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itSMF Hosting Axelos Presentations in Australia
itSMF Australia will
be hosting a two city
speaking engagement
by Peter Hepworth,
CEO of Axelos, Global
Best Practice, the new
joint venture charged
with commercialising
the UK Government’s
best practice suite
including ITIL and
PRINCE2.
Events in Sydney and Melbourne
on 3-4 December will be
open to itSMF members and
the broader ITSM community
and will include briefings from
Axelos and itSMF followed by

an interactive Q&A session and
networking drinks.
Bruce Harvey, itSMF Australia’s
Executive Officer, said that
Hepworth’s inclusion of Australia
on his global tour to engage the
ITSM community is recognition of
the role our national chapter plays
in the Asia Pacific region.
“It is a huge honour for us to
host this important Axelos event,”
Harvey said. “Australia represents
a mature ITSM market in the
world’s fastest growing economic
region, so it makes sense for
Peter Hepworth to engage with
our community to help establish
strategic direction for ITIL and
other best practice frameworks.
“These events provide itSMF
members and other interested

parties an ideal opportunity
to participate in the discussion
and help set the agenda going
forward. We hope you make
every effort to come along and
share your knowledge with those
present and provide your input
to the future of our industry.”
These events come highly
recommended for ITSM
practitioners, ITIL Accredited
Trainers and Training
Organisations, ITSM consultants
and solutions providers and
all interested itSMF members.
Attendees will be presented
with the opportunity to gain
insight on what the JV will
mean for the industry and its
products and services providers,
how to become part of the
online community contributing

Standards Australia Adopts ISO20K
After a national review
process, Standards Australia
announced that it has
accepted the ISO/IEC 20000
international standard for
service management as an
Australian standard.

which means it is published without changes
to the text other than a local introduction.

Both ISO/IEC 20000 Part 1 (the standard)
and Part 2 (guidance on the application of
the standard) will be published under the
Direct Text Adoption (or DTA) protocol

“It is important for the local service
management community that our national
standards body has endorsed ISO/IEC

Claire Brereton, itSMF Australia’s Director
in charge of the Standards portfolio, said
Standard Australia’s adoption of ISO/IEC
20000-1:2011 and ISO/IEC 20000-2:2012,
which had significant input from local
authors and reviewers, is welcomed.

Continued on Page 6

to the future of best practice
management and to see a
roadmap for future development.
It will cost non-members $40 to
attend while itSMF members can
book a place for the reduced price
of $30. Attendance numbers will
be strictly limited to 50 for each
venue, so you are advised to get in
early. Contact the National Office
on (03) 9879 5466 to book your
place or for more information.
Event details:
Sydney 3 December
1:00 pm - 6:00 pm
Masonic Centre
Melbourne 4 December
1:00 pm - 6:00 pm
Oaks On Market

Your Website
itSMF Australia’s website
continues to improve and evolve
as a valuable member information
resource. Keep watching for
continued improvements as there
are big plans for the site to be
expanded over the next
12 months.
Events, News, Webinars,
Bookstore, Membership,
and Much more!

www.itsmf.org.au
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New

CHAIR'S REPORT
Kathryn Heaton
Chair, itSMF Australia

There has been a significant
amount of change in 2013 which
has made it a very important year
for itSMF Australia. For starters
we have seen the formation of
Axelos – a joint venture between
The Cabinet Office and the Capita
Group to commercialise the UK
Government’s best practice suite
including Prince2 and ITIL.
Things are moving along at pace
since the announcement of the
new name and the appointment
of Peter Hepworth as CEO.
Axelos has completed its review
of existing Examination Institutes
(EI) and announced that nine of
the 10 applicants were approved
to continue providing courseware
and examination services based on
Axelos intellectual property.
Accredited EIs were asked to focus
on raising the quality bar, innovation
and growth which augurs well for
the continued relevance of service
management-related practices and
operations.
As part of a larger process
of engaging the global ITSM
community and listening to
feedback, Peter Hepworth is
visiting Australia and itSMF will be
hosting briefings about Axelos in
Sydney and Melbourne featuring
the new CEO.
Space is limited for these events
which will offer a tremendous
opportunity to meet Peter
and discuss with him how the
joint venture will provide more
opportunities for you while also
participating in discussion on the
strategic direction of our most
popular best practice frameworks.
Contact the National Office if
you want to know more about
attending this knowledge sharing
session.
Enhanced value focus
This year we have also continued
to focus on getting our value
proposition right for our existing
members as well as making
renewed effort to recruit new
ones. itSMF Australia can only exist
if it has a strong, vibrant and active
membership base so for 2014 and
going forward we are changing the
way we interact with members
with a stronger emphasis on being
interactive, timely and relevant.
To this end, we are looking at
our membership categories to
align them with contemporary
service management organisations
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and individual professional
development. Complementing this,
we are improving our back office
systems to allow us to provide
better services to our members.
You will notice that this is the
first time we have published the
Bulletin in an electronic-only
format. Providing a downloadable
PDF in A4 size is partly to reduce
the cost and environmental impact
of traditional print and distribution
but mainly in response to reader
feedback.
It is the first step towards
developing an interactive web
presence including a Bulletin
Online e-magazine that provides
members with a valuable
information resource and
community engagement platform.
Visit to Taipei, Taiwan
I was privileged to attend the
itSMF International AGM, a
Chapter Leadership Conference
(CLC) and the Taiwanese national
conference during a trip to Taipei in
October. This represented a great
opportunity to get together with
chapter leaders from 15 countries
and discuss ideas and initiatives to
improve the value of itSMF, define
strategic directions, share, learn and
network.
At the CLC, we discussed the
Axelos engagement, the role
of itSMFI and its International
Executive Board (IEB) going
forward as well as a roadmap
to restructuring the organisation
towards its envisaged future.
Representatives from Belgium, USA
and Australia presented on the
challenges of maintaining our value
to members in a difficult economic
climate which is valuable IP we
can pass on to smaller national
chapters.
As a mature chapter in the
fastest growing region in the
world, itSMF Australia is in a
great position to support newer
neighbouring chapters as they
develop and manage members
and membership services. It is a
role we will continue to fill.
Similarly, there is so much we
can learn from these emerging
chapters about how their
economies and industries are
responding to the need for
effective IT service management
that delivers results.
As an example, I was very

impressed by the value and
content of the Taiwanese chapter’s
national conference which
highlighted how the public and
private sector in this island nation
are moving toward cutting edge
cloud innovation with service
management.
Dr. Yen-Nun Huang, Deputy
Executive Secretary of the Board
of Science and Technology in
Taiwan, delivered the opening
keynote presentation which
outlined the high quality of the
Taiwanese cloud services industry.
Innovation in the approach to
service management is facilitating
a rapid adoption of cloud services
with tremendous diversity in
development and a very strong
focus on security.
It is a fascinating economy in
Taiwan based on technology
manufacturing. As an interesting
aside, the nation is responsible
for 90 per cent of the world’s
notebook production but on my
observation it is also 2-3 years
ahead in the cloud-transformation
process with innovation driving
its opportunity to become a hub
for the provision of global cloud
services.
Get involved
In closing, I’d like to say thank you
for the great work that has been
undertaken in 2013 by the Board
of Management, the State Branch
Executive teams and the National
Office in running itSMF Australia.
We could not operate without this
largely volunteer commitment to
delivering value for membership.
Looking forward, 2014 is an
exciting year which is sure to bring
new challenges and the usual
frenetic change that comes with life
in the ITSM industry as we all strive
to deliver the best possible levels
of service. It could also be the year
that you step up to the challenge
of becoming more engaged with
your community through itSMF
events, special interest groups and
branch committees.
Make that effort to get to a State
Branch seminar and mark your
diary now so that you can start
making plans to be at our 17th
National Conference and Expo
in Melbourne from 13-15 August.
There is so much knowledge
we can all share. Get into the
conversation.
Kathryn Heaton
Chair – itSMF Australia

Membership
Development
Appointee

itSMF Australia is pleased to
announce the appointment of
Alison Tucker to the National
Office administration team in a
part time role as Membership
Development Manager.
Alison joins the team after a
career that includes extensive
experience in business and
membership development,
largely in the banking and finance
sector including a membership
development role for the
WA-based Police and Nurses
Credit Society.
Alison’s responsibilities with itSMF
are geared around engineering
membership growth. Since starting
in August, Alison has been involved
in revising itSMF membership
categories, creating new marketing
collateral, reviewing membership
pricing and developing a program
that allows corporate members
to access the ITIL Online as a
membership benefit.
Alison said that her highest
priority at present is to proactively
get out amongst the membership
in order to lift the profile and
brand of itSMF and get an
understanding of what type of
benefits are most important to
our members.
“I am excited to be working in
this dynamic industry and for a
well respected organisation such
as itSMF Australia,” she said. “I look
forward to making a difference to
the Forum by helping to grow the
membership base and engage with
the ITSM community.”
Alison will be helping to promote
itSMF membership at a range of IT
industry events as well as working
to develop stronger relationships
with Australia’s accredited training
organisations community and
tertiary education institutions
offering ITSM curricula.

