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There is a broad range of ITSM and
business expertise locked into the
final program for LEADit 2014, itSMF
Australia’s 16th annual National
Conference and Expo to be held in
Melbourne from August 13-15 including
a stellar cast of keynote speakers.

LEADit 2014

Keynotes Locked in For
With the final program, now available itSMF
members and the broader ITSM community
have no excuses for not getting online
and registering for this event which offers
tremendous value for money as a professional
development investment.
For LEADit 2014 all roads lead to the fabulous
Pullman Hotel for LEADit 12014 which is
situated on Queens Road, Melbourne just across
the road from the magnificent Albert Park.
Full Program Finalised
An overwhelming response from the ITSM
community has allowed the Conference
Committee to produce a fantastic program
that includes 11 Keynote sessions and well

over 50 breakout presentations across six
streams providing something for every level of
experience and areas of special interest.
There is also a range of full and half day preconference workshops on August 12 which
allows delegates to add some professional
development training to their conference
experience. To see the full program and to
register for this great event, visit the Conference
website: www.itsmf.org.au/leadit/2014.
In addition to the stellar program of
presentations, there is also tremendous
entertainment planned and multiple other
networking opportunities including the annual
Gala Dinner (August 14) that incorporates

New Branch Set for
Northern Territory
Thanks to the determined efforts of a committed
group of individuals in Darwin, Northern Territory
is well on its way to becoming the eighth state
branch of itSMF Australia to be formally
incorporated nto the organisational structure.
After an inaugural meeting was convened in Darwin on Tuesday, April 8, NT-based
members of itSMF Australia and other interested parties from the local ITSM
community assembled the necessary quorum which started the process towards
state branch being formed.
Continued on Page 12

the announcement of winners for the itSMF
Australia Industry Awards.

There will be welcome drinks on the evening
prior to the conference starting and a ‘Games’
night with a racing theme to be held on the
first night, the 16th annual Gala Dinner on the
second night with a Gangster theme and a postconference winery tour as a day trip for those
wanting to wind down after a busy three days.
C-Suite Executive Forum
One of the great new initiatives for LEADit 2014
is the inaugural C-Suite Executive Forum. This
event, which is targeted specifically at CIOs,
Continued on Page 2

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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CHAIR'S REPORT
KATHRYN HEATON
CHAIR, itSMF AUSTRALIA

On The Road Again
Welcome to the Winter Issue of
the Bulletin. It’s hard to believe that
the year is almost half over and
we are only a couple of months
away from again hosting our annual
LEADit National Conference.
It has been a very busy few
months for me, personally,
professionally and in my role as
Chair of the Forum. Taking every
opportunity to support and grow
the value, professionalism and
reach of Service Management is
one of my passions and I have
taken every chance to do this
lately including recent trips to
Singapore and New Zealand
to participate in the National
Conferences of those chapters.
In addition, I have also been
helping to support the setting
up of a new itSMF Australia
State Branch in the Northern
Territory as well as continuing
my involvement with the itSMF
International Board.
I was extremely pleased to be able
to attend the inaugural meeting
of the Northern Territory group
which occurred on the 8th April in
Darwin. There was an enthusiastic
audience who listened to a great
presentation from Kinetic IT’s
Simon Dorst before appointing a
steering committee of six to get
the process underway to fulfil the
constitutional criteria defined for
the establishment of a new branch.
Meanwhile, it was a great privilege
to be invited to attend the
itSMF conference in Singapore
during April. This event included
a full day of presentations with
speakers from all around the
world. It was well attended and
it was very pleasing to see some
familiar names amongst sponsors
who are putting in significant
effort to support the broader
Asian service management
community as well as their
support for us here in Australia.
While in Singapore, I participated
in a “Service Delivery” panel
session at the end of the day

which was facilitated by Rashid
Mohiuddin from FedEx. Joining
me on the panel were prominent
local service management
professionals Dhana Damodaram
from Citibank, Vinay Jain from
the itSMF Singapore Chapter and
Sesh Subrahmanyam from SGX.
It was a lively discussion which
helped emphasise to me the
quality of knowledge and
experience that is available for
itSMF members to share at
conferences all over the world.
Early in May, I attended itSMF New
Zealand’s national conference at
the invitation of NZ Chair and
regular at our conferences, Tristan
Boot. Wellington lived up to its
reputation as the “Windy City” and
this was once again an excellent
event with good attendance
numbers. I congratulate Tristan and
the rest of the NZ Committee for
putting on a great conference.
I’m always looking for new ideas
and speakers to bring to the
Australian conference so the chance
to experience another chapter’s
event is a perfect way to do this.
Charles Araujo, Karen Ferris, Rob
England and Hal Josephson were
just some of the great presenters
on offer and I wouldn’t hesitate to
recommend the NZ conference as a
worthwhile destination for Australian
members and sponsors.
As I write this report I am in
Melbourne preparing for the
Annual General Meeting held
on Friday May 30 which is yet
another opportunity for our
members to get involved in
the running of the Forum. This
year we will be welcoming new
members onto the Board and
thanking retiring members for
their service to our Forum.
I have previously acknowledged
the contributions of Justin
Gasparre and Justin Clarke who
both retired their tenures on
the Board earlier in the year but
since then, Rinske Geerlings, who
held the marketing portfolio for
the last two years, has also been

Keynotes locked in for
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replaced on the Board. I would
like to thank Rinske for her
efforts over that period.
The marketing portfolio is a large,
complex responsibility and Rinske
developed a number of initiatives
that have enabled us to provide
better services to our members.
I look forward to seeing you at
our conference in August.
Following the election process,
I am pleased to announce their
replacements on the Board, Nick
Laggar from Tasmania, Annamarie
Boddy from Western Australia
and Kathryn Howard from New
South Wales.
Nick served as the State Branch
Chair in Tasmania for three years
and has been involved with itSMF
Australia since 2008. He has
worked as a Service Management
professional for over 10 years
and he has a passion for
innovation and improvement that
will be an asset to our Board.
Annamarie is an extremely
experienced service management
professional who runs her own
business and has been a member
of the Forum for a number of
years and a regular presenter at
State Branch seminars and at our
National Conference. She is keen
to ensure that we exemplify Best
Practice Management in our Board
as well as the wider Forum and I
look forward to her contribution.
Kathryn has been the NSW State
Branch Chair for the last three
years and involved in the local
NSW committee for a total of five
years. She has been instrumental in
building our social media presence
and adding to our suite of member
engagement offerings including
Ignite sessions, Google Hangouts
and Twitter chats. Kathryn has also
attended our board meetings in
recent months as the State Branch
Chair representative and I look
forward to continuing to work
with her closely.
In addition to the new
appointments, we also welcome
back returning Directors Brad

Busch (Board Secretary), Garry
Long (Treasurer) and Michael
Billimoria while I am
also grateful for the ongoing
support from Board members
who have reappointed me as the
National Chair.
Our Board focus for the next
12 months is very much to do
with membership and we will
be reviewing our portfolios
to reflect this. We will be
doing everything possible to
both grow the membership
numbers as well as continuing to
provide additional value for that
membership commitment and
loyalty. So keep an eye out for
more communication regarding
the allocation of portfolios in the
next few weeks.
This year’s AGM will also address
some necessary changes to
our rules to comply with the
new Victorian Associations
Incorporation Reform Act 2012.
Finally, I’d like to advise you that
I will be attending the Chapter
Leadership Conference in Madrid
in June. My task on this trip is
to continue the significant role
Australia has played in ongoing
discussions with the itSMF
International Board in regards
to the Vision and Strategy of
IT Service Management at an
international level.
This is an important meeting about
the future direction of the Forum
and I am pleased to be able to
represent us and proud that itSMF
Australia is recognised as a mature
chapter that can provide valuable
input to this initiative.
Remember that our National
Conference is looming large on
the horizon and is again shaping
as a not-to-missed event for
all individuals and organisations
that make up the vibrant ITSM
community in this country. I look
forward to seeing you all there.
Kathryn Heaton
Chair, itSMF Australia –
kathryn.heaton@itsmf.org.au

LEADit 2014

CTOs, CEOs and senior directors of Australian organisations, will aim to address the critical issues
organisations face in leveraging technology in the delivery of their products and services in the marketplace.
It is an invitation-only event where some of the leading vendors in the industry will bring their
customers into a collaborative, knowledge sharing environment and is the first of several to be held
each year under the stand-alone banner of C-Suite Executive Forum.
Running concurrent to LEADit 2014, the first gathering is being held at the Fox Car Museum in the
Docklands precinct of Melbourne on Friday, August 15 from 9:00 am to 12:00 pm. If you would like to
nominate potential attendees, contact itSMF Australia’s Executive Officer, Bruce Harvey at the National Office.
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Keynote Speakers for LEADit 2014
As has become standard at LEADit conferences, there is a diverse array of local and international
experts headlining the conference program as Keynote speakers. This year delegates will get to learn
from the experience of the following in plenary sessions for the whole conference delegation:
Accelerated Connectedness: Implications
for Engaging the Next Generation of
Employees – Presented by Peter Nikoletatos,
Chief Information Officer,
The Australian National University.
Architecting an environment for the next generation
of leaders should now, more than ever, be at the
forefront of our minds. This presentation will look
closely at where the industry is heading, what problems we need to
address now and what the future will look like in a very short amount
of time.
The Cloud: It’s Not About the Money –
Presented by Nigel Dalton, Chief Information
Officer, REA Group.
The REA Group runs some of the world’s largest
property websites, and since 2011 has been on
a journey to exploit as many aspects of cloud
provisioned infrastructure, software and platforms as
possible. CIO, Nigel Dalton reflects on the position
that REA finds itself in three years later.
Axelos Update – Presented by Peter
Hepworth, Chief Executive Officer, Axelos
Global Best Practice.
Peter Hepworth is CEO of the joint venture formed by
the UK Government to commercialise its best practice
suite including ITIL and PRINCE2. In this presentation,
Peter will give an update of Axelos activities since its
foundation and make a major announcement.
Against the Odds – Presented by
Jason McCartney, Former AFL player and
Bali bombing survivor.
This year’s Motivational Breakfast speaker became
a national hero after his selfless assistance to other
victims despite suffering second degree burns to
over 50 per cent of his body in the infamous Bali
Bombings. Through resolute determination and goal
setting, he survived, made it to his wedding on time
and made it back onto the AFL field
Get SMArt! – Presented by Malcolm Fry,
Cherwell and ITSM Ambassador
ITSM has been around for as long as 50 years
depending upon which benchmark you choose. During
that time ITSM has been growing in both stature and
importance to business but have we become stale, same
old same old? Malcolm’s uses the inspiration of art to
illustrate how to freshen our approach to ITSM.
Applying ITSM Principles to Monitoring
Network Application Performance –
Presented by Telstra, Global Enterprise Services
For many organisations, in a variety of industries,
their applications can be their intellectual property
and their competitive advantage. In this presentation,
Telstra presents the key findings from their IDCmanaged research into how Australian government and
enterprise organisations are leveraging their application
performance insights to improve customer experience
and elevate end user productivity.

