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Canberra may have been a rough-house of
political brawling over recent months but all
of that disunity and bickering will be pushed
aside when LEADit 2013, itSMF Australia’s
16th annual National Conference and Expo,
takes over the National Convention Centre
from 7-9 August.
It has been a tireless effort by an extensive
cast of people but all is now in readiness for
over 500 of Australia’s and the world’s leading
ITSM thinkers to come together for the
sharing of valuable knowledge and experience.
LEADit 2013 is all set to be yet another
chapter in the illustrious annals of Australia’s
largest event that is 100 per cent focused
on the business value delivered through
effective IT service management programs.
Program Packed with Value
As we have come to expect over the years, LEADit 2013 boasts
a packed program. Under the conference theme of “Service
Management in a Connected World”, the event features over 60
breakout sessions across six streams, nine keynote presentations,
seven half- and full-day workshops, six Hot Topic discussion panels,
a CIO Brunch and over 40 sponsors in the trade exhibition.
Kathryn Heaton, itSMF Australia’s Chair and Conference Director
said it is great to be returning the organisation’s marquee event to
the nation’s capital.
“With some of Australia’s leading educational institutions and
largest government agencies headquartered in Canberra, the ACT
is a hotbed of ITSM innovation and practice,” Heaton said. “The
last time we held the National Conference and Expo in Canberra
was in 2008 and it was one of the most successful events we have
held with a great response from the local ITSM community.
“The National Convention Centre is a world-class venue with
a program designed to help members and the broader ITSM
community to acquire and share knowledge, we have pulled out
every effort to ensure that this year’s event delivers tremendous
value to delegates and our sponsors.
“With the right combination of workshops, keynote speakers
and niche focus breakout sessions as well as tremendous
entertainment and networking opportunities, LEADit 2103 will
offer the complete conference experience for itSMF members and
the broader ITSM community.
“I look forward to broadening my knowledge on the critical issues
of today’s relationship between business and IT as well as catching
up with many old friends and making some new ones.”
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All Roads Lead to

Canberra for LEADit 2013
Incorporating HDAA
One of the exciting developments for LEADit 2013 is the
partnership with HDAA (formerly known as the Help Desk
Association of Australasia) which sees the two organisations joining
forces to further enhance the value of the event.
While there has in the past been help desk-related content at
itSMF Conferences, this year for the first time there will be one
whole stream devoted to content specifically catering to help desk
and service and support professionals.
“It has long been understood that service desk and support
operations are critical to the effective implementation of ITSM
improvement strategies,” Ms. Heaton said. “Therefore, it is only
logical to extend the value of our Conference by including
designated content on this complementary area of IT.
“It has opened new avenues for us to further grow the event in
terms of the conference program, delegate numbers and value to
sponsors while creating enhanced opportunities to execute our
strategic objective to promote and develop ITSM in Australia.
“We are really looking forward to embracing HDAA and its
membership at LEADit 2013.”
Going Social – Follow the conference remotely
For all itSMF members who are unable to attend the conference,
you will be able to follow what is going on through multiple social
media channels and the itSMF Australia website (www.itsmf.org.au/
leadit/2013).
In addition to lively Twitter chat via the #LEADit discussion stream,
you can keep pace with developments in the lead-up and during
the event from the facebook page (itsmfau), LinkedIn (itSMF
Australia Official Group) and YouTube (itSMF Australia channel).
New content is being uploaded all of the time and this will
accelerate as the Conference gets underway.
Heaton said that social media is one of the areas of LEADit events
that has been growing each year and which is set to do so again
in 2013
Contd on page 3

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

A U S T R A L I A

New Capita and
TCO JV to be
known as Axelos
Capita, the company which won the tender
process for the commercialisation of the UK
Government’s global best practice suite has
announced that its new joint venture with The
Cabinet Office will bear the title Axelos.
Peter Hepworth, CEO of the new company, has pledged to work
with the global Best Management Practice community whilst using
investment and innovation to grow the portfolio and spread its use
in international markets.
“Today is the first major milestone as we build towards becoming
fully operational in January 2014,” Hepworth said at the
announcement of the new name. “Over the next few months we
will be in listening mode, working alongside product users, trainers
and examiners to gather together their invaluable expertise.
“With thoughtful investment and innovative learning techniques,
we are looking forward to developing this unique suite of
management tools.”
Axelos have published five ‘Routes to Growth’ for the organisation
•
•
•
•