LEADit 2014:

Preparations Begin for Melbourne

Plans for LEADit 2014 are moving ahead at full pace as the
Conference team looks to continue improving the value of the
event to ITSM professionals, enterprise IT organisations and
vendors of products and services in the industry.
LEADit 2014 will be held at Melbourne’s Pullman Hotel (Albert Park) from 13-15 August
2014 and will feature three days of workshops, keynote presentations, breakout streams and
entertainment including the Gala Dinner and 2014 ITSM Industry Awards.
With the LEADit 2014 theme having been announced as “Connecting the Service Management
Community”, the conference will once again build on its fine program reputation with expert
industry case studies and interactive panel sessions focused on managing service delivery in our
increasingly connected world.
This year’s conference is being held at one of Melbourne’s best venues which offers
comprehensive accommodation and conference facilities in the one location. The Pullman
Melbourne Albert Park is centrally located a short distance from the CBD at 65 Queens Road
overlooking the picturesque Albert Park Lake.
Having long held the reputation as Melbourne’s premier business and events hotel, the former
Sebel has received the Five-Star Pullman treatment of its business facilities and meeting spaces
making it a luxurious yet functional experience for visiting delegates.
For LEADit 2014, the Plenary will sit directly alongside the Exhibition space allowing for easy
access to all of the trade show, keynote presentations and breakout sessions. The Pullman
Melbourne Albert Park complex includes two hotels, which LEADit 2014 has reserved exclusively
for our delegates, complete with swimming pool, gymnasium and several dining options at
Windows Restaurant, the Atrium Bar or Expresso Bar in the hotel lobby.
Details of how to reserve your accommodation are available on the Conference website (www.
itsmf.org.au/leadit/2014) which is where all new information will be posted as it becomes available.
A full sponsorship prospectus will be available in December but interested sponsors are
encouraged to contact Barbara Hines on 0414 977 359 or barbara.hines@itsmf.org.au to
discuss your options. Sponsor packages may be designed to suit your budget and goals and offer
tremendous opportunity to connect with Australia’s vibrant and influential ITSM community.
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book review

By Karen Ferris
itSMF Australia Board Member, Director of Publications

Title: Creating and Driving Service Excellence
An Executive’s Guide to IT Service Management
Karen’s Comment: The aim of this book was to produce an
introduction and guide to ITSM that could be read by a busy executive
on their commute to work or on a short plane trip. Those needing
to obtain executive commitment and buy-in to ITSM could slip this
under the CxO door or into the briefcase in the hope that this 70
page booklet would be read and the understanding that “IT service
management is a strategic asset; one that you can capitalise on as you
would any other business asset” would be achieved.
This pocket book was intended to help overcome the reason why so
many ITSM initiatives fail – lack of executive commitment.

Author:
Sharon Taylor
Audience: This book is an
introduction to IT service
management targeted at the
business executive.
Coverage: This executive
guide starts by describing
IT service management as a
business imperative. Sharon
uses case studies to illustrate
the return on investment
and accomplishment of
ITSM. ITSM is applied to
the achievement of the top
business priorities that are
cited by Chief Executives
around the world. ITSM as
a concept is described along
with the bodies of knowledge
and frameworks that form
ITSM best practice. The
approach to implementation,
the initial and ongoing costs
and the expected ROI are
covered. There is a section
dedicated to the people and
cultural considerations. The
book concludes with some
practical advice.
Level: Introductory..
Bookstore Link:
http://www.itsmf.org.au/
bookstore

This was a tall order for a small book but I believe that Sharon pulled
it off. The case for ITSM is made loud and clear with facts and figures
and case studies. Section 3 was a key section for me. Each year, surveys
of Chief Executives around the world agree on what their priorities are
in order to exist in the current climate and meet increasing business
demands. The section lists the top ten priorities and then explores
how ITSM has helped some businesses to meet the priorities. These
include priorities such as ‘attract new and retain existing customers’;
‘grow revenues’; ‘improving business processes and effectiveness’; and ‘
encouraging the business / IT partnership’.
The book effectively introduces the concept of ITSM and the supporting
best practice bodies of knowledge and frameworks. It describes where
to start but also answers the question at the forefront of the executive
mind – ‘how much will it cost?’
The one-off and ongoing costs are outlined but most importantly the
ROI from ITSM is explained.
Another important and welcome inclusion in this book is a discussion
of the people and cultural aspects of ITSM. Sharon writes ‘ I think it is
important to mention here that there are a few things to remember
regardless of what path you take to manage your services’. These few
things include people as your greatest asset, the cultural fabric of
the organisation and the fact that ‘no amount of technology, process,
procedures, work instruction, mandate, or management control, can
replace the cultural acceptance and sense of value for IT service
management within the workforce’.
What I also loved about this executive guide is the final section before
the appendix of framework details and the recommended reading
section. This final section provides some real-world advice such as
‘beware of the IT service management zealot’ and the fact that ITSM is
not an IT thing but a ‘business’ thing.
As the foreword states ‘This book is different. It is not IT jargon; it’s
business truths about why you need to seriously consider how important
IT service management is to your business’.
So if you are a busy business executive who needs to know more about
ITSM and its importance to your organisation, or you know a business
executive that needs to know, then this is the book you need. Grab a
couple of copies and get those execs on board!
Rating:

★★★★★

http://www.itsmf.org.au/bookstore
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Vale:
Maggie Fryer

itSMF was saddened to
hear that Maggie Fryer
passed away on 22nd
October after a battle
with cancer. Maggie
was an active and
much-loved Qld-based
member and attended
many seminars and
national conferences.
Maggie had a significant
career with ICT Services at
the University of Southern
Queensland (USQ) through
a period of great change. Her
passion was for training, staff
development and providing great
client service and this led to her
ultimately becoming the Director
of the Client Services area within
ICT Services.
Maggie took a leading role in
implementing the ITIL guidelines
and in improving the standard of
services delivered to students and
staff. She will also be remembered
for mentoring of the ICT female
staff in realising their potential
and through her role as an
executive member of USQ’s
GoWEST team, encouraging girls
and women to study and work
in the non-traditional disciplines
of engineering, science and
technology.
The large attendance at her
memorial service on 30th
October 2013 recognised
Maggie’s courage, positive
attitude, and friendly nature. We
send our condolences to her
family, friends and colleagues at
this very sad time.
Aileen Cater-Steel

Seminar Dates 2013
State

Q4

ACT

Thu 5-Dec

NSW

Thu 28-Nov

QLD

Wed 4-Dec

SA

Thu 21-Nov

TAS

Wed 4-Dec

VIC

Wed 27-Nov (AM)

WA

Tue 12-Nov

Welcome to the first issue of itSMF Australia’s Bulletin to be
published as a downloadable PDF in a convenient A4 format
so you can print and read it at your leisure.
We have responded to feedback from members and are in the process of transitioning to
an interactive e-magazine format that will be readable on multiple platforms and devices.
Contact the National Office on (03) 9879 5466 to find out more about exciting advertising
opportunities in future e-Bulletin issues.
Reader feedback on the format and content of the Bulletin is always invited
by itSMF Australia’s Publications Editor, Gerard Norsa. He can be contacted
via: gerard.norsa@itsmf.org.au

Why Join itSMF?
Belong to an International Collegiate
Community
 Develop your knowledge and skills
through networking with discounted
attendance to conferences and free
attendance to seminars and webinars
 Complimentary access to an online
network of 40,000 global members and
over 1500 Australian SM Professionals
	Remain current with issues and
developments impacting the profession
through FREE special interest groups
Competitive Edge
 FREE access to ITIL Online*
 Free leadership and public speaker
training through Committee
participation
 Aligning application of Best Practice
Principles through adoption of
membership standards
 Permission to use itSMF member logo on
your relevant collateral
Career Accreditation
 Professional recognition and accreditation
through training courses
 Opportunities to sponsor webinars,
seminars, workshops and exhibit at
conferences/trade shows
Access and Discounts
 Free and exclusive access to member
only information and database of case
studies, white papers and industry news
 10 per cent off all purchases on
resource publications
 Discounts on Qantas Club
memberships and renewals

Membership Types

Build your Service
Management
capability with DDLS
Gain core skills and give
yourself a solid advantage.
At DDLS we offer courses which
build immediately usable skills to
help you get the most out of your
Service Management approach.
Course categories include:


Individual
Suitable for all individuals not
covered by a C-Suite (Corporate)
membership including
independent consultants and full
time IT and SM students











ITIL®
Project Management
Business Analysis
Agile
Cultural Change Management
Professional Development

C-Suite (Corporate)
For organisations looking to
professionally develop their staff
skills and maintain best work
practices

Customised solutions
with a Service
Management focus

Schools
To support principals and IT staff
within primary, secondary and
tertiary institutions achieve world’s
Best Practice

We can customise any of our
courses to meet your needs.

Sponsors
Providers of products and
services to organisations
adopting Service Management
processes in their business
Seniors
Retired or Semi-retired
professionals who wish to give
back to the Forum in a voluntary
capacity by promoting itSMF
membership or mentoring other
Service Management Professionals
Call the National Office today
for more information about the
benefits and how to become an
itSMF Australia member –
(03) 9879 5466. Or visit our
website: www.itsmf.org.au.