Big Uncle: Benevolent Security and the
End of Privacy – Presented by Rob England,
aka The IT Skeptic
Privacy was a momentary aberration in human history
– get over it. Big Uncle is a name for the concept
of ‘benevolent security’. Privacy is a dated concept,
disappearing fast. People get all tied in a knot over this,
but the consequences are only as bad as we let them
be. There are upsides; Big Uncle not Big Brother.
Strategic Planning: Insights from Australian
Board and Management Teams –
Presented by Paras Shah, Consultant at
Vital Interacts and Bradley Busch, Board
Secretary and Director, itSMF Australia.
Members of three IT professional associations –
Australian Institute of Company Directors, ISACA
and itSMF – collaborated to provide insights
into strategic planning within the industry. This
presentation will highlight some of the key findings
from the research conducted.
Engaging, Determining and Refining
Organisational Strategy Using Big Data
Analytics – Presented by Dr Neil Fraser,
Director of Strategic Planning and Information,
Macquarie University.
Strategy and information are closely linked in all
organisations. Dr Neil Fraser will delve into the world
of strategy development with an emphasis on process
through diverging and broadening your strategy. This
session will leave you with practical learning that
can be implemented in your business and lead to
immediate improvements.
Service Integration and Management:
SIAM – Presented by James Finister, SIAM
Consultancy Lead, UK and Europe, Tata
Consultancy Services
SIAM is a key solution to the growing trend toward
multi-supplier IT contracts. This session looks at how
to ensure SIAM delivers value to the business, how to
determine if it is the right solution for you, and how
to select a SIAM supplier.
Hypothetical: ITIL vs DEVOps –
Moderated by Rob England
Are you familiar with the concepts of DevOps? You
need to be. ITIL and DevOps have more in common
than either would care to admit. Rob England spoke
about DevOps in an informative keynote at the 2013
LEADit National Conference. This year, he’s back to
moderate our popular Hypothetical, with the topic
ITIL vs. DevOps, a radical approach to ITSM.

REGISTRATION – PROGRAM –
ACCOMMODATION: For all information about
LEADit 2014 and continual updates,
see the Conference website:
www.itsmf.org.au/leadit/2014
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Breakout Program: Stream Definitions
The tremendous diversity of
breakout presentations – 10
sessions across the three days
with five core streams for each
session – means that there is
something for everyone. One
of the biggest challenges for
delegates at this year’s LEADit
conference will be deciding which
of the multiple options to select
in each of the breakout sessions
on the program.
Due to the overwhelming
number and high quality of
submissions received from
potential presenters, a sixth
stream is also likely to cover
some of the excess proposals
that didn’t securely fit into any
of the defined streams. Keep
an eye out on the Conference
website for more details in
regards to this.
Refer to the program to see what
all of these presentations are
and who will be delivering them
but for the moment, note that
the five core breakout session
streams are defined as follows:

and ensure that the business operates smoothly.
Service Management is the key to ensuring
that the IT department is ready to meet
the challenges of this diverse and connected
environment. In this stream you will hear how IT
Service Management has been used to minimise
the risk and maximise the benefits Mobility for
the enterprise.

1. Service Management 101 –
Getting Started
ITIL and IT Service Management need not
be daunting. This stream is for delegates
getting started on the Service Management
journey. Topical workshops from each Service
Management stream help delegates understand
how to start a service management process.
It will explain the terminology, concepts and
principles of IT Service Management frameworks,
and provide insight into how to implement
processes and functions to successfully navigate
the lifecycle.
2. Service Desk and/or Innovation –
The Future of Service Management
With This stream will focus on the service desk;
how to work smarter, use new technologies,
face issues and create processes from an
ITSM perspective. What Service Managers
need to consider is how to manage new ideas,
measure success, maximise return and leverage
information to get value from their service
management processes and staff.
3. Mobility/BYOD
The boundaries of the IT organisation are
changing. No longer does the IT department
provide all the technology that the business is
using to connect to IT systems. Consumers have
access to a dizzying array of choice in power, form
factor and fashion at home and there is increasing
demand to bring this technology into the office.
The IT department needs to work out how to
manage services, deliver consistent experiences

4. Cloud
The Cloud presents new challenges and new
opportunities for IT and the Business. Many
IT departments are approaching the cloud
with caution. However, there are already a
number of great success stories where agility
has been increased, availability and resilience
improved and cost contained. Meanwhile, for
every success story, the path is also littered
with examples of mistakes to avoid. Service
Management, Governance and Security are key
skills that will ensure you realise the benefits
and avoid the pitfalls. In this stream you will
hear unique Australian case studies from
organisations that have transitioned workload
to the Cloud safely and securely.
5. Innovation – The Future of Service
Management
This stream will focus on the service desk;
How to work smarter, use new technologies,
face issues and create processes from an
ITSM perspective. What Service Managers
need to consider is how to manage new ideas,
measure success, maximise return and leverage
information to get value from their service
management processes and staff.

New Appointment at National Office
Alan Hollensen has joined the
itSMF National Office team on a
short-term contract in the leadup to the LEADit 2014 National
Conference in August.

with a view to raising the profile of LEADit 2014.
In previous appointments, Hollensen worked in a variety
of roles including over 15 years for the not-for-profit
Nursery and Garden Industry Victoria association. Prior
to that role he was employed the first National Training
Manager for retail organisation Snowgum Australia
which had 19 outlets across the country.
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– Alan Hollensen

Taking on the role of Marketing Manager, Hollensen’s
primary responsibilities will centre on marketing and
communication activity to increase awareness of and
interest in the conference. He will also be looking
after member communications as well as engaging
with the broader ITSM community and IT industry

Hollensen has completed an MA and a Graduate
Diploma in PR. If you have any marketing or
communications queries relating to LEADit 2014 or
itSMF Australia in general, he would be happy to hear
from you on (03) 9879 5466.
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BOOK REVIEW

BY KAREN FERRIS
itSMF AUSTRALIA BOARD MEMBER, DIRECTOR OF PUBLICATIONS

Title: The Quantum Age of IT
Author: Charles Araujo
Audience: Anyone in IT
Coverage: IT as we know it is dead. Forces
are at work, reshaping the very fabric of the
IT organisation. Driven by our own history,
changing perceptions of how technology
should work and newfound, but very real,
competition, IT organisations are struggling
to evolve - but into what? In The Quantum
Age of IT, Charles Araujo examines what has
led us to this point and what it means to
the future of IT organisations. With a broad
perspective on the fundamental changes
affecting the industry, he offers practical
guidance that every IT professional needs to
compete in this new era of IT. Whether you
are an IT executive, or just beginning your
career, this book will offer you the key insights
you need to understand what is happening
and what is coming.
Level: Beginner – advanced.
Bookstore Link:
http://www.itsmf.org.au/bookstore
Rating:

★★★★★

Karen’s Comment:
This book has been on my desk for some time and
I just hadn’t found the time – up until now – to give
it a good read. Why was I waiting! This is a book the
IT industry has been talking about since it was first
published back in 2012 and I understand why. It has
been described as the ‘most definitive book on IT
transformation’ and I couldn’t agree more. This is a book that has to be read by
everyone in IT if you want to survive as an organisation or as an individual in IT.
Charles describes the history of IT that has caused the struggle we are now facing and how
commoditisation, consumerisation and cloud computing is bringing a new era of competition that most
of us – if not all of us - are just not ready for. IT has to become a retailer and not a manufacturer.
The book not only describes the new business model that IT will have to adapt and how it will need
to become a learning, disciplined, transparent, intimate and dynamic organisation but also the five skills
that individuals within the organisation will need to acquire to survive. As Charles says ‘The technology
skills that have been in high demand are being commoditised.There is only one way to see this – those
skills are not your future’.
The five skills we need to master if we are to be relevant now and into the future are IT financial
management, critical thinking and analytical skills, communications and marketing, innovation and
collaboration, and leadership.
One of the best things about this book apart from the insightful and thought provoking content is
that it is easy to read.
I cannot stress how important this book is. IT as you know it is gone. This has to be on your
reading list.

