions relate to com-
plexity, learning, processes and organization infrastruc-
ture [2], and twenty laws of complexity were put forward 
[3]. A science of complexity integrates all of the material, 
in order to show both the theory of complexity and the 
empirical evidence that has been accumulated to show 
the validity of the theory. A principal outcome of the 
science of complexity is called the work program of 
complexity (WPOC) [2]. WPOC was applied by a large 
cross-functional team of Ford engineers and system de-
velopers in the mid-1990s as an enabler to create an en-
terprise-wide information system [4]. The propositions of 
complexity of software process, WPOC of software proc- 

ess improvement, software enterprise model and software 
production support structure are clarified in [5]. 

This paper is organized in the following: Section 2 is 
literature review, including killer assumptions, twenty 
laws of complexity, seven root risk factors of implemen-
tation of the ITSM project. Section 3 is empirical analy-
sis of killer assumptions. Section 4 is risk factor analysis 
based in complexity proposition. Section 5 is risk Averse 
Strategy. Finally Section 6 is conclusions. 

2. Literature Review 

2.1. The Classification of Killer Assumptions 

The impact of the killer assumptions may be widespread. 
They may limit the capacity of capable people to perform 
effectively, and may significantly the quality of whatever 
outcomes occur from human effort. The impact on indi-
viduals in organizations was described by a group of pro- 
gram managers with a term they coined: “structural in-
competence”, meaning that individuals who were very 
competent were reduced to effective incompetence by 
institutional structure, bureaucratic constraints. The classi-
fication of killer assumptions is illustrated in Table 1 [2]. 

2.2. Twenty Laws of Complexity 
*This research was supported by Key Project of Guangdong Province 
Education Office (06JDXM63002), NSF of China (70471091), and 
QualiPSo (IST-FP6-IP-034763). 

Complexity is an attribute of many systems that are of 
great importance to the society. Over a quarter of a century 
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Table 1. The classification of killer assumptions. 

Complexity 
(one) 

Learning 
(two) 

Evidence 
(two) 

Processes 
(four) 

Infrastructure 
(seven) 

High-Level Executive 
& Their Decision (one)

1) The site of 
complexity is in 
the systems 
being observed. 

2) Human learning 
powers are scale 
independent. 
3) In high-technology 
environment of today, 
learning from history is 
largely irrelevant to 
organizational 
decision-making. 

4) There is no 
need for empirical 
evidence to justify 
assumptions of 
relevance. 
5) If information  
comes from a 
“prestigious source”,
it need not be 
questioned. 

6) Normal processes are  
sufficient to enable  
description and diagnosis 
of problematic situations 
involving high complexity. 
7) The findings from  
behavioral science about  
behavior of individuals, 
groups, and organizations are 
too “soft” to have any role  
in the management of  
organizations. 
8) Simple amalgamation of  
disciplines will relieve  
disciplinary shortcomings in 
considering comprehensive 
domains. 
9) There is seldom any reason 
to give the types of relationships
that are studied the type and  
depth of selectivity that given  
to the topics being related. 

10) Representation of 
complexity through  
common quantitative 
formalisms from physical 
is adequate for resolution  
of complexity. 
11) The extent of valid 
application of common 
quantitative formalisms 
from physical sciences into 
socio-technical arenas is 
very large, and is almost 
automatic. 
12) There isn’t need to 
allocate space specifically 
for the purpose of 
portraying complexity. 
13) Natural language is 
adequate to represent 
complexity. 
14) There isn’t t reason to 
provide any special  
infrastructure at work to 
deal with complexity,  
since we have computer, 
monitor, etc. 
15) It is always appropriate 
to discuss science and 
technology as though there 
aren’t essential distinction 
between them. 
16) Academics should be 
free to call any subject that 
they choose a “science” 
without regard to 
institutional quality  
control or supervision. 