We’ll use our experience of
training over 12,000 ITIL®
students to deliver programs
that complement existing
practices and frameworks.

1800 U LEARN (1800 853 276)

www.ddls.com.au

ITIL® is a Registered Trade Mark of the Office of Government Commerce in the United Kingdom and other countries
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Axelos

to Focus on IP – EIs Announced
Global best practice
entity, Axelos has
announced that it
will not be operating
as an Examination
Institute (EI) going
forward, instead
taking on the dual
roles of Accreditor
and developing
Intellectual Property.
According to a statement from
Axelos, the initial business
model for the joint venture –
founded to commercialise the
UK Government’s suite of best
practice frameworks – was to
include “a structure where the
Accreditor and EI roles, were
combined in both PPM and
ITIL areas”.
However, Axelos has adjusted
this strategy after “listening to
feedback from the community”.
CEO Peter Hepworth felt there
was an opportunity to improve
this model.
“One of the things that Axelos
is focussing on is the quality

and service offered,” Hepworth
said. “By not being an EI, Axelos
can focus on maintaining
and accrediting a high quality,
portfolio of relevant products.

From 1 January 2014, as the
official accreditor, Axelos will
accredit and license third party
organisations to support delivery
of its global product suite.

“By offering all products to all
EIs, Axelos feels this is a better
way to expand the portfolio
and introduce products to users.
The response from all of the EIs
continues to be very positive.”

Axelos reported that all of the
10 existing EIs responded to a
tender which invited them to
focus on three key areas; Raising
the Bar, Innovation and Growth.
As a result nine out of the 10
EIs have been awarded their
new status. Following is the list
of EIs who will be accredited
and licensed by Axelos:

Axelos said it will focus on
Intellectual Property (IP),
improving and marketing the
products as well as being the
accreditor across the portfolio
– setting the syllabus and exams.
“This is a global business and
we need to keep the products
relevant. This change has
been very well received by
established Accredited Training
Organisations (ATOs).
“One of AXELOS’s
primary functions is to
act as a stimulator and
enabler of growth in the
global marketplace for
Best Management Practice
Intellectual Property. The
ecosystem of providers is
critical to achieving this. “

• APM Group Limited
• BCS Learning and
Development Limited
• CSME, Inc.
• The Danish IT Society ‘Dansk
IT’
• DF Certifiering AB
• EXIN Holding B.V.
• Loyalist Certification Services
• PeopleCert International
Limited
• TÜV SÜD Akademie GmbH

Standards
Australia
Adopts
ISO20K
From Page 1
20000’s value to Australia.”
Brereton said. “This can only
serve to enhance awareness of
the standard and its relevance
to Australian organisations that
are looking to demonstrate their
capabilities as service providers.
“It will also mean that Australians
will pay less for the standard
because they can buy it locally
in Australian dollars. It is hoped
that this will also help to boost
the number of local organisations
seeking certification that
demonstrates their compliance
with the standard.”
Brereton said that Australians
had contributed significantly to
the global effort to produce
ISO/IEC 20000. She said that
NSW member, Erin Casteel had
taken on the enormous task of
authoring Part 2 while other
itSMF members – in particular
Alan Pickering (WA), Ralph Gray
(QLD) and Scott Tunn (SA) – had
all made valuable contributions to
the documents.

Awards Nomination for LEADit 2012
LEADit 2012, itSMF
Australia’s 15th
National Conference
received high level
events industry
recognition with
a nomination as
a Finalist for the
prestigious 2013
Australian Event
Awards to be
announced in Sydney
on November 19.
Work undertaken by Barbara
Hines, itSMF’s Conference and
Marketing Manager, on LEADit
2012 has been nominated in the
Best Achievement in Marketing,
Communication or Sponsorship
category of the awards.
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The LEADit nomination
recognises consistent
sponsorship, innovation and
delegate engagement enhanced
by the extensive social media
interaction at the event, which
included the introduction of a
live-feed Twiosk, TwitterChats,
Conference App, Social Media
Concierge, Facebook Business
Page, new HTML emails, Speaker
and Sponsor signatures, QR
codes, Webinars, a Google
Hangout and Ignite presentations.
Social media innovations
introduced at LEADit 2012

continue to improve and now
provide a valuable connection to
national and State Branch members
who are unable to attend, as well
as connect the global service
management community.
“The team is thrilled to be a
finalist and appreciate being
recognised by Australia’s thriving
events industry for all the hard
work that goes into LEADit.
The nomination demonstrates
our commitment to continuous
innovation and best practice
member service, and confirms
itSMF members as innovative
early adopters of social media .”

Companies have a lot to
gain by maintaining good
control over its IT assets.
They can avoid massive
unplanned expenses, increase
productivity and provide
easy access to information
for decision making.
When designing an IT
Asset Management (ITAM)
program, keep the below
ten tips in mind:
1. Someone has to be responsible
Every successful project starts with people,
then process, then technology. Since ITAM
touches every part of your business, you must
have a leader who has executive sponsorship
and the support of all stakeholders who
knows how to bring people, process, and
technology together into a working solution.
2. Circle of life
Like most things in life, assets follow a
lifecycle: Plan, Procure, Deploy, Manage, and
Retire. Plan what types of assets you need
to support your business, negotiate contracts
with vendors to provide these assets, make
the assets available for use, track where they
go and log any activity that happens while
in use, and finally retire them when they are
no longer needed. Best practice publications
available from the International Association
of Information Technology Asset Managers
(IAITAM) provide a wealth of information on
lifecycles and more.
3. One source of truth
Having spreadsheets scattered around various
computers, network drives, and SharePoint is
not an effective way to do company-wide asset
management. To be successful, it is important
to agree on a common asset repository to be
your organisation’s one source of truth. Ideally,
this repository is linked to a service management
system capable of tracking assets throughout
their lifecycle to keep records current.

Ten
Top
Tips

Winning
the IT Asset
Management
Challenge
4. Visibility through metrics and
reporting
You can’t manage what you can’t measure
and you can’t measure what you can’t
see. When selecting a tool for your ITAM
program, confirm it can collect the metrics
you need to measure the performance of
your processes. Furthermore, verify you can
get the information out of the system easily
into dashboards anyone can configure. This
is the best way to ensure you have accurate
information when making strategic decisions.
5. Automation is your friend
You get what you pay for if you’re using a
clipboard and a spreadsheet to do IT asset
management. Apply modern technology to
automate these manual, error-prone processes.
Do like the parcel delivery companies do and
use RFID and barcodes to update your asset
repository in real-time. In addition to manual
inventory checks, you should use automated
discovery tools to crawl your network to find
and track assets. Finally, manage your assets
using workflows to update related records
whenever something happens.
6. Provide self-service options
IT can and should deliver an Amazon-like
experience for your business. Provide a clear,
concise and easy to use portal for people
to find and request items. Make them aware
of how much items cost and provide regular
status updates as the request goes through
fulfilment. Automate as much of the fulfilment
as possible to speed up delivery.

7. Money is the language of business
Every asset has a cost, and money is the
language of business. Integrate ITAM with IT
Financial Management to earn more respect
from the rest of your business. You will be
able to communicate costs on a regular basis
through showback or chargeback invoices
and use financial management for managing
demand and driving a cost-conscious culture.
8. Reduce the pain of those pesky
software audits
Anyone who has experienced a software audit
knows that poor software asset management
can be a significant expense to the company,
not to mention a compliance risk. It can be
difficult to keep track of all the different software
license models and consumption of licenses.
You must be able to automate software license
management to avoid paying for software you’re
not using or worse, using software you’re not
paying for and risking a fine.
9. Don’t forget about consumables
Ink, toner, keyboards, mice, and other
consumables can quickly chew into your budget
if not managed carefully. While these items
may not meet traditional price thresholds
to be considered assets by finance, they do
follow a lifecycle that could benefit from being
tracked in an ITAM system. Consider setting
up a stockroom for these items so they are
automatically replenished when inventory levels
drop below a certain threshold. You will be able
to provide faster service and receive metrics that
help you plan better.
10. No list is complete without cloud
When many people think of asset management,
they think of physical items like laptops and
printers. However, non-physical items like
virtualised and cloud-based resources can
be assets as well. These resources follow an
asset lifecycle of plan, procure, deploy, manage,
and retire. To avoid sprawling resources and
unplanned expenses, these must also be treated
as assets that require lifecycle tracking and
financial management.
Article written by David Oakley,
Country Manager ANZ, ServiceNow.
He can be contacted via:
david.oakley@servicenow.com.
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Take charge of your career
The IT industry is constantly being re-shaped by new
realities where most IT professionals can expect to be
impacted in some way as organisations constantly change
and set new directions to meet the ongoing challenges.
However, as the demand for IT and related skills increases,
industry commentary indicates that CIOs have been slow
respond in developing the competencies of their staff.