Pre-Conference Workshops –
As has been the case for the
last seven years, a variety of fulland half-day workshops will be
conducted on the day prior to
LEADit 2014 starting. A broad
array of topics is covered by the
workshop schedule and they will
be delivered by high profile ITSM
professionals.
Visit the conference website
(www.itsmf.org.au/leadit/2014) to
register and to get a more detailed
description of individual workshop
content and outcomes. Following
is a list of workshops that you can
attend on Tuesday, 12 August, 2014.
FULL DAY WORKSHOP:
8.30am – 4.30pm (includes
lunch, morning tea and
afternoon tea)
991 ‘Understanding SFIA’
(accredited training course)
with Simon Roller .
This course, accredited by SFIA
and taught by a SFIA Accredited
consultant, introduces the SFIA
Framework and provides the
essential training required to
become a SFIA Accredited
Consultant.

MORNING WORKSHOPS:
8.30am – 12.00pm
(includes morning tea and
lunch 12.00pm – 1.00pm)
992 ‘Standard + Case’ with
Rob England
Standard+Case is about applying
a body of knowledge called Case
Management to ITSM, while
synthesising it with your existing
process approach. This is an
exciting new concept from the IT
Skeptic that will radically improve
the way you handle responses to
any sort of situation.
993 ‘Improve Your Facilitation
Skills’ with Darren Dove
Have you found yourself walking
away from a meeting wondering
what the outcome was? Do you
feel you have better things to do
than turn up to a ‘talk’ fest? The
major challenge during any change
is that people don’t understand
their role and therefore the buy-in
is missing; before, during or even
after organisational transformation.

Tuesday, 12 August 2014

994 ‘Disruptive Service
Management: Visualising and
Delivering’ with Craig Smith
In this hands-on, interactive
workshop, get a taste for
a process that empowers
you to get stuff done while
pleasing your customers. The
Agile process of visualisation,
transparency and delivering
value has changed the process
of software development
and is now disrupting service
management.
AFTERNOON
WORKSHOPS:
1.00pm – 4.30pm (includes
lunch 12.00 – 1.00pm and
afternoon tea)
995 ‘Real Techniques to
Achieve a Successful ITSM
Implementation’ with
Michael Billimoria
ITSM programs achieve success
through three core principles: 1)
Multi-disciplinary - a combination
of good practices from a variety
of disciplines; 2) Rapid – quick
implementation with a focus on
getting started and then driving
continual service improvement;

and 3) Practical - a pragmatic
focus where delivery is king
to ensure that high quality
implementations are delivered on
time, and on budget.
996 ‘Building Agile Virtual IT
Teams’ with Ian Jones and
Korrine Jones
In today’s increasingly virtual
workforce, out-of-sight cannot
mean out-of-mind. In fact, more
than ever, these teams need a
new kind of leadership to build
and maintain trust across time
and distance. This course will
give you strategies to effectively
provide leadership, management
and direction for virtual team
members.
997 ‘Adapting the COBIT 5
Implementation Method for
ALL Improvement Projects’
with Ralph Gray
In 2013, ISACA published the
COBIT® 5 Implementation Guide
describing an implementation
approach based on the ITIL®
Continual Service Improvement
Approach that has been enhanced,
expanded and improved
significantly.
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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
– Sheena Kane

Valuable Workplace
Relations Consulting
for itSMFA Members
In a tremendous initiative that adds significant
value to itSMF Australia membership, the
National Office is pleased to announce that
members will now be able to access professional
employee relations consulting services via a new
strategic partnership with Kane Independent
Consulting (KIC).
Continued on Page 12

Thrive 360
Membership
campaign
itSMF Australia has announced the creation of a
new 2014 membership campaign which will go by
the name of “Thrive 360”. Further details will be
released in the coming weeks but fundamentally,
it will be an incentive campaign that rewards
current members who introduce new members to
the value of itSMFA membership.
According to itSMFA Executive Officer, Bruce Harvey, the Thrive 360
campaign is an important new initiative designed to create at least 360
new members before the year is out.
“Continuing to grow our membership is critical to the long-term viability
of the organisation,” Harvey said. “We need to be innovative with the
methods we use to attract new members and retain existing ones.
“Obviously, the key to that is to deliver value for membership so we
continue to focus on this. Only then can we ask our existing members
to let their colleagues and other ITSM contacts know about the ways in
which the Forum enhances their knowledge, expands their professional
networks and advances their careers.
“With Thrive 360, we are asking our members to explain the benefits of
membership to others and will reward them if they can convert those
conversations into new members.”
Keep an eye out for more details of the Thrive 360 campaign and start
letting your professional associates know about itSMF Australia.

 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
Individual
Suitable for all individuals not covered by a C-Suite
(Corporate) membership including independent
consultants and full time IT and SM students
C-Suite (Corporate)
For organisations looking to professionally develop their
staff skills and maintain best work practices
Schools
To support principals and IT staff within primary, secondary
and tertiary institutions achieve world’s Best Practice
Partners
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.
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ITSM toolset?
It goes without saying that
every IT organisation is
different, with disparate IT
Service Management (ITSM)
priorities, challenges and
cultures prioritised to achieve
a diverse array of business
objectives. All of these are
important considerations that
need to be taken into account
when choosing which of the
many toolsets on the market
is best for each individual
situation. An important
question to ask is: How does an
IT organisation make the right
decision about which toolset is
best for them?

It should come as no surprise that specialists
agree all ITSM toolsets are not the same,
although there is some conjecture about
what those differentiators are. On one hand,
the debate dissects ITSM into those that are
on-premise and those that reside in the cloud.
On the other hand, pundits suggest that you
could split the ITSM toolsets vendors into
those that specialise in ITSM only and those
application developers that have a service
management offering as a component of their
larger suite of business products and services.
Phil Heggie, Vice President – Enterprise
Services at Unisys APAC gave us his list of
the key features making a clear distinction
between the various toolsets on offer from
various vendors.
“Clearly not all ITSM solutions are the same,”
Heggie said. “Some of the differentiators are
to do with whether they are in alignment
with ITIL V3 processes or not and I see widely
differing levels of process maturity in the
market-place.
“Other areas where there can be significant
value add for an organisation is in
supportability of the underlying infrastructure.
For example are there pre-built Service
Catalogues or do you have to build them
yourselves?
“The level of reporting available also varies
a lot while some ITSM tools will support
statistical and analytical reporting while
others won’t. You need to take all of this into
consideration when choosing the tool that is
right for any particular organisation.
Therese are the factors which will determine
the ‘time to value’, ease of implementation,

the ongoing support costs and long term
scalability of the whole platform.”
Peter Doherty, Regional Manager, Solution
Consulting ANZ, at ServiceNow is one who
believes that while there is considerable
variation in the market-place, at the end
of the day, ITSM toolsets can typically be
narrowed down into two broad categories.
“They are either on-premise or in the cloud,”
Doherty said.
“Not all cloud solutions are the same,
however. For example, some companies may
want to keep their ITSM toolsets in data
centres on-shore, for high availability and
security reasons, as opposed to on-premise.
“Meanwhile, some toolsets that are used
within IT operations have further capabilities
that allow an organisation to extend ITSM
philosophies and processes into a broad range
of enterprise service management disciplines.”
Simon Price, Director, Sales and Channels
for FrontRange said the ITSM market is
rapidly maturing and there has been a lot of
consolidation over recent years.
“There are two groups of providers in
this space,” Price said. “Firstly, there are
those organisations that focus on the ITSM
space and have some associated tools to
complement the core offering.
“Then there is a second group which includes
vendors who develop and sell a variety
of products with their ITSM tools being a
functional extension of a broader technology
solution. I would argue that a focused vendor
produces better technology.
Continued on Page 8
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“Having a scalable solution means that it can
be configured to best meet the needs of end
users. This is especially the case if the demands
on the solution are expanded beyond IT to
support other business users such as the HR,
marketing and the finance departments.
“Meanwhile, having an ITSM toolset that
offers a high degree of service automation
is also critical as this enables companies to
eradicate or streamline manual tasks as well as
standardise processes and consolidate systems.
“In terms of user experience, organisations
should look for toolsets that take a page from
the consumer world for ease-of-use.”
FrontRange’s Price preferred to pinpoint
“flexibility, supportability and integration” as
the key issues that need to be addressed by
an ITSM toolset.

“There are a number of examples in the
Australian market where vendors, through
acquisition have obtained multiple and
sometimes competing ITSM offerings. At some
stage, these vendors then need to consolidate
their offerings and rationalise “end-of-life”
technology. This is a trend which will continue.
“Therefore, it is important that organisations
look at the financial viability of their
prospective ITSM vendor in addition to its
functionality as a toolset which will support
their service management practices.”
Three Key Considerations
Each of the people I spoke to for the
purposes of this article had slightly different
opinions on what the three most important
things that every IT organisation needs to take
into consideration when they are assessing
which toolset is best for them.
ServiceNow’s Doherty considered “user
experience, automation and scalability” to be
the core triumvirate of ITSM tools advantages.
“These are what every IT organisation needs
to take into consideration,” Doherty said. “In
particular, scalability is important as it enables
companies to configure their chosen toolset to
support a broad range of business requirements,
without the need for continual upgrades.

“Flexibility with licensing and whether you
want to run your application on-premise or
in the cloud is a key consideration,” Price said.
“ITSM can be licensed by either named users
and/or concurrent users.
“Named users are generally assigned to
specific service desk staff whilst concurrent
users are more casual users and are allocated
to other IT staff or users outside of IT.
Generally a mixture of both is preferred but
some vendors only offer one type.
“ITSM toolsets also have to be supportable.
As customers modify the tool to suit their
individual organisations, these changes need to
be able to survive a version upgrade without
having to be done all over again. The ability
and flexibility for customers to choose which
version of an application they are going to run
is a key consideration.
“Thirdly, integration with other technology is
a key implementation requirement. You have
to ask yourself the question; ‘what functions
are needed to drive productivity and how
integrated are the offerings?’”
Unisys’ Heggie had similar thoughts to Price.
“Service Management is more than just
making the ‘engine room’ of IT more efficient,”
he said. “It is about how to deliver innovative
products in an IT connected world.