17) The executive has 
the intellectual capacity
to comprehend: 
a) All of the factors that
are relevant to an 
executive decision. 
b) How the various 
factors are interrelated
in problematic situation.
c) What alternative are
relevant when it is time 
to make choice. 
d) How to prioritize 
the alternatives. 
e) At what time action 
should be initiated. 

 
of research on complexity has revealed twenty laws of 
complexity [2,3], which appear to be applicable to virtu-
ally all complex systems that serve the public (Table 2). 

2.3. Seven Root Risk Factors of ITSM Project 
Implementation 

Reference [6] was concluded that if the organization 
wished to successfully implement ITSM’s customer sat-
isfaction model, it should eliminate the misunderstand-
ings of IT service objectives first, while the adoption of 
knowledge supporting structure of IT service manage-
ment could play a multiplier effect. Reference [7] was 
concluded that if the organization wished to successfully 
implement ITSM’s customer satisfaction model, it should 
eliminate the misunderstandings of IT service objectives 
first, while the adoption of knowledge supporting struc-
ture of IT service management could play a multiplier 
effect. 

Reference [8,9] identified the risk factors which re-
sulted in the failure of ITSM project implementation, and 

they are sorted in accordance with the importance degree 
of the risk. The most critical twenty risk factors were also 
identified. There are in the following: 1) Objectives of 
the project are not clear; 2) The senior officials of the 
enterprise are indecisive; 3) Inadequate and ineffective 
communication among staff members; 4) The core 
members or project managers of an external IT company 
are inexperienced; 5) Senior officials do not give proper 
priority to the project; 6) Design is not based on business 
demands; 7) Vague responsibility definition among staff 
members; 8) Process mission and objectives are not clear; 
9) The business demand analysis is not sufficient; 10) 
The external IT company and the enterprise do not reach 
consensus on the business processes; 11) Customer de-
mands change frequently; 12) The brain drain on the en-
terprise is too much; 13) The company and the client are 
not in agreement on the level of service; 14) The busi-
ness strategy of the enterprise is vague; 15) The re-
sources allocated to the project are not sufficient; 16) The 
branch separatism phenomenon occurs when the enter-
prise encounters branch conflicts; 17) The external 
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Table 2. The classification of complexity laws. 

Behavior Based (70%) 
Laws 

Custom Physiology Organization

Media Based 
(10%) 

Mathematical Based
(30%) 

L1 Triadic Compatibility  *   * 
L2 Requisite Parsimony  *    

L3 Structural Underconceptualization * *  *  

L4 Organizational Linguistics   *   

L5 Vertical Incoherence Organization   *   

L6 Validation     * 
L7 Diverse Beliefs *     

L8 Gradation     * 
L9 Universal Priors *     

L10 Inherent Conflict *     

L11 Limits  *    

L12 Requisite Saliency * *    

L13 Success and Failure     * 
L14 Uncorrelated Extreme     * 
L15 Induced Groupthink *  *   

L16 Requisite Variety     * 
L17 Forced Substitution   *   

L18 Precluded Resolution   *   

L19 Triadic Necessity and Sufficiency     * 
L20 Small Displays *   *  

 
IT company staff doesn’t have appropriate authority; 18) 
Incorrect order of process implementation; 19) IT infra-
structure planning and design are unreasonable; 20) The 
project scale is too large, which increases the complexity 
of management. 

Then, interpretive structural model (ISM) is applied to 
determine the twenty risk factors’ causal relationship, 
and ISM of risk factors of the service management pro-
ject implementation is established. Finally, six root risk 
factors are identified: 1) Objective of the project is not 
clear; 2) Inadequate and ineffective communication among 
staff members; 3) Senior officials don’t give proper pri-
ority to the project; 4) The business strategy of the enter-
prise is vague; 5) The brain drain on the enterprise is too 
much; 6) The IT infrastructure planning and design in the 
enterprise is unreasonable. How to solve the six root risk 
factors effectively? It may be the key to implementation 
of IT service management project. In our understanding, 
ITIL 3.0 pays much attention to that the indicators with 
science; 7) Indicators without science is the seven root 
risk factor in this paper. 