The challenge therefore, is for
IT professionals to actively take
charge of their own careers
so they can increase their
employment opportunities in these
times of uncertainty. Employability
rather than employment is a key
to success and continuing to learn
across your work life in formal and
informal ways is crucial. Whether
you are looking for new career
challenges, or your career has
plateaued and you want to give it a
kick start – there is something for
you in this article.
A Model for Career
Development
The best way to predict your future
is to create it - Abraham Lincoln
The first and best piece of
advice I can give regarding career
development, is that the greatest
investment you will ever make
is in yourself. The well-worn
career paths of yesteryear have
all but disappeared and most
people go through some sort
of the career planning exercise
several times in their lives. To do
so properly requires a substantial
investment in time and taking a
more structured and organised
approach will increase the
likelihood of you reaching your
career goals. The payoff will be a
happier, more successful career.
There is no singular, one size fits
all model for career development,
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so by way of introduction, I have
adopted and adapted the 6 step
CSI model as a general model.
What is my
career vision?

Where am I now?

How do I maintain
momentum?

Where do I
want to be?

How do I get there?

How am I doing?

General Model for Career
Development
What is my career vision?
“The more boundless your vision,
the more real you are” - Deepak
Chopra
Visioning is about creating a
future that provides meaning
for you which then becomes a
focus for attention and setting
firm goals. I am a firm believer
that the more focus you put into
this, the more positive influence
it will have on your future - it is
an exercise I do regularly and
have found most worthwhile
throughout my career.
Here, motivation also comes into
play to help us push beyond our

comfort zones. We all need a lift
at times and I find that reading
motivational books, articles
and blogs regularly helps me
to keep energised. We all have
different personal drivers and
most theories of motivation are
inclined to say that money is
much less of a motivator than
finding purpose and meaning in
our lives. So my advice here is
that, for a more fulfilling career,
take some time to discover
and understand your values
and ideals and what the most
important things are in your life.
In her motivational articles, Karen
Gately says that “we must first
understand not only what our
mind wants but also what makes
our heart sing.” She goes on to
say that to find a career path
that feels the most meaningful
and energising, you should start
by asking yourself questions such
as “What am I doing when I am
at my best – that is, focused and
energised? What draws and holds
my attention? What are people
talking about when I find myself
drawn in and wanting to hear
more?” By asking these questions
of yourself you can start to
outline a career path that is more
meaningful to you.
Developing a career vision may
take some time and require a
few attempts before you get a
grasp of your ideal future. It is

better to use your imagination
and intuition rather than logic
and this requires creating the
space and openness for yourself
enabling you to engage in some
creative and big picture thinking.
I highly recommend summarising
all your thoughts and ideas in
some form. You may write out
a career vision statement or a
short description – write this
in the present tense as if you
have already accomplished it.
Keep your vision visible so it
constantly reinforces the image of
you having achieved it – this will
help you both consciously and
subconsciously develop goals and
action steps that will lead you to
success. I am a great fan of mind
maps and have great fun drawing
my career vision using colours and
also use pictures for reinforcement.
All this helps to create the right
frame of mind and boost your
confidence about your future.
Re-visiting some of my old mindmaps, I am amazed how much of
my vision has been realised over
the years.
Where am I now?
Your present circumstances don’t
determine where you can go; they
merely determine where you start
- Nido Qubein.
Before embarking on any career
adventure, it is good practice to

understand your current position
and take an inventory of your
skills, qualifications and experience
so you can assess what areas you
need to focus on to advance your
career. Besides producing a clear,
well-defined skills profile, it is also
an opportunity to identify your
favourite skills and any existing
career preferences you may
already have.
There are various tools and
templates out on the web
for helping you do this and
professional bodies can also
help. You may consider getting
an assessment of your skills
using SFIA (Skills Framework
for the Information Age) which
is recognised as a best-practice
framework for assessing IT
skills including professional skills,
behavioural skills, knowledge,
experience and qualifications.
One of the most powerful
exercises I ever carried out was
Recognised Prior Learning (RPL)
as part of a university course.
The RPL process typically involves
some kind of assessment of your
existing skills and knowledge to
determine the competencies you
have and requires relevant types
of supporting evidence which
is viewed holistically rather than
being dependant on any one
type of evidence. This may include
experiences you had via school,
work, sports, recreational pastimes
and volunteering and then help
you to save time and money by
completing a qualification in a
shorter period of time.
I broadened my RPL assessment
to cover all areas and stages of my
life and was pleasantly surprised at
what I discovered I had learnt over
the years – a great exercise in selfdiscovery! I still have the original
mind map that I did all those years
ago and occasionally go back and
add to it.
Although this step may take a
little time, I highly recommend
you make the effort as it will
help you to focus and keep
aligned to your vision and values.
Ultimately, it could help reduce
the time you take to reach your
career objectives.
Where do I want to be?
If you don’t know where you are
going, you’ll end up someplace else.
- Yogi Berra
This step is where you start
exploring the career options and

choices that are available to you
by reviewing your current skills
and building on your vision. To
help you identify the specific field
of practice you would like to
work in, you should ask yourself
such questions as:
• Do I enjoy working in a more
strategic or operationally
focussed role?
• Do I prefer working with
Information, People or
Technology?
• What roles have I really
enjoyed before that I would
like to explore further?
Apart from researching the web
and journals about a field you are
interested to work in, a fantastic
way to learn more is a process
called informational interviewing.
This approach comprises preparing
key questions then conducting
an informal conversation with
someone working in the area
of interest to you who can give
you information and advice you
need. Besides giving a deeper
understanding of your field of
interest, it will help expand your
professional network and possibly
find employment leads. You should
start by touching base with your
own contacts and if they can’t
help you then maybe they know
someone who can.
If someone asked you “Where do
you see yourself in three to five
years?” could you answer it clearly
and confidently? Many people
I have spoken struggle when
answering this question so in the
very least, you owe it to yourself
to have a response that you feel
comfortable and committed to
which evokes your passion about
where you want to be.
How do I get there?
Let’s face it.You wouldn’t hire a
plumber who’s read every book on
plumbing, but who’s never actually
fixed a drain - You want the plumber
who’s fixed the nastiest clogs in
human history! - Angelo Esposito &
Timothy Rogers, LEADit 2013
Now that you have a clear idea
as to what you want to do and
where you need to be, you can
proceed to create and execute
your career development plan.
This step is essentially about
setting SMART goals that are
congruent with your values to
acquire the skills, knowledge and
experience you will need for
advancing your career.

Break your goals into short
and long-term goals - shortterm goals are the quick, simple
activities to get you started and
long-term goals are your ultimate
career goals. At one stage in
my career, I was thrust into a
team leader position which I
had resisted many times before
however, once I found my feet, I
found that I enjoyed this type of
role so I set goals for developing
and diverging my career from a
technical focus into management.
My short term goal was to focus
on developing my business skills
and the softer, interpersonal
skills that I felt I would need
to be an effective manager as
well as undertaking a certified
management course. My longer
term goal was to seek further
opportunities in management.
To acquire the necessary skills
and experience to further
your career, you need to be an
advocate of lifelong learning.
The 70:20:10 learning model is
an excellent way of determining
how best you can achieve
your goals and highlights the
dominant role of learning on-thejob relative to other forms of
learning. It is based on research
that found that the majority of
learning related to an individuals’
career is about 70% from
workplace experiences, working
on tasks and problems; about
20% from feedback and working
around good and bad examples,
and 10% from formal courses
and reading.
A good way to capitalise on
the rich source of workplace
learning opportunities is to
structure some learning activities
using action learning or learning
contracts. In the 2013 Spring
Edition of the itSMF Bulletin,
Michelle Major-Goldsmith
outlines some great ideas
on how you might go about
reinforcing and improving skills
and knowledge via targeted
service improvement activities.
You should carefully investigate
the many supporting practices
and disciplines that are associated
or interact with IT Service
Management to increase
your career development
opportunities. They all have their
own frameworks and involve
various business, people and
technical skills.
It is also useful to have an
understanding of your own

learning style (Google “Learning
style questionnaire” and you
will see what I mean) so you can
structure learning activities to
suit your own personal style. This
will improve your motivation and
confidence in learning new skills
and knowledge.
How am I doing?
In absence of clearly defined
goals, we become strangely loyal
to performing daily acts of trivia Unknown
Career planning and
development is a never ending
process and to succeed you
should always be re-evaluating
your current situation and
circumstances as you may find
that over time your interests and
values have changed and your
goals need re-setting.
Setting SMART goals enables
you to check your progress on
a regular basis to see if you are
still on track. If you feel that you
are making little or no progress,
figure out what you need to do
to get back on track rather than
allow the goal to fade away. You
may need to make adjustments
to your timeline or use different
tactics. Look at people who are
already doing what you want to
do, and learn from them.
This is also an opportunity to
verify that the time and effort
you have made so far has been
productive – this will give you a
sense of achievement, increase
your confidence and help you
stay motivated.
How do I keep the
momentum going?
“People often say that motivation
doesn’t last. Well, neither
does bathing – that’s why we
recommend it daily.” – Zig Ziglar
Achieving your career goals is
a process that takes some time
and patience so you need to
keep motivated and frequently
re-energise yourself. Set aside
a regular period of time to
work on your career goals to
encourage and help build a
positive attitude as you focus on
the tasks at hand. Thinking about
the effort you made to get initial
momentum will be crucial to
helping maintain it.
You will occasionally have
to deal with setbacks and
barriers - they’re all part of
Continued on Page 14
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ITSM Process
Assessments using
ISO/IEC 15504 for CSI
ITSM Process Assessments for CSI
Table 1: Key Service Improvement Metrics and Measurement Methods