“Therefore, when assessing ITSM solutions
the best way to determine which solution
best meets your business needs and resources
you should consider the following three
things; process maturity – that is, alignment
with ITIL V3, the ability to integrate with core
enterprise systems and the level of vendor
support versus self-managed support.”
When To Change
Arguably, one of the biggest issues faced by
organisations in regards to the ITSM toolsets
they use is knowing just when it is the right
time to change or upgrade.
Heggie opined that the lifespan of a toolset is
directly related to the supporting technology
and methodologies.
“It depends a lot on what is happening with
other variables such as the ITIL framework
or the database technology being used,” he
said. “In my experience, typically you can
expect a lifespan of somewhere around four
to five years.”
Doherty had a slightly different opinion. He
believes that ITSM toolsets “generally have
long life-spans” irrespective of whether they
are pure-play, on-premise solutions or newer
subscription-based toolsets.
“On-premise tools are often more difficult to
upgrade or replace so that is a consideration,”
he said. “That is one of the benefits of a
subscription model. These types of tools are
constantly being updated and enhanced with
vendors introducing new value-adding features
on an ongoing basis.
“Cloud or subscription based toolsets typically
offer greater flexibility with a more seamless
upgrade path. As more organisations move
to a service-oriented view of their enterprise,
you’ll see an even greater emphasis on long
life-spans for their selected tool.”
FrontRange’s Price believes customers
should stick with an ITSM tool as long as it
continues to support the organisation and
improves productivity.
Continued on Page 9
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“Unfortunately, the decision to change ITSM
tools is generally made for the customer as
vendors make an ‘end-of-life’ decision on a
particular version or product,” he said. “Most
customers move ITSM tools because of the
change to the underlying base technology.
“Clearly there is a trend at the moment to
move away from client/server technology to
web-based tools but for an organisation to
realise a return on its investment, customers
should realistically expect to run their ITSM
toolset for at least five to seven years.”
Best of Breed or Single Suite?
Another important issue faced by IT
organisations in regards to their toolsets is
the debate as to whether it is best to have a
single suite of tools that cover every aspect
of their ITSM operations, or should they look
at having an integrated assortment of best of
breed tools?
Again, opinions were divided. ServiceNow’s
Doherty feels that in the cloud, this is a largely
moot point. “For a long time, Australian IT
organisations have had to assume the role
of system integrator as they try to cobble
disparate tools from multiple vendors,” he said.
“Often this came at great cost. However, since
the introduction of modern, cloud-based options,
which have been built organically from the
ground up, toolsets are designed to support
native integration with applications of any kind.”
FrontRange’s Price said that this issue is the IT
industry’s great philosophical question. “It’s our
version of ‘Which came first? The chicken or
the egg?’” he said.
“At the end of the day it is really up to how
much effort customers are willing to put into
their systems. Vendor developed integration at
product development stage is always tighter
than integration of best of breed tools from a
range of vendors.
“That said, best-of-breed tools can often be
more innovative but by their very nature work
in a silo. There is no doubt that niche tools can

work very well but they will generally involve
more work for the customer to keep in synch’
with other technology.”
Heggie was also a supporter of the efficiency
of using a single, comprehensive toolset
theory. However, he also suggests that there is
no reason why this toolset can’t be integrated
by a third party “which adds value by using
a range of service management technologies
from various providers”.
“I do believe it is best to have a single toolset
as it means you are dealing with like for like
technology that allows for native connectivity
and greater ease of reporting,” Heggie said. “So
long as that solution is built on international
standards and global best practice frameworks
such as ITIL, this option can dramatically improve
the speed of implementation.”
Coming Down the Pipeline
When asked about what the ITSM community
can expect in the future from current R&D by
solutions vendors, Heggie said that the biggest
evolution is coming from taking a closer look
at the users’ point of view.
“All R&D now starts by looking at what the
customers need to be more productive,”
he said. “In addition, while self-help channels
are now commonplace in ITSM, we are also
seeing a move to greater automation and
self-healing to better manage services and the
underlying IT infrastructure, rather than simply
reacting to service events.
“At Unisys our latest offering includes a personabased user interface for service request and
catalogue management that enables users to
view and initiate services. Another innovation is
what we call our ‘Discovery Module’ that creates
service maps and automates identification and
updates to IT infrastructure components that are
central to the services and business processes
they impact.
“We are also working on a comprehensive
Service Asset and Configuration Management
service that enables more efficient lifecycle
management of all IT assets irrespective of
whether they data centre- or people-focused.”
Over at FrontRange, integration is a key
development platform at the moment,
according to Price. “Vendor developed
integration of complementary technology
drives additional license revenue and provides
customers with faster implementation times
and quicker return on investment,” he said.
“FrontRange is also investing in end user
device management. There is now an
increased usage of tablet devices within many
organisations which blurs the line between
traditional desktop device management and
management of mobile devices.
“FrontRange is releasing technology that
allows for the consistent management of
end user computing regardless of the type of
technology. In the not too distant future, many
devices within an organisation will not only
be connected to the Internet but will also be

managed and controlled via the Internet.”
Over at ServiceNow, Doherty reminded readers
that when discussing R&D in terms of ITSM
toolsets, it is “important to look at the total
investment being made by vendors”. He said.
“You can’t just look at new features and
advantages pertaining to specific solutions,”
Doherty said. “When considering cloud
options, you have to look at the vendor’s total
investment in and development of their IT
infrastructure as a whole.
“Investments in data centres, security,
application development and operations
management will demonstrate how serious
the vendor is about re-investing in R&D. Given
cloud-based solutions that operate on a
subscription based model need customers to
continually consume, vendors are constantly
looking at new ways they can invest and
support customer acquisition and retention.”
New Technologies Impacting Vendors
As technology rapidly evolves, it drives
innovation and challenges ITSM toolset
vendors to make sure their solutions are still
capable of managing the whole environment.
Unisys’ Heggie felt that the biggest trend
impacting ITSM solutions is mobility. “IT
organisations have to provide ‘always-on’
connectivity,” he said. “Demand for resources
is unpredictable and the traditional way of
defining and delivering service falls short.
“There is rapidly accelerating use of mobile
devices and apps in the work place. Sometimes
they are BYO by the employee or they can be
provided by the employer but they are largely
enabling users to work anytime, anywhere.
“So, in turn, ITSM toolsets have been forced to
evolve and adopt a cloud-based framework to
deliver support to users anytime, anywhere.”
FrontRange’s Price pointed to the
“consumerisation of IT” which has meant
that IT organisations are now developing
and supporting technology for the end user
customers. “You can do everything from pay a
bill to ordering a pizza from a mobile device
these days, so help desks have had to adapt to
support not only the internal employees but
the external customers as well,” Price said.
Doherty agreed. “IT consumerisation has been
increasingly the wider IT industry over the past
24 months or so and this is definitely impacting
the way people interact with critical business
systems, including ITSM toolsets,” he said.
“ITSM toolsets are evolving to meet the
changing ways people consume and share
information such as social media channels
including instant chat and collaborative forums
similar to those that people use at home. For
vendors, it’s a case of keep up or keep away.”
Article written by Gerard Norsa,
Publications Editor, itSMF Ausralia.
He can be contacted via:
gerard.norsa@itsmf.org.au
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What Went On In Vegas –

Didn’t Stay in Vegas!
In February, itSMF Australia’s Director, Publications and Board
Member, Karen Ferris was invited to participate in a highlevel think-tank at Pink Elephant’s 18th International ITSM
conference – in Las Vegas. This event gathered some of the
world’s best known ITSM thought leaders to discuss the current
and future challenges facing the service management industry.
Upon returning Karen filed the following blog post which has
been reproduced here with her permission. Karen’s blog can be
found at: www.macanta.com.au/enews

Outcomes from the
Pink Think Tank 2014
By Karen Ferris

It was a great honour to be invited to participate in the Pink Think
Tank (PTT) as part of this year’s PINK14 – Pink Elephant’s 18th
International IT Service Management Conference – in Las Vegas.
The idea for PTT was initially raised at PINK13 when it was
pondered why when so many of the ITSM industry leaders were
in the same vicinity, they weren’t brought together to discuss ITSM
challenges that could be shared at the conference and beyond.
The initiative was led by itSMF New Zealand member, Rob
England (aka. The IT Skeptic) and the Pink team.

The PTT14 invitation list included:

The aim of the PTT was to gather some of the world’s leading
ITSM thinkers prior to the conference to consider some of the
toughest questions facing ITSM today.
A committee was formed to determine who would be invited
to take part and they selected eight people from a list of 40. The
selection criteria for participation included recognised thinkers,
published content, diversity of opinion and collaboration.
Continued on Page 11
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Rodrigo Flores was unable to attend due to unforeseen circumstances.
However, throughout the PTT, the team asked, “What would Rodrigo say?”

• Business innovation will accelerate through the use of emergent
technologies and embedding those inside business practices.

The topic chosen for the PTT was “Increasing Multi-Supplier Value
Streams” and what this means for the ITSM industry. The objective was
to provide pragmatic actionable advice.

• Anything that does not demonstrate differentiating value is a
candidate for externalisation.