3. Empirical Analysis of Killer Assumptions 

Statistics Analysis of Questionnaire 

The respondents in this paper are the graduate students in 
grade three and students of Master of Software Engi-
neering (MSE), most of which are working in IT depart-
ments of government, enterprises and research institu-
tions. Before taking the questionnaire, several impalpable 
definitions were explained to the respondents. There 

were 105 valid returns out of the 114 questionnaires, 
collected in February and March in 2011. The respon-
dents’ sex ratio is about 3:2 (61:44) and the age is be-
tween 21 and 36. Among them, 41% (sample size 43) is 
in major of Business Management, 27% (sample size 28) 
is in administrative decision and 17% (sample size 18) is 
studying MSE, among which there are two information 
system managers, two project managers, five experi-
enced information system professionals and 9 informa-
tion system users, all having good understanding with 
information system. 

The descriptive statistics is illustrated in Table 3. 
It can be illustrated in Table 3 that: 1) Mean varies 

from 1.73 to 3.99, which means killer assumptions do not 
meet with fierce opposition; 2) Killer assumptions, which 
sample mean is larger than 3.5, will be selected to find 
which can be universally recognized. 

In order to test whether there is significant difference 
between sample mean and population mean, we took One 
Sample T-test with SPSS. The result of 1-Sample K-S 
showed the sample about the 17 killer assumptions is 
normal distribution, meaning T-test is viable. 

H0: population mean = 3.5; H1: population mean ≠ 3.5. 
Confidence is 95%, and α = 0.05. Then One-Sample T 
Test was taken with SPSS (Table 4). 

Five killer assumptions were universally recognized: 1) 
Human learning powers are scale-independent (K2); 2) 
Simple amalgamation of disciplines will relieve discipli-
nary shortcomings in considering comprehensive do-
mains (K8); 3) Complex problems can be solved through 
mathematical models and equations (K1 0);  4) 
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Table 3. Statistics description of questionnaire on killer as- 
sumptions. 

 N Min Max Mean Std. Deviation

K1 105 1.00 5.00 2.8857 1.07698 

K2 105 1.00 5.00 3.7619 0.96600 

K3 105 1.00 5.00 1.7333 0.68313 

K4 105 1.00 4.00 1.8190 0.61677 

K5 105 1.00 4.00 1.8190 0.63217 

K6 105 1.00 4.00 1.9619 0.71956 

K7 105 1.00 4.00 1.9524 0.71227 

K8 105 2.00 5.00 3.9905 0.70021 

K9 105 1.00 5.00 1.8571 0.77743 

K10 105 2.00 5.00 3.6095 0.91457 

K11 105 1.00 5.00 3.6190 0.77684 

K12 105 1.00 5.00 2.5905 0.81683 

K13 105 1.00 5.00 3.8476 1.26932 

K14 105 1.00 4.00 1.9048 0.62824 

K15 105 1.00 4.00 1.8190 0.67626 

K16 105 1.00 5.00 2.6286 1.08537 

K17 105 1.00 4.00 2.2667 0.79984 

 
Table 4. The result of One-Sample T-Test. 

Test Value = 3.5 

95% Confidence Interval
of the Difference  

  
Sig. 