While the continual service
improvement (CSI) journey
embarked upon by each
organisation is unique, one
aspect of service improvement
that should be standardised is
the measurement of service
improvements. In other words,
units of service measurement
should be based on standards
that communities can use
for common benchmarks.
Classic examples include
hours and minutes as the units
of measurement for time
and kilometres to measure
distance. Unfortunately
such quantitative units of
measurement are not easy
to determine for IT service
improvements.
The University of Southern
Queensland initiated an
Australian Research Council
(ARC) Linkage project in
2011 to develop a standard
approach to determine
process capabilities for service
improvement in ITSM. The
research team includes ITSM
practitioners and International
Standards committee
members. This article proposes
the use of the international
standard of process assessment
(ISO/IEC 15504) in measuring
ITSM improvements.
Measuring IT service quality
is challenging since it requires
a mix of quantitative and
qualitative metrics. ITIL
defines three types of metrics
for CSI: service, technology
and process metrics. The
three metric categories can
be extended with a list of
specific metrics and common
measurement methods as
illustrated in Table 1.
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Category

Service Improvement
Metrics

Common measurement methods/
approaches

Service Metrics

Customer Satisfaction

Customer opinion polls/ satisfaction surveys

Staff Motivation

Staff opinion polls / perception surveys

Service Levels

Audit and reviews of SLAs and Service Catalogues

Business Impact

Business performance measurement framework
such as the IT Balanced Scorecard

Technology
Metrics

ITSM Technology Use

Technology monitoring tools for availability,
performance, etc.

Process Metrics

Supplier Maturity

Supplier’s process capability assessments

Process Value and
Performance

Alignment of CSFs and KPIs based on existing
business objectives

Process Capability

ITSM Process Assessments

IT service processes define standard sets of activities to meet ITSM objectives. It makes sense to also
have a standard measurement mechanism for such processes. It is important to realise the scope of
ITSM process assessments in CSI. ITSM process capability is one of several metrics that can inform IT
service improvements. Therefore conducting standards-based ITSM processes assessments contributes
to CSI by consistently measuring improvements in IT service process quality.
Existing ITSM Process Assessment Frameworks
The existing ITSM process assessment frameworks available to the ITSM community are listed
in Table 2.
Table 2: Existing ITSM Process Capability Assessment Frameworks
ITSM Process Capability
Assessment Frameworks

Reference
Model

Measurement
Framework

Assessment Models
and Guidelines

Tudor’s ITSM Process
Assessment (TIPA)

ITIL v2/ v3
processes

ISO/IEC 15504-2

TIPA Process
Assessment Model

Standard CMMI Appraisal
Method for Process
Improvement (SCAMPI)

CMMI-SVC
process areas

CMMI

SCAMPI Appraisal
Method

ITIL Process Maturity
Framework (PMF)

ITIL v3 processes

ITIL PMF

Compliance with ITIL
guidelines

itSMF self-assessment
questionnaire

ITIL v2 processes

Self-Assessment
Scoring System

Set of Yes/ No
questions

Control Objectives for
Information and Related
Technology (COBIT)
Assessment Programme

ITSM related
processes defined
in COBIT

ISO/IEC 15504-2

COBIT Process
Assessment Model

IT Service Capability
Maturity Model

IT Service CMM
process areas

CMM

Allocation of process
areas at each maturity
level

ISO/IEC TS 15504-8: An
exemplar Process Assessment
Model for ITSM

ISO/IEC 20000
processes

ISO/IEC 15504-2

ISO/IEC 15504-8
Process Assessment
Model

Besides the assessment frameworks listed in Table 2, there are several proprietary and/or vendorspecific assessment services or commercial process assessment tools available in the ITSM market.
However, there are strong arguments against the value of conducting ITSM process assessments in
the ITSM community. Two major criticisms are prominent and discussed next.

Fallacy of “ITIL Compliance”
A review of the existing ITSM process assessment frameworks suggests
that ITIL is the most used reference model for assessments. However
there is a fundamental misjudgment in adopting this approach. ITIL is not
designed as a unit of measurement for service process improvements.
Instead ITIL is developed to provide best practice guidelines which when
followed could lead to service improvements.
Recent discussions in the ITSM community suggest that there is probably
a negative impact of trying to fully comply with ITIL. A more pragmatic
approach would be to use ITIL where it matters, i.e. where ITIL can
deliver business value by minimising risks, cutting costs, meeting service
levels or increasing customer satisfaction. If ITIL is only applied when
and where relevant, the metric of “ITIL compliance” can be misleading.
“ITIL compliance” driven process assessments can lead to providing a
capability score that provides little value. Such assessments measure
how well processes align to ITIL rather than how well processes are
improving in response to business requirements.
Ambiguity in Assessment Methods
The good news about the existing ITSM process assessment frameworks
is uniformity in the measurement framework used. Process assessments
are largely based on two similar measurement frameworks: Capability
Maturity Model Integration (CMMI) and ISO/IEC 15504. Moreover these
two frameworks have similar origins from the software engineering discipline
and are harmonised in their structure. However, there is ambiguity due to
different assessment methods based on these measurement frameworks.
Achievement of a particular capability level for a process can have different
meanings or interpretations when using different assessment frameworks.
The lack of a transparent and consistent assessment framework hinders
repeatability and uniformity in process assessment activities. This in turn
tarnishes the integrity of the assessment outcome.
Lack of a transparent and uniform process assessment framework
to measure IT service processes has negative implications towards
establishing a widely supported industry benchmark. Consider booking
a hotel: transparency of service quality in hotels is provided by the
universally popular star rating system (e.g. a three-star vs. five-star hotel).
Such transparency in service quality helps customers make an informed
choice about accommodation based on service expectations. Unlike the
tourism industry, the IT service industry lacks a similar widely accepted
industry benchmark for quality and process capability.
Towards a Solution using ISO/IEC 15504 Standards
Considering the value of ITSM process assessments in CSI and the prevalent
issues of the existing ITSM process assessment frameworks, this article
proposes an approach of using the ISO/IEC 15504 standard and translating
the assessment indicators from the standard into assessment questions
that are relevant to the ITSM industry. These assessment questions are
then loaded into an online survey tool with automation in the calculation
of responses to determine process capability and provide improvement
recommendations. This approach is termed as “Software-mediated ITSM
Process Assessments using ISO/IEC 15504”.
Figure 1 demonstrates a model of the ISO/IEC 15504 standard for ITSM
process assessments. The measurement framework of ISO/IEC 15504
Figure 1: ITSM Process Assessment Model based on ISO/IEC 15504

presents five levels of process capability which are similar to the levels
in CMMI. ISO/IEC 15504 provides a concentrated focus on specific
aspects of process capability which is defined by nine process attributes.
For example, at capability level 3 (CL3), process attribute 3.1 (PA3.1)
examines the standard definition of a process and PA3.2 looks at the
implementation of a process based on the defined standard process.
A very important feature of this assessment framework is the use of a
consistent reference model, measurement framework and assessment
model all based on the same standard, i.e. ISO/IEC 15504. The process
reference model is provided by ISO/IEC 20000 part 4 which is designed
to provide a consistent unit of measurement to determine capability
level 1. The measurement framework is presented in part 2 of ISO/IEC
15504. Finally, part 8 of ISO/IEC 15504 provides an exemplar process
assessment model for ITSM with all the necessary indicators to assess
achievement of the process attributes in all capability levels.
The ISO/IEC 15504 standard has been adopted by ISACA in its
COBIT assessment program. Therefore use of ISO/IEC 15504 can bring
consistency in an organisation’s assessment of overall IT governance
and ITSM processes. An extensive literature search of the academic
and industry publications suggests that the assessment framework
presented by ISO/IEC 15504 provides the most transparent and
detailed process assessment model available for ITSM today. Given
its transparent orientation, this framework has a potential to achieve
industry wide acceptance for consistent IT service process quality
measurement and benchmarking.
Moreover, software-mediated ITSM Process Assessment proposes the
use of software as a survey tool in performing process assessments.
Besides conducting surveys based on the standard assessment questions
and performing standard-based calculations to determine process
capability levels, the software tool is embedded with a knowledge
management database to store process improvement recommendations
to improve service processes in order to fully achieve a particular
capability level. Such gap analysis can be conducted with the help of a
knowledge base populated from the ITIL guidelines. Rather than using
ITIL for an unreliable measurement, this is the right place to use ITIL to
determine process improvement recommendations.
Even though software-mediated process assessment tools using the
ISO/IEC 15504 standard in ITSM can be a promising prospect for CSI,
this tool cannot be expected to provide a turn-key solution. There
is still a need to understand the organisational context to determine
business value and improvement priorities for service improvements.
Discussions among ITSM process management team members and
external consultants is important for ITSM process improvements.
Software-mediated ITSM process assessments can trigger and facilitate
such discussions.
In summary, use of the ISO/IEC 15504 standard as a process assessment
framework in ITSM overcomes two key challenges in the existing ITSM
process assessment arena: use of ITIL as a false unit of measurement
and lack of transparency in assessment methods. Furthermore, a
software tool can be implemented following the ISO/IEC 15504
standard guidelines that can assist assessors to conduct ITSM process
assessments in a more efficient manner cutting costs and resource
requirements. Using online surveys to capture information relating to
process implementation and operation allows a broader community to
be polled and together with algorithms that analyse the “patterns” of
data captured, the software tool can also present accurate and reliable
assessment outcomes. It is important to understand the value of ITSM
process assessments using ISO/IEC 15504 for CSI: this combination is
not specifically a process improvement framework but a measurement
framework for ITSM process improvements which is one of several
initiatives that can drive CSI.
Article written by Anup Shrestha, PhD Candidate, School
of Management & Enterprise (SME), University of Southern
Queensland (USQ), (email: anup.shrestha@usq.edu.au); Paul
Collins, Chief Technology Officer, Assessment Portal, (email:
paul.collins@assessment-portal.com), and; Aileen Cater-Steel,
Assoc. Prof., SME, USQ, (email: aileen.cater-steel@usq.edu.au).
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New Approaches
to IT Service Management
Digital organisations such as
Tabcorp and REA Group are
extending their ITSM practices
and techniques beyond the
traditional and entrenched
ITIL framework.
It goes without saying in IT that the one
certainty all organisations can rely on is
change. In addition to the obvious changes
that occur in technology, personnel, business
objectives and competition, there is also
consistent evolution in the way services are
managed and delivered.
Where once ITIL was the bible in IT service
management for its ability to help define the
processes, services and roles that ensure IT is
efficient and cost effective, new theories and
practices are increasingly complementing and
supplementing the notion of best practice in
complex environments.
As a result, terms such as DevOps, Agile and
Lean are finding their way into ITSM and
changing the way modern IT organisations go
about managing the services they deliver to
the business.