The choice of topic was driven by the fact that it needed to be general
enough to be interesting and give the PTT scope, yet narrow enough to
be done in a day.
The PTT gathered on the Saturday prior to the conference (15/02/2014),
formulated a presentation on the Sunday, presented their findings on
the Monday (Conference Day 1) and provided a panel session for the
conference attendees to ask questions on Wednesday (Conference Day 3).
The PTT produced a mass of findings and items for further discussion /
development. The following is a summary of some of the key discussions
and what was presented to the PINK14 attendees. The first thing the
PTT did was to define the Problem.

• A single set of outcomes can be provided by multiple suppliers.
Suppliers are aggressively pursuing this market.
• Suppliers will develop service solutions, and tools to support them,
that an individual organisation cannot do on its own.
• Supplier strata will evolve, and contract duration will shorten.
• The evolving nature of the multi-supplier environment will drive
changes to how IT is organised and managed.
• The future is IT governance, service management, and assurance.

The Problem
IT is being squeezed. The supplier and the business are squeezing IT
because IT is perceived as slow to respond and the business now has
increasing choices from the increasing number of suppliers to go around
IT. The business and technology landscape is shifting rapidly.

Solution
Organisations need to be doing the following.
The business is being forced to change and must reduce time to market
as a competitive competence. PTT believed that traditional IT is not
ready to address this shift.
Suppliers have now become very good at managing commoditized
environments. The end result is the need to dynamically manage a
complex multi-supplier ecosystem.
Everything that IT has been doing in the past is no longer enough.
IT becomes more susceptible in a multi-sourcing approach as it is
susceptible to emergent / complex behaviour possibly leading to black
swans and shadow IT.
This is an emerging space – it’s complex and not necessarily clear yet.
The key question is how will everyone remain relevant in IT today and
tomorrow?
Trends
As commoditisation increases, the traditional IT role moves to service
providers.
Commoditize: The act of making a process, good or service easy to
obtain by making it as uniform, plentiful and affordable as possible.
Something becomes commoditized when one offering is nearly
indistinguishable from another. As a result of technological innovation,
broad-based education and frequent iteration, goods and services
become commoditized and, therefore, widely accessible.

• Build a robust corporate governance policy, process, roles and
assurance for Supplier Management.
• Know your business – assess your understanding of your industry
vertical and IT’s value in this space.
• IT needs to define a value driven operating model that is embedded
with a common / core belief system and operating practices that
span the enterprise.
• Define which Operating Model capabilities must be core.
• Service Management (and ITIL) should continue to be used but
with changed emphasis and priorities e.g. Supplier Management,
Demand Management, Service Portfolio Management and Business
Relationship Management.
• Elevate IT Supplier Management as an enterprise core function.
• Have a multi-supplier ecosystem that supports a balance of
organisational innovation and commoditization.
Options
• Do nothing
• Wait until something happens
• Start now!

Continued on Page 12

http://www.investopedia.com/terms/c/commoditize.asp

11

Valuable Workplace Relations Consulting for
itSMFA Members From Page 6
Sheena Kane is an acknowledged industrial relations (IR) and human
resources (HR) expert with over 12 years experience working as a
consultant in employee relations, giving advice to various industries and
delivering training to both employers and employees.
According to itSMFA Executive Officer, Bruce Harvey, the partnership
with KIC represents another valuable new member benefit which puts
best of breed workplace relations consulting just a phone call away for
those who might need it.
“Having access to quality industrial relations and HR advice is an important
component of having an efficient and productive work-place,” Harvey said.
“We are thrilled to be able to offer our members this valuable benefit as
part of their annual subscription.
“It is a great opportunity to lower the risks associated with their work
through independent ndustrial relations advice, training and representation.
“Under the arrangement we have put in place with Sheena Kane’s
consulting group, if any member organisations or individuals have IR or
HR issues that they need advice on, they can now ring KIC and receive
high level consulting services.
“Should the issue not be solved at the first contact, members will be able
to discuss engaging KIC for longer term consulting services. Sheena has
worked very successfully with many not-for-profit organisations in the past
and has significant experience with the intricacies and unique challenges of
workplace relations in the IT industry.”
As a result of the agreement between KIC and itSMFA, members will have
access to timely, accurate and up-to-date advice as well as training and
ongoing fee-for-service consulting at discount rates.
This will allow members to increase their understanding of relevant
legislation including their rights and responsibilities. It will also enable them
to take proactive steps to ensure compliance with relevant legislation and
to have easy access to comprehensive, strategic, timely and accurate advice
on all areas of industrial relations and HR.
KIC’s Sheena Kane said that it is important for all organisations and
individuals to be aware of their rights and responsibilities in the area of
work-place relations.
“Most small-to-medium organisations don’t have the resources to have
full time IR and HR specialists wholly devoted to this critical area of their
business,” Kane said. “The member service being offered here puts that
resource within reach of everyone.
“We look forward to working with itSMF Australia and its membership to
support all efforts to improve their professional reputation and to assist
individual and organisational members with their workplace relations issues.
“We are confident that we can meet the challenges ahead, and stand ready
to partner with itSMFA members in delivering expert information, advice
and training.”
Further information about this valuable new member
service is available from the National Office on (03) 9879
5466 or you can contact Sheena at KIC via email at skane@
kaneindependentconsulting.com.au or by phone on 0413 191 708.

Pink Think Tank

New Branch Set for Northern Territory
From Page 7

Under the regulations defined by the organisation’s constitution, the
34 people who attended established a Steering Committee of six
which is being led by John Clelland from the local office of national
ITSM specialists Kinetic IT. Process now stipulates that members of
the Steering Committee become elected to the Council of Members
and when there are 50 members and a properly constituted Branch
Committee, the new Northern Territory Chapter can be registered.
According to Kathryn Heaton, Chair of itSMF Australia, starting an NT
branch under the itSMF Australia umbrella is a priority for the organisation
and would complete the map as the eighth State Branch ensuring the
organisation had representation in every state and territory.
“We are excited at the prospect of having our friends and colleagues in the
Northern Territory joining the organisation with official State Branch status,”
Heaton said. “It represents a tremendous opportunity for the thriving ITSM
community in NT to join in the networking, professional development and
knowledge sharing activities that are at the core of our global charter.
“By providing a formal structure for regular seminars, training
programs and special interest groups, itSMF Australia now offers ITSM
professionals in Northern Territory a genuine forum to learn from each
other and share their experiences about achieving IT improvement.”
“Many Northern Territory organisations, including the Government, are
enthusiastically pursuing IT excellence,” Heaton added. “That augurs well for
the almost boundless opportunity the region has for developing specialist
expertise to help drive regional development and exporting it to rapidly
growing markets in Asia.
“Membership and ongoing engagement with itSMF Australia opens up
the opportunity to embrace the forum while also creating a culture of
thought leadership and innovation within the local IT community.”
Darwin-based ITSM professionals are urged to join itSMF Australia, get
behind the Steering Committee and take advantage of the broad range
of benefits that are on offer to members. Anyone interested in further
information about the proposed Northern Territory chapter including
upcoming events and event sponsorship opportunities should contact
the National office on (03) 9879 5466.
Meanwhile, the spade-work is also well underway for new Victorian subBranches to be created in Eastern Melbourne and Geelong – which both
house large communities of ITSM professionals – as well as other regional
centres around the country.
To this end, those living and/or working in Melbourne’s burgeoning
eastern suburbs should mark their diaries for the first Melbourne East
Regional Seminar which will be held on July 3 with Board member Karen
Ferris to deliver the headlining presentation focusing on some of the
‘bigger picture’ issues confronting business IT.
This event will be the springboard for proposed new sub-Branches in other
regional areas of Victoria, NSW and Queensland.

From Page 11

Starting Now!
• Understand how your services are adding
value to the organisation.
• Consider how the evolving nature of a
multi-sourcing environment will change
your role or job in the future.
• Understand what you can do, and set
priorities.
• For Supplier Management:
• Discover your existing practices to manage
contracts and suppliers
• Inventory existing contracts, ownership and
relationships

• Map the contracts to business outcomes
and/or SLA
• Evaluate existing supplier management
capabilities and skills
• Reprioritise Supplier Management,
Service Portfolio Management, Demand
Management and Business Relationship
Management
• Get help where needed
PTT Next Steps
The activities of the PTT did not start and
end in Las Vegas in February 2014. The PTT
will continue throughout the year with the

production of white papers, the creation of
an online presence to deliver content and
provide an opportunity for dialogue, further
events such as webinars and the planning for
a further PTT next year with a different topic
and participants.
Being a part of the PTT was a great
experience and I learnt a lot during the
process. It was a privilege to be in such great
company and I am proud that we had a
successful outcome. A big thanks goes to Rob
England for leading the initiative and everyone
in the PTT for their contribution.
12

Defining
the ServiceOriented
Enterprise
It is imperative that IT becomes the backbone of
the modern enterprise but this major shift is not
necessarily hard-wired into an organisation’s thinking.
For so long, IT has been kept busy by putting out fires
and keeping the lights on that service management
has tended to become an afterthought .