(2-tailed) 
Mean  

Difference 
Lower Upper 

K1 –5.845 104 0.000 –.61429 –0.8227 –0.4059 

K2 2.778 104 0.006 0.26190 0.0750 0.4488 

K3 –26.500 104 0.000 –1.76667 –1.8989 –1.6345 

K4 –27.927 104 0.000 –1.68095 –1.8003 –1.5616 

K5 –27.247 104 0.000 –1.68095 –1.8033 –1.5586 

K6 –21.903 104 0.000 –1.53810 –1.6773 –1.3988 

K7 –22.265 104 0.000 –1.54762 –1.6855 –1.4098 

K8 7.178 104 0.000 0.49048 0.3550 0.6260 

K9 –21.654 104 0.000 –1.64286 –1.7933 –1.4924 

K10 1.227 104 0.223 0.10952 –.0675 0.2865 

K11 1.570 104 0.119 0.11905 –.0313 0.2694 

K12 –11.410 104 0.000 –0.90952 –1.0676 –0.7514 

K13 2.806 104 0.006 0.34762 0.1020 0.5933 

K14 –26.019 104 0.000 –1.59524 –1.7168 –1.4737 

K15 –25.470 104 0.000 –1.68095 –1.8118 –1.5501 

K16 –8.227 104 0.000 –0.87143 –1.0815 –0.6614 

K17 –15.801 104 0.000 –1.23333 –1.3881 –1.0785 

 
Quantitative formalisms from physical sciences can be 
extended into socio-technical arenas (K11); 5) Natural 
language is adequate to represent complexity (K13). 

4. Risk Factor Analysis Based on Complexity 
Proposition 

4.1. Ground Theory Overview 

Ground theory to provide the basic knowledge and pro-
cedures needed by persons who are about to embark on 
their first qualitative research projects and who want to 
build theory at the substantive level. In this paper, the 
main steps of grounded theory are in the followings [9]: 
1) Theoretical sampling; 2) Collecting information; 3) 
Coding information, and forming the concepts from in-
formation; 4) Continually comparing between data, and 
between conceptions and between data and conceptions; 
5) Forming theoretical conceptions ,and establishing the 
relationships between conceptions; 6) Building theory 
and judging it. 

4.2. Research Questions Generation 

The scientific theory of complexity of structured-based 
school is used to solve the subjective question in the 
large complex project: what is the relationship between 
the twenty complexity proposition and root risk factors? 

4.3. Data Collection 

During the interviews, we listened and paid attention to 
what the interviewee concerns in the perspective of par-
ticipant in order to avoid the preconception and guidance. 
In additional, we used open questions to encourage the 
interviewee to speak their real ideas. 

4.4. Data Procession 

After dispersing the data structure, we analyzed in detail, 
and discussed with relevant experts, compared and 
screened continuously between data, concept and com-
plexity proposition. Finally, eleven concepts were formed, 
and seven complexity propositions and killer assumptions 
corresponding to them were found (Table 5). The con-
cepts from open coding and the corresponding root risk 
factors were obtained as well (Table 6). 

4.5. Theory Building 

Theoretical coding refers to the implicit relationship am- 
ong the concept or the category formed by conceptualiz-
ing substantial code, such as coordinative relationship, 
causal relationship and progressive relation, etc. They are 
natural emerged to generated the concept, then form a 
complete theory. 

The Law of Requisite Saliency considers group mem-
bers always have great difference when they evaluate the 
relative importance of each factor for complex situation 
and problem. If we do not take further study of the actual 
situation of the design, it will come up with the ineffective 

Copyright © 2012 SciRes.                                                                                   TI 



J. P. WAN  ET  AL. 

Copyright © 2012 SciRes.                                                                                   TI 

52 

 
Table 5. The concepts from open coding and the corresponding complexity propositions. 

Category Concept Examples of original record (abstract) Killer assumption 

The Law of 
Requisite 
Saliency 

Give priority to the process 
works fast decide the  
priorities according to 
customer requirement. 
Give priority to the known 
problems. 

(Decide the order to implement ITIL) Customer perception is most 
from the service desk, the company should set up the service desk. 
We should set event priorities according to the customer level, 
followed by the difficulty of the event.  
We should revise our judgment of the event priority in 
accordance with the customer demand. 
First know, first handle.  

 

The Law of 
Triadic 
Compatibility 

The memory processing 
capacity is limited. 

Computer is necessary to desk clerk, because it is impossible for 
them to remember the classification. What we did first is to make a 
3-level classification, for example, the customer’s problem will be 
classify as “hardware requirements, notebook, printing goes wrong” 
in turn, then a “incident description” will be added. 

Human learning powers  
are scale-independent.  

The Law of 
Diverse Beliefs 

Have disagreement on 
“standard”. 

During the project implementation, setting standard is the 
most difficult. 