incremental development where requirements
and solutions evolve through collaboration
between self-organising, cross-functional teams.” It
aims to promote adaptive planning, evolutionary
development and delivery while encouraging
rapid and flexible response to change.
Then there is the management philosophy
derived mostly from Toyota production
systems that is known as “Lean”. Lean is
a production practice that considers the
expenditure of resources for any goal other
than the creation of value for the end
customer to be wasteful, and thus a target for
elimination. Essentially, the concept of Lean
production is centred on preserving value
with less work.
Doing it Differently
At a recent members’ seminar convened
by itSMF Australia’s Victorian branch two
high profile CIOs discussed how service
management works in a modern digital
enterprise where the quality of services
delivered can be the difference between
roaring success and dismal failure.

DevOps has been defined as “a software
development method that stresses
communication, collaboration and integration
between software developers and IT
professionals.” Both are interdependent
on each other, so in a world where digital
services are at the core of competitive edge in
many industries the introduction of DevOps is
used to help an organisation rapidly produce
new software products and services.

Kim Wenn, CIO at betting giant Tabcorp
and Nigel Dalton, CIO at online property
market Real Estate Australia (REA Group),
both deploy large and complex IT services
operations which are constantly developing
new services to diverse market-places. One
is a long time player in its market that has
undergone frenetic change in recent years
while the other is a relative start-up that has
rapidly grown to dominate the online real
estate environment as it caters to Australia’s
rabid desire to do everything online through
PCs and personal devices.

Meanwhile, there has been a rise of Agile
software development movements which
Wikipedia defines as “a group of software
development methods based on iterative and

Both need to keep improving the value
they deliver to a broad range of customers.
In addition, both organisations are totally
dependent on the availability and resilience
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of the information technology that underpins
their operations.
As an example, Tabcorp’s Wenn highlighted in
the highly competitive world of online betting,
if the TAB web site is not available when
punters want to place a bet, they have myriad
other options who will accommodate them
and they may never return. It is a harsh reality
that serves to motivate Tabcorp’s IT service
delivery operations.
REA is now a $5 billion company which
operates property websites in seven countries
that are used by more than 19,000 agents. Its
services attract approximately 8.8m unique
visitors per month and serves up over one
billion page views per month. It is arguably,
Australia’s most successful online business.
Dalton said that his organisation has embraced
DevOps methodologies, uses Agile scorecards
and operates on Lean principles.
“We’ve changed the culture at REA so that
IT people are no longer serving the customer
as merely the next person down the line,”
Dalton said. “Instead, it is all about serving the
real customers – the buyers and sellers of
real estate.
“We are no longer developing features and
functionalities that we think will work or
improve the customer experience. We actually
go out and ask the customer what they want
and work out a way to achieve that. It’s a new
way of thinking and it requires a new way of
managing the services we deliver.”
Project? What Project?
Change at REA is not just restricted to
customer centricity, according to Dalton.
The organisation has also moved away from
traditional service management controls
over projects and operations with a view
to improving time to market on new web

features, customer service functionalities as
well as enabling better internal collaboration.
“We no longer have IT operations, a project
management office or a change advisory
board as such but that doesn’t mean we are
cowboys,” Dalton said. “Our guys apply a lot
of the foundation ITIL principles to what they
do but what I love about them is that they are
starting to think about how they can adapt
that to a more Agile world.
“So they are desperately trying to work
how they can adopt these new DevOps
techniques and blend them with an ITIL
world because they do want to maintain
their service standards.”
Straddling the Fence
As an older organisation Tabcorp has invested
heavily in staying relevant in the digital age,
according to CIO, Wenn. Tabcorp is a business
whose revenue is almost 100 per cent reliant on
its systems being available to multiple customers
on multiple platforms.
Systems need to be resilient in the face
of unforseen incidents and over-ridden by
transparency and good governance so that
it is compliant with strict regulatory controls
across three separate state jurisdictions.
“ITIL-based processes and methodologies still
play an important role in our operations and
governance,” Wenn said. “Marketing and web
development including release and distribution,
however, is a different story.
“We certainly look for better agility in
development and distribution as we need to
be very nimble in a highly competitive market
place or face the very real prospect of losing
customers to other electronic betting services.
“Scale and impact is important which is kind
of why we have embraced both ITIL and
DevOps methodologies. At the backend – our
core systems – we have to be very disciplined
and therefore have very strong controls
around Change Management processes. We
just cannot risk being unavailable and face
huge penalties for non-compliance so the
controls around that haven’t changed.
“However, at the front end we can be Agile
with our rollout of new digital features for our
customers. We have found a good balance. In
the digital space, we have got the marketing,
technology and distribution team co-located
and working in a beautiful Agile space.
“They are doing continuous releases and
deployments and they have really embraced
the Agile way of thinking which has allowed to
them to make huge inroads into the way the
business thinks about technology.
“We don’t have a separate service desk
and operations teams in the digital space
any more. They are all together and they
are collectively responsible for every aspect
of production. If they muck it up, they are
the ones getting woken up at three in the
morning to fix it.

“That was a massive change for our business
but the cost, efficiency and time-to-market
benefits have been huge.”
The Great Spike
Wenn also highlighted another phenomenon
that makes Tabcorp’s resilience and availability a
unique, critical consideration. Every Saturday is a
busy racing day but Melbourne’s annual Spring
Racing Carnival in general and the first Tuesday
every November (Melbourne Cup Day) in
particular are betting days that pale the rest of
the year.
“We do over 23 per cent of our business on 65
days across the year,” Wenn said. “Then you have
something like the spring racing carnival which
is a massive spike again over a normal Saturday.
Our transaction volumes on Melbourne Cup
Day are incredible and our technology needs to
be bullet proof at this time of year.
“On a normal Saturday we will use somewhere
between 3-7 per cent of our capacity. That’s it.
On Melbourne Cup Day we run frontline at
100 per cent. Every year we add more capacity
and every year we push it to the limit.”
Some of the stats about Tabcorp’s Melbourne
Cup Day operations are mind-boggling. With
over 60 million transactions during operating
times, there is up to 2000 betting transactions
per second. It can be interacting with up
to 75,000 customers concurrently and will
transact with 207,000 account customers over
the day.
Betting turnover on Cup day in 2012 was
$183.4 million including $97.3 million on the
Cup alone. There are over 1800 terminal
operators on duty at various Cup Day race
meetings including over 700 at Flemington
racecourse where the meeting is staged.
“It is unimaginable for systems to fail on Cup
Day as it would have a massive revenue and
reputational impact,” Wenn said. “Spring racing
is so important to us, that we have a lockdown and change embargo that comes into
effect on 1 October every year.”
Changing Role of the CIO
Both Dalton and Wenn said that as a result
of change in the way their organisations
go about IT service delivery, their roles as
CIO were also changing away from just
managing IT infrastructure, applications and
IT service delivery. REA and Tabcorp both
have businesses that are totally dependent
on technology, so the CIO now plays a more
collaborative role with other senior executives
with significant input to strategic direction,
customer service and revenue development.
“By title, I am the CIO but in effect that is
only 25 per cent of my job these days,” REA’s
Dalton said. “We decided at REA that we had
had enough of functional leaders in defined
areas such as IT, products, HR, marketing, sales
and finance etc.
“We no longer live in departmental silos
with C-level executives polishing their own