It’s really not that different to other service domains
within the enterprise. Does purchasing really think
of itself as a service? What about human resources
or facilities? Each organisation has important service
relationships tied to the rest of the enterprise, but
often they are not managing services.
Organisationally we need to think of IT in a new way.
IT has a significant role to play in being the source to
manage enterprise service relationships which, can
then be delivered to other lines of business.
For example, when HR needs to onboard a new
employee, there’s a set of services IT can enable procuring an office space, computer, phone services,
payroll services and security access. When you scale
this to thousands of employees in different locations,
the benefit of service management becomes clear.
To get to there, IT organisations need a new service
management model. Below are five foundational
pillars to help define Enterprise Service Management:
• Service Taxonomy – The description,
identification, naming and classification of
standardised service offerings. If organisations can
define the services that need to be managed,
they can structure, manage and automate them.
• Service Experience – The service experience
further translates the taxonomy into an
actionable online catalog. The service experience
emphasis is placed on the user interface design
and branding, allowing the expression of the
model to its users.
• Service Delivery – The orchestration of the
end-to-end service process flow. Services have
an anatomy that comprises all of the steps,
workflows, automations and integrations that
make up that service.
• Service Assurance – Event management and
automated remediation when something goes
wrong. This can be done by expanding workflows
to include appropriate automated checks and
balances.
• Service Analytics – Providing visibility into the
availability and performance of the services we
are delivering.
Having this process in place can remove many
manual steps and scale services across the
enterprise. Importantly, it moves the IT function
from reactive to proactive. That’s why managing and
automating service relationships is the next major
software frontier in the enterprise.
This model also helps organisations across the
enterprise such as HR, facilities and legal, start to
think of themselves as service domains and adopt
service models. By understanding the foundation
pillars, IT can help organisation turn away from
manual, laborious processes. IT organisation should
lead this cultural and organisational effort to create
the service-orientated enterprise.
Article written by Matt Dodd,
Senior Solution Consultant, ANZ at
ServiceNow. He can be contacted via:
matt.dodd@servicenow.com
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Embrace

Your Auditor.

?

Now what

Just the simple word ‘Auditor’ brings
weakness to your knees, raises the hair on
the back of your neck and starts you thinking
of how to escape and then ask Why Me?
All these thoughts and frightening flashes
before your eyes can be disposed of by simply
‘Embracing the Audit and your Auditor’.
The term ‘Auditor’ can be broken down into three simple sections:
1. One that audits accounts, so one assumes that they must have
everything in order and they will be fined if they are missing
something.....
2. One who audits a course, a person or group of people who
review information to see if you meet the criteria / records of the
information which is written?

3. One who hears; a listener, one who listens carefully to the words
you are saying, asks more questions, listens again and hears particular
words, to ask more questions again and to make you really nervous
and writes down many words.
However. not all three statements are quite true, an auditor is not
necessarily related to finance and or accounts. They are simply a person
doing a review of written words and assessing if those written words
meet the requirements of a standard and or task. There are many
different types of auditors’, quality, risk management, financial, course and
work health and safety auditors’, just to name a few.
Audits can be performed by an individual or by a group of auditors’ with
different levels of skills and audit qualifications.
An auditor is one who hears, listens and also asks lots and lots of open
questions looking for the facts, then records the information as evidence
found, against the requirements of the task or the standard which is
being audited.
The only true statement which can be said about anyone who hears the
word ‘audit’ instantly presses the panic button makes any excuse they
can to avoid being audited. This paper looks at simple steps which can
be taken by the interviewee to reduce the panic.
A good auditor can assist you in reaching an agreement with
management by value adding to previous requests or simply advising
management of all the accomplishments which have been made to the
system as improvements. The auditor can also reinforce the sponsorship
for a project and reinvigorate a project with greater management and
team support. The more time you, as an individual, spend working and
embracing with your auditor the more positive outcomes will be seen at
the end of the audit.
I would like to challenge you to ‘Embrace your Auditor’. Taking control
of the interview process, being prepared for the audit and befriending
your auditor, is the best opportunity you can be given to show how
good you are; how you comply with your organisation’s management
system; how you make improvements to the task and or system or how
you have saved money via process re-engineering. This is your chance to
shine and enjoy the experience of the audit process.

Today I say, ‘Embrace your Auditor’ and I say
it in seven easy steps thereby having a friend and
advocate for life.
1. Don’t Panic! and Breathe....
The excuses which have been given
over the many years of auditing
are all a result of ‘panic’. Employees
begin to panic when they hear
the word ‘audit’. They begin to
avoid you, stop taking your phone
calls, change and or cancel any
appointments you try to make
with them for the audit, decline
calendar invites more than once,
take holidays or even in the
worst case have their manager call you to advise their
workload is so big they are unable to spend any time with a
auditor. The worst case which has come across my desk in the
past 15 years has been employees just not turning up for the
interview and not being contactable at all. These employees are
referred to as missing in action (MIA) and sometimes they are
missing for days after the audit.
These excuses just do not come from the day to day operational
staff; they also come from Senior Management, Directors and
Business Unit Managers within the organisation all of whom have
hit the panic ‘audit’ button.
I guess this type of behaviour is very typical and could be
acceptable as it is the unknown which invokes panic. However,
it really is just a misunderstanding of the word ‘audit and or
auditor’. People react and fear the worst, that they may slip up,
not have the correct answer or supporting documentation, not
have what the auditor is looking for and are just scared that the
audit will be looking at the themselves in detail and the activities
which are being performed by them. All of which is just not
true. An audit is looking at the system and controls. The auditor
is looking for evidence that the systems and controls as well
as improvements across the system/s and or organisation are
functional, factual, utilised, practical and adhered.
2. Getting off to a good start....Think ‘System’ not ‘You!’
The most important thought needed to get off to a good start
for any audit an auditor is to think ‘System’ not ‘You!’
Continued on Page 15
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From Page 14
At all times during your time with the auditor, remember this
interview is always about the management system framework
which is in place, how you use the system, the evidence you can
show to say the system is being used and the suggestions and or
completed improvements which have been made to the system
by yourself and or a team. With this clearly implanted in your
mind, it will get you off to a good start and it is an important
step in embracing your auditor.
Ensure you and your
department and organisation
search out the best from
the audit and the auditor,
take your time in preparing
for the audit. Planning,
planning and planning for
the audit day and the audit
deliverables will enhance your
experience of auditing. A few things to check of
your checklist in you’re planning stages are:
• Ensure you have read and understood the information which
has been sent to you.
• Be sure and ask the organiser any questions you have prior to
the audit.
• Have some questions ready for the auditor.
• Understand what sort of evidence is required for an
audit, whether it is soft or hard copy and be able to
locate it in your systems.
3. How, What, When, Where, Who and Why?
These are commonly known as open ended questions
and ones which auditors just love to ask. This gives them
the opportunity to delve deeper into the processes and
associated documentation and can also open up Pandora’s Box
for the unsuspecting interviewee.
The auditor is not deliberately trying to find fault in how you
perform work in relation to the system requirements, they are
wanting to see if you understand the system and work within
the boundaries of the system, that is, do you follow the written
processes, procedures, work instructions etc., which have been
documented?
However, if the interviewee does not take the time to listen
carefully to the words which the auditor is using during the
question time, the interviewee may just say too much which
gives the auditor the opportunity to
start the questions all over again on a
different topic, of which they may not
be so familiar with.
Embracing your auditor and repeating
the question back to him or her and
reiterating the key points will ensure
that your answer is concise, on topic
and covers what was asked. Simply
to say:
• HOW you do the activity,
• WHAT is involved in doing the
activity,
• WHEN the activity is performed,
• WHERE the activity is performed,
• WHO performs the activity and
• WHY this activity is performed.

Then breathe and
count........ 1, 2, 3, 4, 5,
wait for the auditor to
digest your answers, write
down some notes and
think about the next set of
‘How, What, When, Where,
Who and Why” questions
they will be asking you.
4. Show me the E V I D E N C E!! !
This stage is all about show and tell. Show the auditor the
evidence to support the activity and tell them in simple terms
how the evidence is used to support the activity. During your
planning stage ensure you look at the records section in your
documentation and take note of what records are produced,
these are a very good source of evidence.
Other types of evidence which are also impressive are internal
and external reports, minutes of meetings, system management
reviews, checklists and forms which have been completed
(records) by employees as part of the process / procedure.
Evidence is the solution to meeting the
requirements of the standard. Evidence gives the
auditor confidence that the system is working
and you, as a person using the system, are aware
of the records/evidence required for the activity
within the process.
This is a key opportunity to shine and
embrace your auditor with all different types
of evidence. Engage with the auditor to see
if the evidence can be improved, ask for their
input and where appropriate take notes.
5. Answer the QUESTION?
This is very important. Answer the question being asked, not
the question which you think was asked. Before answering the
auditor, listen carefully to what was being asked. In some cases
the auditor may use words which
are not used in your industry and
may have a different meaning
in your industry. To be sure
you understand the question,
repeat the question back to the
auditor and ask for clarification
where needed.
Questions are best answered
in simple words and only quoting
the facts. You are not expected to know the answer
to every question which an auditor might ask. If you do not
have the answer to the question being asked, simple say “I do
not know the answer, I suggest you speak with my Manager’.
Avoiding questions and or requests only makes your auditor dig
deeper and dig further into territory which you may not want
explored. Therefore, avoidance is not an option.
Use your visual evidence to answer the question as well, take the
auditor slowly through a process and or support documentation;
show them step by step what is required. Explain the details
so the auditor can fully comprehend the activity and all of the
associated requirements.
When answering questions always remember your manners, are
polite and smile at the auditor.
Continued on Page 16
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Speak slowly and confidently,
emphasising the points of interest
and stop at different intervals to
ask if the auditor understands the
information you have given or
has any additional questions they
may like to ask. Again, take this
opportunity to embrace your
auditor.

draft it can be a little more risky to show the auditor these
documents. As this raises the question, ‘did this documentation
just get set up days before the audit?’ or was there a need for
the documentation and it was identified via a corrective action?
Use draft documentation only if evidence can be shown that it
has been in operation for some time, not just days prior to the
audit.