Simple amalgamation of  
disciplines will relieve  
disciplinary shortcomings 
in considering  
comprehensive domains.  

The Law of  
Organizational 
Linguistics 

Improve the objective  
environment for  
communication promotion. 
Guarantee the communication 
frequency through the 
institution. 
Use standard language. 
Use common language. 

We use open office, in order to solve the problem immediately. 
Communication must be cyclical. Morning meeting, weekly  
meeting and monthly meeting is necessary for compulsory  
communication. Besides, speech time for each one and  
meeting record is fixed. 
We use the operation procedure rather than daily language when 
we give guidance to the users, or they will be impatient. 
The department manager and middle-level leader have to share the 
same idea. 

Natural language is  
adequate to represent  
complexity. 

The Law of 
Small Displays 

The content in the  
screen is limited. 

The staff is not able to obtain all knowledge in training, so we  
use simulation training to enforce study. 
Diagrams are used in a great quantity for direct expression 
in training/report material, but the most significant is the ability 
of expression and communication of the speaker. 

 

The Law of 
Success  
and Failure 

Employee’s inactive  
participation will hinder  
the project’s implementation. 

“All file named standardization” is reasonable but impractical, 
because it is cockamamie to rename the entire vast history files. 
The staff will try to boycott it, and finally we will compromise to 
rename the new documents in standardization only. 

 

 
Table 6. The concepts from open coding and the corresponding root risk factors. 

Category Concept Examples of original record 

Objective of the project is  
not clear Implement ITIL for fashion Some companies take a project for fashion, that is, we do it because others are doing,  

which results slow achievement and effect. 

The planning and design  
are unreasonable 

The implementation order  
is unscientific 

(Give priority to the process works fast) is not in line with the spirit of ITIL, but this is  
the customer ask for, and the purpose for us is to improve customer satisfaction. 

The business strategy of  
the enterprise is vague Find the bench enterprise Our bench enterprise is McDonald’s, aiming to reach standardization and give the client  

the same process and service all over the world. 

Inadequate and ineffective 
communication among  
staff members 

The customer do not accept 
The communication ability 
is limited 

(What is the key problem during project implementation?) That is to let the owner accept  
our service mode. Let customers accept that the new process is not as complex as in 
imagination and adapting to the new process is advisably. 
Consultant is needed to push it forward. If you can’t make it, you should look for consultant. 

High staff turnover Overcome the negative  
influence of turnover 

We provide redundancy backup for all data to reduce the impact of staff turnover, and there  
are a key user and a secondary user for each project. 

Leader’ indifference Try for the leader’s attention For all projects, it is important for leaders (senior officials) to think highly of the project. 

Indicators without science Have disagreement on  
“standard” Setting standard is the most difficult in the process of project implementation. 

 
conversation, the wrong decision, the arbitrary design 
and so on. 

During ITIL implementation, companies prefer to give 
priority to implementing the process works fast and 
solving the known fault, which is not in line with the 
spirit of ITIL and results in undefined goals and unrea-
sonable planning and design. 

The assumptions are put forward as follow: 
H1: The Law of Requisite Saliency has significant 

influence on the undefined goals of the project. 
H2: The Law of Requisite Saliency has significant 

influence on the unreasonable planning and design. 
During ITIL planning and design, it is difficult for 

workers to understand the coupled relation between mo- 
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dels, leading to design mistakes. 
The assumption is put forward as follow:  
H3: The Law of Triadic Compatibility has signifi-

cant influence on the unreasonable planning and design. 
Setting standard is the most difficult in the process of 

project implementation, that is, to confirm the result we 
should achieve, which cause business strategy unclear 
and unscientific indicators. 