functional organisation to within an inch of its
life and then throwing stuff over the fence to
another group.
“Our IT group made a massive transformation
in its ability to get things done and to deliver.
This Agile philosophy is now being applied
right across the business.”
Wenn said that Tabcorp is making significant
progress in its transition to an Agile
environment and this is changing her role
“almost daily”.
“I am spending a lot more of my time now
working with marketing officers and distribution
and solving real business problems because in
some respects the technology now takes care of
itself,” Wenn said.
“The more interesting and compelling thing is to
work with marketing on content management.
My role is changing all the time and that is
challenging for some of the management levels
below in technology groups.
“It is a challenge for all ITSM practitioners
to find their role in the transition to a more
customer-centric technology operation that
works collaboratively with the business. At the
end of the day, you can resist it but that the
way the industry is evolving means that to do
so will most likely end up in an exit interview.
“Alternatively, you can embrace it and be part
of the future. One of my major roles as CIO
is to drive this change so that IT better serves
the business and so that IT works in close
consultation with the business.”
New Recruiting Models
The changing roles and responsibilities within
ITSM operations also require a rethink about
which sort of people are on the recruitment
radar, according to Dalton and Wenn. There are
different triggers that recruiters have to look for
when hiring people into the new, more Agile
roles as opposed to the traditional processdriven service delivery models defined by ITIL.
“I have changed my recruitment criteria
substantially over the years,” Wenn said. “I
think we used to recruit people with strong
technical skills whereas, now, my view now is
that these are easily taught and easily learnt. It
doesn’t matter what systems and applications
you work on, you can learn it.
“I now look for leadership and people skills
because I find that those sorts of qualities are
innate and a lot harder to teach. I am looking for
candidates that can collaborate and get on with
people through recognising their strengths.
“There are a couple of tricks we use in
terms of recruiting in the Agile space. We
are interested in whether they blog and/
or whether they actually contribute to open
source forums or other industry communities.
This allows us to determine whether they
have a passion for what they do. We need
energy and motivational levels. We can teach
you all the other stuff.”
Continued on Page 14
13

New Approaches
to IT Service Management
From Page 13
REA’s Dalton said that “it is not
easy to get a job at our place”
and that he relies on a system
where often a candidate’s future
colleagues assess whether there
is a cultural fit with the team.
“All new recruits have come
through a couple of interviews
before they get a job,” Dalton said.
“After a couple of conversations
we are going to find out quite
definitively if they are the kind of
person we want on the team and
whether they can work with the
way we do things.
“People can transition from
very traditional environments
to our environment so long as
they have high communication
skills obviously. I guess we are
an introverted culture so we do
tend to recruit our own type to
some extent but we also look
for diversity of age and gender

because we know that we get
some resilience from that.
“Leveraging multiple opinions is
one of the Agile fundamentals
so we encourage that through
diversity of recruits.”
Ever-quickening progress
If you thought that the rapid pace
of change is unsustainable and
that things are likely to slow down,
Dalton and Wenn advise that you
shouldn’t hold your breath.
“Unfortunately, the bad news
is that however fast you are
working now, how rapidly you
have to deliver new products
to customers is actually the
slowest it will be for the rest of
your lives,” Dalton said. “So enjoy
it because it is only going to
accelerate from here.
“Using new techniques,
philosophies and principles such
as DevOps and Agile provides a

better way of coping with that
but it is not going to slow things
down. If you look at the way
technology-based businesses
such as Tabcorp and REA have
expanded through acquisition and
rolled it all into existing operations
so quickly, you would have thought
it impossible 20 years ago due to
the complexity of it all but that is
just the way you have to do it in
the digital age.
“We need new tools and
guidelines on the best way to do
this while maintaining some sort
of control over service delivery.
Being lean and collaborative is
the only way to do it but that
too is likely to change over time.”
Wenn said that with new,
aggressive competition always
emerging to challenge the
establishment, Tabcorp has had
to embrace an unprecedented of
rate of change.
“Everybody would be totally

Take charge of your career
From Page 9
the process and the reality of
career development. Accepting
and negotiating the obstacles as
they arise each time will build
up your mental toughness and
resilience. If you fail at any time,
get up straight away and try again
instead of being someone that
gives up saying “I tried that once
– never again”.
To help you stay focussed and
energised, put your career vision
on the wall where you can see
it every day, talk about your
goals with friends and colleagues
and reward yourself in some
way for each goal achieved. A
great motivator is to take a few
minutes each day to visualise
where you want to be in your
career - bringing all the senses
into your visualisation makes it
stronger and helps create your
new reality.
For any course of action,
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you need to keep motivated.
Maintaining a positive attitude,
being realistic, regularly checking
progress against your goals and
having the right resources at
hand all support you moving
forward.
Afterword
“Twenty years from now you will
be more disappointed by the
things that you didn’t do than by
the ones you did. So throw off the
bowlines. Sail away from the safe
harbour. Catch the trade winds
in your sails. Explore. Dream.
Discover” - Mark Twain
In researching for this article,
I reached out to many of my
colleagues to ask them for
insights into their own careers
and I am most grateful for their
candour and passion. I have
already incorporated many of
their thoughts and ideas in the
previous steps - here are some
additional suggestions:

• Get support – talk to friends
in the industry, initiate a
conversation with someone
about career goals and
development needs in your field
of practice. Coaches, mentors
and professional career
counsellors can all guide you
towards your career goals.
• Do your research - be aware
of industry trends and the
underlying frameworks and skills
that you may need to acquire
to achieve your career vision.
• Be your authentic self –
understand your personal
drivers and know what your
passion is.
• Be prepared - research
organisations you think you
might like to work for, practice
different interview questions,
update your resume and be
prepared for job interviews
for when unexpected job
opportunities arise.

exhausted if we didn’t reassess
our philosophy and approach to
change,” Wenn said. “The change
is about education and working
with the business because IT is
no longer the bunch of geeks in
the corner.
“They are out of the back room
and they are absolutely an integral
part of the business. Conversely,
it is now an important part of
my job to educate a lot of the IT
group – and we have 400 of them
– that it is OK for marketing to
manage content and it is OK for
distribution to change things. We’ve
just got to make sure that we can
do it in a way that supports the
customer and we have to do it as
quickly as possible so that we can
move onto the next change.”
Article written by
Gerard Norsa, Publications
Editor, itSMF Australia.
He can be contacted via:
gerard.norsa@itsmf.org.au.

• Join a professional association
– keep up to date with what’s
happening in your industry,
develop your skills and extend
your network by attending
seminars and conferences.
• Give back – share your
experiences and knowledge
with others such as
presenting at seminars and
conferences, contributing
to newsletters and bulletins
– this in turn gets you
recognised and raises your
profile.
Now that now you’ve
reflected on your career and
development, you are now
ready to act. I wish you great
adventures as you confidently
navigate your career in the
direction you desire - you’ll
be amazed at what you can
achieve.
Article written by
Paul Bodie, an independent
Service Management
Consultant.
He can be contacted via
paulbodie@optusnet.com.au

SFIA Workshops set Skills Benchmarks

Using SFIA to develop
confidence and offer
opportunities for
skills development
for Queensland ICT
Professionals.
In response to feedback from
the IT Service Management
Forum (itSMF) branch members
in Queensland, Australia, the
itSMF and Adaps Consulting, as
a founding member of the SFIA
Alliance, worked together to
offer a SFIA skills assessment
and workshop, free of charge to
itSMF Members.
Significant changes in the global
and Australian ICT markets,
coupled with changes in state
Government and a priority to
get Queensland “back on track”,
has left many organisations
eager to find new ways and
efficiencies in how they manage
IT services. With the allure of
en vogue “as a service” service
models gaining popularity, and
as a result many organisations
preparing to outsource their IT
capability to a potentially global
marketplace (and therefore
downsize their resources), there
has been a significant impact
on the job market for ICT
professionals in Queensland.
With the influx of skilled ICT
professionals now looking for
work, many are seeking ways to
differentiate themselves within
the marketplace and to potential
employers.
The itSMF Queensland Branch
Committee recognised an
opportunity to harness the
benefits of using the Skills
Framework for the Information
Age (SFIA) to help members to
understand the skills they had,
and work out how they could
use this information to more
effectively match themselves to
roles and market their skills and
capabilities when applying for new
opportunities.
The decision was made to
coordinate a SFIA workshop

to their members, and so they
looked for assistance from
Simon Roller, Managing Director
of Adaps Consulting, a SFIA
Accredited Partner and member
of itSMF, to deliver something that
would be perceived as valuable
for individuals. It was Shan
Altmann’s role to organise and
coordinate the workshop on
behalf of itSMF.
Shan’s role within itSMF is as a
member of the State Branch
Committee, and she is also an
active member of the itSMF
Council of Members. Outside
of itSMF she is currently in a
Quality, Risk and Assurance
coordination role within a large
ICT organisation in Queensland.
In preparation for the workshops,
Shan met with Simon and
together built an abstract
outlining what would be delivered
to meet the needs of members.
Australian IT Recruiter Adaps
Pty Ltd offered to sponsor 60
self-assessments as part of the
itSMF service. The service took
advantage of BSMimpact’s SFIA
Self Assessment, a cloud based,
secure and easy to use system,
which allows each individual to
determine their own skills which
is then presented in a word based
report emailed to the individual.
The Self-Assessment is hosted
by AssessmentPortal. The
administrator enters the overall
detail about the assessment and
enters each individual’s name
and email address. The system
then emails each individual with
a personalised link to their Self
Assessment. The individual can go
in and out of the assessment from
any location, at any time of day, to
complete the assessment.
Shan had some experience with
SFIA but had not used the Self
Assessment tool before. It was
through her experience using
the tool, and the experience of
others around her, that SFIA and
its power became much more
apparent the more she went