Above all, be honest and tell the truth,
do not speculate, go with a positive
attitude to your interview.
Take a view that the audit is a
learning experience for yourself and
the auditor. Bear in mind all the
positives which can be taken from
the interview rather than focusing
on your perceived negative
thoughts.
Remember an audit is
about the system not about the
person using the system.
6. Only published documents, please.
Documentation is the area where interviewees have some
difficulty and where an auditor can have the best fun during an
audit. Documentation and the control of all documentation
which is related to the management framework is the key to any
audit being a success.
Therefore at all times it is best practice to only provide
documentation which fits the criteria of the systems
document management control process and supporting
documentation. Documentation Control is usually one
of the first processes which is asked for by an auditor and
evidence of the controls and outputs are asked from each
and every interviewee.
Be assured Documentation Control will be a question in
any audit. Therefore any documentation which is shown
or emailed and in some cases given to the auditor (such as
an organisation chart) should ensure it is properly named,
version controlled, date controlled and is sourced from your
organisations document management system.
Your documents should reflect the requirements of the
organisation’s Naming Standard document and be controlled
according to the organisations Document Control Management
Process.
This simple means in most cases ONLY use published
documents, for your show and tell with the auditor.
However, in some cases it may be appropriate
to show and or discuss documentation which is
under review and or in draft format.
Documentation which is
under review may be due to an
improvement suggestion and if
so this shows a positive impact
of the system framework and
allows the auditor to see how
improvements are dealt with
via the organisations system.
For those documents in

It would be wiser to
advise your auditor no
documentation was
available and to receive
an Opportunity for
Improvement (OFI) for
the documentation to
be created.
Rather than a
possible minor
Non Conformance (NCR) for draft
documentation which may have been created just days before
the audit to fill a potential gap......this can look like a cover up and
will differently not assist with you ‘Embracing your Auditor’.
7. Improvements....time to make your lasting impression.
Now the end is near, just a few more questions to tidy up the
ends of the interview. This is your best opportunity to talk about
the many improvements which have been made to parts of the
system which you can control, the overall management system
framework, the improvement projects which have been initiated
by yourself and or your team.
Take your time showing good
evidence using your detailed
project plan, audit survey
results, customer and peer
feedback and or a Six Sigma
projects which haves saved $$
for the organisation.
Walk the auditor through
the steps, clearly outlining the
initial issues identified, the
consultation process with your
team and management,
the conclusive agreement and finally the solution which was
implemented.
Take that to the next step and show the changes to
documentation, the signed off project plan from management and
any cost savings which have been allocated to the organisation.
Last but not least past and present reporting which shows how
the change was received and impacted on the activity and or
organisation.
Use this session as
your last chance to
really embrace your
auditor and share the
facts, the how, what,
when, why and who
was impacted and
or touched by the
improvement. Take
your time showing your
document evidence in project plans, reports etc and also all your
controlled documentation.
Continued on Page 17
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Clearly show what the issue was and how the questions asked were
addressed via consultation to the team and management. Use all seven
skills to exceedingly embrace your auditor for the very last time.
Breathe, you have done all you can to embrace your auditor;
To show how effective the seven steps to ‘Embrace Your Auditor’ assist
employees; I surveyed interviewees from March 2011 through to
September 2011 using the following 10 questions. The intent was to
gauge how interviewees felt the audit was conducted and how they
embraced the auditor knowing they had been given an awareness
session on the seven steps.
These are the following questions with results showing a total of 28
invitations were sent to staff, with 16 responses received; which equates
to a 57 per cent response rate which gave an 86 per cent positive
response, showing that employees ‘Embraced the Auditor and
Audit’ in a positive manner.
The highest score for any one question was 2. The target set for a
positive response was 80 per cent.

It is now up to him or her to pass on all the
tremendous hard work and detailed information to
management on your behalf, with the outcome being
a successful audit and finding a friend for life.

The below graph displays the survey results of which questions 1, 2, 3, 4
and 5 are all about the auditor and confirms that the information given
in the seven steps assisted the interviewee in ‘Embracing the Auditor’.
Questions 6, 7 and 8 are all about the audit system in general and
confirms that recording of the audit findings, the recommendations
which were provided as well as the issues and OFI’s and the overall
purpose and scope of the audit need to be explored and better
communicated to each interviewee.
Questions 9 and 10 could be examined with management engagement
to better support the overall audit program and the ongoing
assessments to show how it adds value to the business overall.
Audit Assessments
Survey Results March - September 2011

Question

Description

Average
Rating

Total
Score

Question 1

I was made aware within
reasonable time that I
would be involved in the
audit?

1.8

28

The assessment scope,
objective, outcomes were
sufficiently explained before
and during the audit?

1.6

Was the assessor’s
approach constructive and
non-threatening during the
audit?

1.8

Question 3

1.4
20
1.2

28

1.0

Total Score (#)

26

15

0.8
10
0.6

0.4
5

1.7

The Auditor’s requests
for information and
documented evidence were
reasonable?

1.7

Question 6

The findings of the audit
were accurate and clearly
documented in the report?

1.4

23

Question 7

The recommendations
provided constructive and
actionable improvement
opportunities?

1.3

21

Question 8

The issues and
opportunities for continual
improvement raised will
benefit the business?

1.3

20

Question 9

Overall I was satisfied
with the purpose, scope,
objectives, conduct and
results of the audit?

1.5

24

Question 10

Ongoing internal
assessments add value to
my business?

1.7

27

Question 5

25
1.6

The audit environment was
acceptable and the auditor
spent an appropriate length
of time with me?

Question 4

30

1.8

Average Rating (#)

Question 2

2.0

0.2

27

0.0

0
Question Question Question Question Question Question Question Question Question Question
1
2
3
4
5
6
7
8
9
10

Average Rating

27

Total Score

Bio
Sandra is a confident senior manager and capable influencer and
negotiator with 15+ years’ knowledge and experience in Compliance,
Assurance and Integrated Management Systems.
Sandra has strong leadership and management skills in program
management, governance and team development. Sandra enjoys
building diverse quality frameworks, developing and deploying quality
and service management programs and processes and has a passion for
training internal auditors.
Sandra has developed, deploy and maintained robust compliance and
audit programs for ISO 9001 Quality Management and ISO/IEC 20000
IT Service Management as well as ISAE 3402 Audit Program (SAS 70
Type 11 Audit). Coupled with knowledge of other frameworks such as
OHS 18001 and Environmental Management System ISO 14001.
“Knowledge is power” says Sandra, who has a deep desire to improve
and assist others in understanding the simplest form of quality, ‘Plan, Do,
Check and Act’. Sandra wants to share knowledge and let each person
see they have achieved an outcome using quality in their day to day life.
This article was written by Sandra Hinchcliffe, a long time itSMF
member (NSW Branch Committee) and Quality Assurance
manager at Thales Group. This article was the 2013 winner of
itSMF Australia’s White Paper of the Year competition.
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Where
There’s a Willunga,
There’s a Way
At Willunga High School (WHS) a combination of high speed internet courtesy of the National
Broadband Network (NBN) and an influx of new laptops thanks to Australian Government funding,
created an explosion in technology use by teachers and students as well as a range of IT service
management (ITSM) issues.

However, following the adoption
of a strict change management
process and a focus on other
areas of best practice ITSM, the
technology revolution has also
introduced a variety of outstanding
teaching and learning outcomes.
Willunga High School is situated
in picturesque McLaren Vale
about 45 kilometres south east
of Adelaide. WHS caters to a
diverse community including
urban fringe dwellers as well
as children from country farms
and small towns dependent on
the thriving local agricultural and
hospitality industries. With nearly
1100 students in years 8-12, the
school population also includes 68
teaching staff, 20 school support
officers, three IT technicians, an
e-Learning Co-ordinator and an
ICT Co-ordinator.
In 2011, WHS became the
first Government school to be
connected to the NBN which
helped shape the way it has
developed its IT infrastructure.

Although this was a blessing
for WHS, it also required a
complementary investment
in infrastructure, systems and
processes to take advantage of
the high bandwidth that was now
available to them.
The Challenge of
Embracing Technology
According to WHS’s Principal,
Janelle Reimann, technology
offers tremendous opportunities
for improved teaching and
learning outcomes but only if it
is reliable, flexible and ubiquitous.
Thanks to access to the NBN,
funding under the Rudd/Gillard
Australian Government’s Digital
Education Revolution (DER)
program and effective strategic
service management, the school’s
technology infrastructure has
progressed from a nightmare to
state-of-the-art.
“Prior to our NBN connection
and DER allocation, we
struggled to take advantage of

the potential for technology as
an education tool,” Reimann
said. “We had two dedicated
computer labs, each with about
25 computers in it and we had
one IT technician who was a
student at this school.
“We only had desktop computers
which were all pretty old and
clunky. Students and teachers
would fight to have access to
them. Meanwhile, our internet
connection was slow and
unreliable with no wireless. All of
the computers were hard wired
into somewhat primitive servers.”
Investing in NBN Access
When the opportunity to
connect to the NBN came along
in 2011, WHS invested significant
amounts of its own funds in
making that connection and
upgrading the infrastructure that
was supporting their technology.
This included new wireless
equipment and new servers
which helped the school make

better use of the $174,000 grant
it received in the first round of
DER funding which had paid for
174 new Mac laptops.
Just when the school was
getting excited about embracing
its e-learning environment
and managing a significant
change to classroom culture,
an unfortunate fire – started
accidentally by builders –
compromised much of the
recently upgraded infrastructure.
“We were going through a
redevelopment at the school and
there was a fire in our server
room,” Reimann said. “It was a
disaster. All of the equipment
was sprayed with fire retardant
powder and after that the whole
environment was terrible for
several months and we had to
rethink the whole strategy again.
“We had a lot of help from a
Departmental recovery team
who helped us clean up the
Continued on Page 19
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hardware as best as possible and
set in place some processes for
the recovery. Largely from the
school budget, we gradually spent
about $300,000 on replacing all
of the equipment so that we had
a robust system once again.
“It was great. We were
connected to the NBN and had
an environment that allowed all
1,000-plus kids at the school to
be on the internet at the same
time without any compromise on
service quality.”
Additional DER funding allowed
WHS to significantly increase the
number of devices in the school
and to further upgrade the entire
wireless infrastructure and, for
a while, everything was working
really well. According to Reimann,
the only things missing were
good processes to keep it that
way and to continue improving
the quality of IT services to staff,
teachers and students.

subsequently compromising its
clients’ confidence in being able
to use the computer systems.
“In the end, we decided to lock
down our system and that our
service providers’ staff would
be the only people authorised
to make any changes at all to
our system,” she said. “They
had developed mature change
management processes and the
knowledge on how to implement
them which would enable us to
significantly boost the stability and
availability of the whole solution.
“That caused a little bit of
consternation amongst our IT
technicians, but it was the only
way I could feel confident that
when a change is made that
the appropriate procedures had
been followed.