The assumptions are put forward as follow:  
H4: The Law of Diverse Beliefs has significant in-

fluence on the unclear business strategy. 
H5: The Law of Diverse Beliefs has significant in-

fluence on the unscientific indicators. 
During ITIL implementation, a serious of actions is 

taken to make sure that there are enough language do-
mains for the internal communication in company. At 
first, the group leader makes conclusions in the morning 
meeting, after that, the event members communicate to-
gether. Then the project manager communicates with the 
general manager. At last, the general manager communi-
cates with customer’s general manager. While the know-
ledge gap exists between the developer and the client, we 
should look for the consultant as communication inter-
mediary. 

The assumptions are put forward as follow: 
H6: The Law of Organizational Linguistics has sig-

nificant influence on the unclear business strategy. 
H7: The Law of Organizational Linguistics has sig-

nificant influence on the lack of effective communica-
tion among different people. 

During ITIL training, the staffs are not able to obtain 
all knowledge, so we should use diagrams in a great 
quantity for direct expression in materials, and use simu-
lation training to enforce study. 

The assumption is put forward as follow: 
H8: The Law of Small Displays has significant in-

fluence on the lack of effective communication among 
different people. 

The Law of Success and Failure considers the design 
success consist of 7 key factors, including employee in-
volvement and leader support. And the lack of any one 
will lead to failure. 

Because of the integrated features of ITSM, the im-
plementation of the project involves many departments, 
which requires executives use authority to help promot-
ing cooperation and coordination among departments.  

The assumptions are put forward as follow: 
H9: The Law of Success and Failure has significant 

influence on the high staff turnover. 
H10: The Law of Success and Failure has significant 

influence on indifference of the executives. 

4.6. Theory Saturation Verification 

The information collected was selected randomly again 
to verify the theory, but no new category was found. So 

we can consider that it has reached theory saturation. The 
deep logic of complexity proposition and root risk factors 
was illustrated in Figure 1. 

4.7. Theory Verification 

Twelve experts who have ever implemented ITSM pro-
gram in Guangzhou were chosen to be respondents. They 
all had rich experience and had certain understanding of 
psychology. The relationship between complexity propo-
sition and root risk factors were illustrated in Table 7. 
The column signed “√” means the complexity in corre-
sponding row will generate the risk factors in corresp- 
onding line. Nine assumptions were verified, which means 
the rationality of using grounded theory to construct as-
sumptions is high. It was found that 1) The Law of Di- 
verse Beliefs had significant influence on the undefined 
goal of the project; 2) The Law of Success and Failure 
had significant influence on the unreasonable planning 
and design, the unclear business strategy and the lack of 
effective communication among different people. 

5. Risk Averse Strategy 

If needs of complexity are met, the possibility for human 
to solve complexity problem will be increased. 

1) Identify the individuals and pay more attention to 
the complexity. We should realize that complexity does 
exist in mind, not in problematic situations (means sys-
tem), for individuals and groups, which is a challenge of 
learning. The organizational training course should in-
clude information management concepts, IT implementa-
tion knowledge, the principle knowledge on IT applica-
tion and the training of application, etc. The form of 
training can be formal training courses, user manuals and 
the onsite guidance from IT personnel or consultants. We 
can change the perception of employee and improve their 
IT knowledge and skills through training, so as to pro-
mote the enterprise’s IT absorptive capability. In addition, 
the clear career development plan and incentives are also 
important. 

2) Select the process carefully. Process selection and 
design should base in reliable scientific evidence in order 
to process situation systematically, limit the expand of 
complexity situation, reduce the individual cognitive 
burden, eliminate restraining factors of most situation, 
provide many personal strengthening factors, and support 
solving the problem of complexity. 