through the assessment survey.
“The survey took me about half
an hour to complete and on
the whole I was happy with the
results the assessment produced
– it’s a starting point from which
to understand my current skills
and consider development
opportunities”, said Shan. “It
was also good to be able to log
in and out of the system from
anywhere to continue answering
the questions. The fact that it’s
online makes it so much easier
to complete.”
Following the self-assessment,
individuals attended a Workshop
session run by Simon Roller of
Adaps Consulting. The workshop
explained how the SFIA
framework was put together, but
the most valuable part of the day
for Shan was to look at a Position
Description and identify the
required skills, then look at a CV
and do the same. The workshop
also took participants through
how they could represent their
skills in their own CV. Whilst the
Workshop is only skimming the
surface, it has started additional
conversations in terms of how
the knowledge learned can be
applied back in the workplace.
Since completing the selfassessment and attending the
workshop, Shan has started
using SFIA to help plan for
future opportunities within her
organisation. “Understanding
where your particular gaps are
in terms of where you are now,
and where you want to be helps
you to determine what is needed
to build up that capability and
move towards your goal”. The
beauty of SFIA, according to Shan
is that you can “sell yourself in
a language that is based on fact,
rather than persuasion!”
Shan believes that in an uncertain
environment, it is more important
than ever for individuals to
understand the full extent of
their capabilities and value. If an
individual’s capabilities are well

understood by themselves and
the organisation they work for,
it opens up opportunities to be
flexible around the application of
individual’s capabilities to areas of
the business outside of a person’s
core responsibilities.
“I definitely see the power in
having some sort of skills matrix,
or register, where an organisation
can keep track of the skills each
individual has, and therefore
understand what the impact is
if and when someone leaves a
position. This allows the business
to make educated decisions on
whether that gap needs to be
filled, and who may be available to
fill it from the skilled resources
they already have”.
Not only is having each individual
SFIA rated of benefit to the
organisation, but it gives that
organisation’s greatest asset –
their people – the tools and
confidence to move forward and
understand what they need to
do to achieve their professional
goals. It also has the potential
to help make decisions around
whether the organisation should
be considering new products and
new service offerings based on
the skill sets that they have!
Further, using the online SFIA selfassessment tool establishes a real
sense of buy-in to the initiative
and helps establish positivity and
direction from the outset.
Shan is now working with her
organisation to look at how they
can further assess capabilities and
how that could potentially make
them more efficient using the
resources that they have.
“I found the experience to be
extremely beneficial”, said Shan.
“It was important to both go
through the online skills selfassessment AND a face-to-face
workshop to really understand
the power of SFIA, and I look
forward to being able to apply
this knowledge in the future”.
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itSMF Australia Products & Services Directory
ALC TRAINING

Kinetic IT

The region’s most comprehensive provider of certification training in IT
Service Management, Project Management, Governance and Standards,
IT Security and IT Management.
Contact: Lisa Reed • Phone: 1300 767 592
Email: lisa@alc-group.com • Web: www.alctraining.com.au

‘Kinetic IT is one of Australia’s leading enterprise managed services
providers, supporting complex ICT infrastructures, critical data and multilayered environments both nationally and internationally. We have over
15 years of ITIL experience under our belt and offer accredited ITIL
training that’s highly interactive and applicable to IT environments across
all sectors. ‘
Contact: Simon Dorst • Phone: 1300 782 072
Email: training@kineticit.com.au • Web: www.kineticit.com.au

APMG-AUSTRALASIA
APMG-Australasia is a high quality, worldwide accreditation and
certification organisation. Contact us to train or consult in PRINCE2,
ITIL, MSP, Agile Project Management, PPM maturity assessments, Change
Management, Managing Benefits, ISO/IEC 20000, and now COBIT 5.
Contact: Mark Croxford •Phone: 0447 470 330
Email: mark.croxford@apmg-international.com
Web: http://www. apmg-international.com

ProActive Services
ProActive provides a comprehensive suite of consulting and education
services designed to help organisations transform the business of IT.
Email info@proactiveservices.com.au
Web www.proactiveservices.com.au • Phone: 1300 880 855

AXIOS SYSTEMS PTY LTD

PRD HelpMaster

Axios Systems is a leading provider of best practice, ITIL-based, IT Service
Management solutions. Our customer-centric approach combined with our
award-winning solutions ensures customers world–wide can align their IT
service provision with the overall business goals.
Contact: Mr. David Lloyd - Sales Manager (Asia Pacific Region)
Phone: (03) 9093 2100 • Email: assystau@axiossystems.com
Web: www.axiossystems.com

PRD Software is an Australian company based in Canberra that has
been developing helpdesk software and solutions for the ITSM industry
since 1996. Available in both Windows + Web, HelpMaster is used
worldwide for IT helpdesk, customer service and facilities management.
Contact: Rod Weir • Phone: +61 2 6278 4664
Email: sales@prdsoftware.com.au • Web: www.helpmasterpro.com

CCI Consulting
Working with external and in-house service providers, we measure,
monitor and benchmark customer satisfaction with the delivery of
IT and shared services. Our benchmarking database enables industry
comparison including in-house/outsource and onshore/offshore service
delivery models. How does your service delivery measure up?
Contact: Andrea Murray • Phone: 03 8637 1200
Email: info@cciconsulting.com.au • Web: www.cciconsulting.com.au
DIMENSION DATA LEARNING SOLUTIONS
DDLS is an experienced and prominent IT Service Management
training provider. Our ITIL® facilitators are certified and practising
ITSM professionals with over 90 years collective industry intelligence,
experience in both facilitating and real world ITIL® implementation and
consulting. We have trained over 12 000 ITIL® students and surpass
industry standard in pass rates. As the largest IT training organisation
in the country, DDLS also has a wide range of PRINCE2® Project
Management, Business Analysis, Professional Development and Technical
training courses available.
Contact: Melissa McLachlan • Phone: 1800 U LEARN (1800 853 276)
Email: training@didata.com.au • Web: http://www.ddls.com.au/
GEN-I TRAINING (Pink Elephant’s Portfolio)
Provide’s ITIL Training at all levels, including Foundation through to
Expert for individuals as well as groups on site. In addition to world
class training Gen-i Training also conducts Maturity Assessments and
Roadmaps for IT Improvement Initiatives.
Contact: Rachel Pennings • Phone: 02 9009 9012
Email: pinkelephant@gen-i.com.au • Web: www.gen-itraining.com.au
ITSM REPORTING SERVICES
Through our excellent people, well defined processes and automated
reporting software “Captell”, we have the solution to your IT service
management reporting requirements.
Contact: Adrian Heald • Phone: 0411 238 755
Email: info@reportingservices.com • Web: www.reportingservices.com

SUNTREE GROUP
Suntree Group is your first choice for business and IT process consulting,
assessments, performance, training and managed services.
Contact: Gregg Holden • Phone: 1300 00 ITIL (1300 00 4845)
Email: enquiry@suntreegroup.com.au • Web: www.suntreegroup.com.au
SOLISMA
Solisma is a leading provider of integrated Service Management
solutions that equip and enable you to deliver real business value from
IT. We offer a complete range of assessment, consulting and education
services that provide you with a clear path to achieving business
service excellence through the effective use of leading frameworks and
standards such as ITIL and ISO/IEC 20000.
Contact: Michael Nyhuis • Ph: 1300 765 436
Email: info@solisma.com • Web: www.solisma.com
UXC CONSULTING
Accelerate your capability across the IT service lifecycle by partnering
with UXC Consulting. e have the most experienced IT Management
Consulting and Education team, providing insightful guidance and
practical implementation approaches utilising current best practices
adapted to your organisation.
Contact: Natalie Drane • Phone: 1300 678 426
Email: info@uxcconsulting.com.au • Web: www.uxcconsulting.com.au
versaSRS
versaSRS is an Australian, highly flexible, multi-purpose Case
Management, Service Desk & CRM enterprise solution that supports the
ITIL framework.
Contact: Timo Bishop • Phone: +61 8 8463 1914
Email: info@versadev.com • Web: www.versaSRS.com

If you would like to include your organisation in
the “Products and Services Directory”
please contact the National office.

itSMF contact details
itSMF Australia
Mail: Suite 4, 45-51 Ringwood Street, Ringwood VIC 3134
Phone: (03) 9879 5466 Fax: (03) 9879 2833
Email: info@itsmf.org.au Web: www.itsmf.org.au
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Advance your career with itSMF membership

itSMF members receive regular updates, professional development opportunities
and access to ITSM resources and seminars. Enhance your career by joining your
industry forum now - www.itsmf.org.au or call 03 9879 5466
CF10306