WHS has been able to achieve
most of the desired outcomes
it identified when developing
strategy to transform into a
cutting edge school.
“We invested a lot of effort and
money in gaining access to a Rolls
Royce internet service in the
form of the NBN,” Reimann said.
“Our number one objective from
that exercise was to harness that
reliable high-speed broadband and
use it as a platform to enhance our
learning environment.
“To do that we had to totally
change our curriculum delivery
process so that all of the
teaching resources were made
available virtually for students so
they could participate in learning
anytime, anywhere, and a lot of
the classrooms became clarifying
forums, for instance.

can provide a whole world of
opportunities that will allow them
to pursue any passion they have.”
“As a further example, some
students at WHS are involved
in global research programs and
others will soon be consulting
with wine-makers in France as
part of their viticulture studies.
Wine-making, of course is a key
component of the local economy.
Meanwhile, teachers are only
limited by their imaginations
when it comes to bringing the
world into their classrooms and
this too has proven to be a
great motivator for them as well,
according to Reimann.
“We have the skills and we have
the technology to do anything that
we think will benefit our students,”
she said. “What we have found

“We had the infrastructure right
but we had a lot of changes
being made to the system
whenever some sort of incident
or problem emerged,” Reimann
said. “I had two IT technicians on
staff by that stage as well as an
IT Co-ordinator and they were
all deploying little tweaks and
patches on one or another of
the servers whenever something
went wrong without due process.
“That is when we decided to
engage one of the Department’s
preferred solution providers to
clean up our systems and to tell
us what we needed to do to
make our system work the way
we wanted it to work.
“We had a vision that the school
should be like an internet-style
café so that staff and students
could bring any device into the
school and it would connect and
all of the schools applications
would be available. All I wanted
was for it to work smoothly
and reliably as a 21st century
learning environment without any
obstacles to the best possible
teaching and learning experience.

“Our service provider was also
able to give us service level
guarantees. We knew that if
things went down that they
would be back up again within
a defined time-frame which
is something we had always
struggled to achieve through
internal service management.”

“When my teachers are doing all
of their preparation based on the
availability of our technology, it is
critical that it works when they
need it.”

Essentially, WHS now has a very
centralised and well-governed
system that can’t be tinkered with
except under the defined change
management process overseen
by its managed service provider.
With consultation between the
school and the service provider,

Reimann said there were a whole
range of little things that were
compromising WHS’s system and

Realising Desired
Outcomes

“Our students are now part of
some really innovative national
and international programs
including things like driving the
Mars Rover. As a result of having
such quality broadband and a
virtual classroom, we have been
able to participate in high level
international projects for science
disciplines such as astrophysics
and nanotechnology.
“We’ve been really innovative with
regard to electronic textbooks
and we have developed a great
video display interface program
which allows students to take
virtual tours of the Museum of
Modern Art in New York, for
example. Willunga may be a little
country town where the students
are pretty insulated but now we

is everybody feeds off of this
excitement and so we’ve become
an environment where the
teachers are creative, the students
are creative, we use our students
to provide us with IT feedback
and we use our students to be
co-learners and co-teachers.
“From an administration and
community engagement point
of view, we now have a system
whereby parents can access and
engage with the school at any
time from any Web-connected
device. We have been able to
develop a parent portal which
includes reporting results and
progress, showing what work
their kids are doing as well as
Continued on Page 20
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tracking their homework schedules,
achievements, their child’s
attendance and much more.
“We wanted a system which
provided unique learning
opportunities, great administration
through a learner management
system and we wanted teachers to
feel confident to deliver curriculum
in a more exciting way.
“Through good service design
and management, provided by
our service provider, we have
been able to achieve that from
the NBN and our infrastructure.
By getting our infrastructure
architecture and support services
right as well as having a clearly
defined change management
process, we have a technology
environment that is reliable. Our
teachers are confident to use
it and it is able to service all of
the needs of all of the teachers,
students and support staff.”
New Organisational
Structure
A key component in WHS’s
implementation of an
effective change management
process was to undertake
an organisational restructure
within the IT operations team.
This involved bringing in full
time, paid consultants from the
service provider.
“Initially we had two IT technicians
from the department as well
as an IT Co-ordinator and an
e-Learning Co-ordinator,” Reimann
said. “We have now changed the
structure so that we only have the

one departmental employee who
is an IT technician and then we
hire two IT engineers through our
service provider who are on-site
all the time.
“This structure has proven to be
fantastic. They are highly skilled
professionals trained in the latest
technologies and because they are
working for a third party service
provider that we have contracted
with defined service level
agreements they have a clear focus
on customer satisfaction.
“So, the bottom line is that if we
have any IT problems or issues,
these guys solve them for us and
as a customer I can demand that
they provide me with high quality
services. They are the gatekeepers
of our change management and
service management processes
which are clearly improving the
way we leverage IT for better
education outcomes.
“Fundamentally, what we have
done is to develop a far more
commercial-style IT environment
where we want to see positive
outcomes and a return on our
investment in technology. For a
high school, that result can only
be measured as a better teaching
and learning experience for our
staff and students.
“We have changed from an
environment that was being run
on a shoestring and which was
not really meeting our particular
needs to a system which is highly
efficient, cost effective, managed
for optimum performance
and providing a cutting edge
education environment.”

It’s been a long journey for WHS
and one that continues into
the future as the school strives
to continue improving the way
technology is used as a teaching
and learning tool.
Lessons Learned
Reimann said the school has also
learned some valuable lessons
about how to best deploy and
use technology in a tertiary
education environment.
“If I had my time over again, I
would work out what I want
to do first and then work
backwards,” she said. “What we
have done is to kind of learn on
the fly and there have been some
mistakes and misjudgements
along the way because we didn’t
start out by defining what it was
we were trying to achieve.
“Once we started to engage
some professionals to assist us,
things really started to improve.
We are educators. That is our
core competency. I firmly believe
that you need to work out what
you want to achieve and then ask
the experts how you should best
go about reaching those goals.
“We had very fast broadband. I
wanted to leverage that to create
an internet cafe style environment
where anybody can bring any
device along and invite the whole
world into the classroom. It had
to be safe and secure for the
students. It had to be reliable in
its performance and it had to be
available as close to 100 per cent
of the time as possible.

“I asked our provider how they
could make that happen for us
and then they came back with a
business plan and an IT strategy
plan. At the core of their plan was
effective IT service management
based on incident management,
problem management and
change management.”
Continual improvement is also
part of the outlook for WHS. Soon
they are hoping to introduce a
device agnostic virtual desktop
which displays all of the school’s
applications and then they will
further develop local delivery
capability. This means they will be
able to deliver classroom inclusion
to remote, disabled or overseas
students who are otherwise unable
to attend school.
“We want to be able take the
excellence we are developing
at Willunga to the world and
in turn invite the world to join
us,” Mrs Reimann said. “It is so
exciting. The sky is the limit.”
This case study was written
by itSMF Australia’s
Publications Editor, Gerard
Norsa with the intention
for it to be used to show
Secondary Colleges across
the country the value
that ITSM principles
can introduce to their
burgeoning technology
environments and to
encourage them to take
up the itSMFA Schools
Membership package. You
can visit Willunga High
School’s website at: www.
whs.sa.edu.au/
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itSMF AUSTRALIA PRODUCTS & SERVICES DIRECTORY
If you would like to include your organisation in
the “Products and Services Directory”
please contact the National office.
ALC TRAINING
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
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
AXIOS SYSTEMS PTY LTD
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 worldwide 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
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/
ITSM HUB
“The ITSM HUB is proud to be Pink Elephant’s exclusive partner in
Australia.”
We provide ITIL and Prince2 certification raining at all levels, from
Foundation through to Expert, for individuals as well as groups on site.
Need specialised or customised non-certification training or workshops?
Not a problem!
In addition to world-class training, The ITSM Hub also helps organisations
turn knowledge into practice, with a range of service and process
improvement consulting services. No lock-in, no “one size fits all”
approach - we work with you for as long or as short as you need us.
Contact: Rachel Pennings • Phone: 1300 424 025
Email: info@theitsmhub.com.au • Web: www.theitsmhub.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
KINETIC IT
‘Kinetic IT is one of Australia’s leading enterprise managed services providers,
supporting complex ICT infrastructures, critical data and multi-layered
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
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
PRD HELPMASTER
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
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
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
SYSTEMOLOGY AUSTRALIA
Microsoft Service Manager is an ITIL compliant service desk for all
businesses. Systemology is Australia’s leading expert in Service Manager.
Contact: John Mustac • Phone: 0406 934 188
Email: john.mustac@systemology.com.au • Web: www.systemology.com.au
UXC CONSULTING
Accelerate your capability across the IT service lifecycle by partnering
with UXC Consulting. We 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: Michael Billimoria • 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

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
CF10767

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
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