3) Apply domain language. We should realize the lin-
ear logic fault of natural language and integrate the 
nonlinear logic into it. During requirement development, 
comprehensive training is necessary for each subject to 
communicate under unified language terms. The use of 
visual language and tools makes the demand easier to 
understand, for example, UML and Use Case can make  
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Complexity 
Propositions

Requisite 
Saliency

Triadic 
Compatibility

Diverse Beliefs

Organizational 
Linguistics

Small Displays

Success and 
Failure

Work fast

The known

Customer 
requirements

Limited capacity

Disagreement

Objective  
environment

Institution

Standard language

Common language

Screen limited

The leader’s
attention

Employee’s  
participation

Do for fashion

Unscientific
order

Find the bench 
enterprise

The customer do not 
accept

limited
communication 

ability
Overcome the 

influence of turnover

Try for the leader’s 
attention

Have disagreement 
on “standard”

Undefined 
project goal

Unreasonable 
planning and 

design
Unclear 
business 
strategy

Lack of effective 
communication 

High staff 
turnover

The leader’s 
indifference

Unscientific 
indicators 

Root risk 
factors

 

Figure 1. The deep logic of complexity proposition and root risk factors. 
 

Table 7. The relationship between complexity proposition and root risk factors. 

 The goal of 
the project is 

undefined 

The planning and
design are 

unreasonable 

The business
strategy is 

unclear 

Lack of  
effective 

communication

High  
staff  

turnover 

The  
leader’s  

indifference 

The  
indicators are
unscientific

1.The Law of Requisite Saliency √ √      

2.The Law of Triadic Compatibility  √      

3.The Law of Diverse Beliefs √  √    √ 

4.The Law of Organizational Linguistics   √ √    

5.The Law of Small Displays    √    

6.The Law of Success and Failure  √ √ √ √ √  

 
ment, convening individual and group interviews, brain-
storming sessions, key problem seminar, field symposi-
ums and design symposiums are effective. In additional, 
we should try to use individual communication and 
face-to-face interaction to choose different communica-
tion places and different ways according to similar sys-
tems and industry characteristics. We also should try to 
use collective exchanges and face-to-face interaction, 
such as brainstorming sessions, key problem seminar, 
field symposiums and design symposiums during the 
demand development. In the process of demand combi-
nation and systematization, design symposiums and de-
mand simulation test should be conducted as far as pos-
sible. When verifying the demand internalization, we 
should try to use individual communication and virtual 
interaction, such as demand shows and requirement re-
view symposiums, etc. 

the demand more intuitive. In addition, the prototype is 
the key technology derived from demand, and the model 
should be expressed clearly by specific characters and 
graphs. 

4) Design the personalized work space according to 
the demand to satisfy the need of human learning. 

5) Enhance the role of executives. Executives should 
be offered the key decision information about the prob-
lematic situation, and deal with it seriously. Functional 
departments should to communicate effectively to ana-
lyze risk and prevent arbitrary decision-making. In order 
to strengthen managers’ understanding of information, 
we can adopt the following methods: hiring external 
consultants, taking information training and learning the 
enterprise’s successful information technology experi-
ences. 

6) Communicate appropriately. During communication, 
we have better give up the concept of department and 
organization. Simile and analogy are allowed in commu-
nication under the condition of clear expression and mi-
nimal ambiguous case. During requirements develop- 

6. Conclusions 

In this paper，five common Killer Assumptions are se-
lected from Warfield’s 17 killer assumptions through em- 
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pirical analysis. Enterprise interview and questionnaire 
survey are used to build and verify the relational model 
between the root risk factors of implementation of the 
ITSM project and the six complexity propositions based 
grounded theory. Finally, risk-averse strategies are gen-
erated to meet the demand for complexity.  

The primary limitation of this research to date is that 
the interviews and documents have only involved people 
who are in China. While it certainly is important to do 
this work in a specific non-Western culture (i.e., China), 
for the sake of completeness, it would be similarly useful 
to apply Warfield version of systems science perspective 
(WSS) to an ITSM project in a Western setting. We 
doubt that any differing results will be due to the cultural 
differences. ITSM started just a few years ago in China.  
However, this usually involves only ITSM operations, 
and does not include service strategy, service design, 
service transition and continual service improvement (as 
found in ITIL 3.0). In Reference [10], the Work Program 
of Complexity (WPOC) is applied in managing risks of 
ITSM projects’ implementation. 

Although there is a long way to go, it is sure that the 
research will helpful for both ITSM theories construction 
and ITSM practices’ improvement in the view of WSS 
perspective. 
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