Grow International Markets, including emerging economies
Invest in existing products, including integration to other frameworks
Develop new Best Management Practice Products
Build an online community supported by a collaborative /
social platform
• Offer solutions for major employers and industry players
The new politics of ITIL is something that itSMF Australia is keeping
a close eye on. itSMF Australia Chair, Kathryn Heaton said that
Australia will be contributing to a global response from itSMF
International to continue its long-standing role in the development
and revision of the ITIL framework.
“itSMF International is keen to seek chapter input in relation to how
it will prioritise representation to the new joint venture,” Heaton
said. “As a mature chapter in the itSMF community, Australia has
always been prominent in contributing to global initiatives so we
are sure to be heavily involved in the conversation about how we
can work with Axelos.
“Board member, Michael Billimoria, our Director of Certifications
and Qualifications is working on a submission that will help
contribute to itSMFI’s global response.”
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A Great Conference Awaits Us in Canberra
It has all come around very
number of people. Therefore,
addressing in Canberra.
quickly but it is that time of
I will take advantage of this
Some of the challenges faced
year again when some of the
opportunity to thank the huge
by major projects in recent
brightest and most experienced
cast that has been behind
times have largely been
ITSM professionals from
putting together this event.
attributable to the inability
Australia and beyond gather at
There have been volunteers,
of IT to demonstrate real
LEADit 2013, the 16th Annual
third party service providers
value, in particular in relation
itSMF National Conference and
and the national administrative
to government initiatives in
Expo, this year in Canberra for
staff that have all contributed
Queensland and Victoria. There
the first time in five years.
to staging the event and it
have been some high profile
could not have come together
ITSM investments that have
Throughout the long history of
without them.
been perceived as being unable
our National Conference, we
to deliver as promised and an
have been fortunate enough to
I’d also like to take this
excessive waste of public money
have a great line-up of speakers
opportunity to welcome our
because no-one understands
who are willing to share their
new Business Manager, Bruce
what they have achieved.
knowledge and ensure that the
Harvey to the itSMF family
event provides maximum value
as the replacement for Greg
In addition, there appears to
for those who attend.
Porter who resigned earlier
have been deterioration in
this year. Bruce has extensive
the partnership philosophy
With a great program in
experience in business
of outsourcing. Instead of
place as well as the usual fun
management including with
seeing third party service
entertainment schedule lined
not-for-profit organisations
providers as holding a “trusted
up and a fantastic opportunity
and emerged from the
advisor” role, we are seeing
for delegates to network with
recruitment process as the
an atmosphere of conflict and
like-minded colleagues, LEADit
stand-out candidate.
mistrust expressed from both
2013 promises to provide
the client and outsourcer sides.
everything you would want
We are already starting to
from a National Conference.
see benefits from Bruce’s
These are important issues
appointment as he has
that we, as an independent
One of the focuses of the
implemented a range of process
industry association, should be,
Forum at the moment
improvements designed to
and will be, aiming to address
is engagement with the
renew our focus on providing
and repair. It will be these sorts
members. We want to serve
benefits to the membership.
of issues that representatives
your needs, provide value
Bruce will be prominent at the
from Federal agencies in
for your membership and
Conference coal-face, so make
Canberra will be wanting to
increase involvement from the
sure you take the opportunity
explore at LEADit 2013 and
grass roots in the direction
to track him down, introduce
which we will tackle head-on.
and running of the forum. So
yourself and welcome him to
if you are at the event, make
Another challenge for us
the Forum.
sure that you visit the itSMF
going forward is in relation to
stand and ask us what we can
He will be more than happy
extending the conversation
do for you and how you can
to discuss any questions you
about how we can leverage
become better connected to
have about the operations of
the service management skills
the organisation, your fellow
itSMF and to hear your input
acquired by IT into other
members and the broader
on how you think the Forum
parts of the business. The
ITSM community.
can improve.
business value and principles
of process-driven, measured
There are lots of new things
Meanwhile, there has been a
service management can be
we are doing for the first time
significant announcement out
applied to a range of other
in 2013 based on feedback
of the UK regarding the future
business processes across
from past events, applying
of the Cabinet Office’s joint
multiple operations including
a continual improvement
venture with Capita. The new
asset management, resource
philosophy and through
organisation that is managing
management, facilities managegrowing our expertise on
commercialisation of the global
ment and OH&S, for example.
how to manage events. There
best practice frameworks
is also an expanded effort
developed by the UK
It is in these sorts of disciplines
in sharing the event with
Government announced that it
where IT can add further
those who are unable to
would be known as Axelos.
value and improvement based
attend through social media
on what we have learned
Australia has been involved
to ensure that that every
through pursuing IT service
with
itSMF
International
in
member gets the opportunity
management excellence. That
developing the organisation’s
to learn from the program.
represents challenges and
global engagement model
opportunities for itSMF as an
We are also greatly looking
with the joint venture and in
organisation that supports best
forward to taking our Gala
communication to all chapters
practice knowledge sharing.
Dinner and Industry Awards
to ensure our ongoing
presentations back to the Grand
relationship with Axelos is
I am always keen to discuss
Ballroom at Parliament House.
mutually beneficial.
these and any other issues you
It is a great honour for us to be
face, so if you see me at the
As we lead into the
able to stage the Dinner at such
conference, be sure to come
Conference,
it
is
a
good
time
a magnificent venue.
up and say hello. Alternatively,
to reflect a little on the state
drop me an email anytime via:
It is important to remember
of the ITSM industry which is
kathryn.heaton@itsmf.org.au
that events such this do
continuing to face challenging
not come together without
times and it is some of these
Kathryn Heaton
Chair – itSMF Australia
significant effort from a large
themes that we will be

FIVE MINUTES WITH
1. Name: Rachel Seaniger

5. Member since: 2008

10. Best Aspect of Being an itSMF
Australia Member: Meeting and
working with people from the ITSM
community across Australia – they are a
pretty good bunch

6. ITSM Experience: ITSM Consultant;
Senior ITSM roles in Qld Government

11. Favourite IT Gadget: My iPhone
(favourite non IT gadget – GHD!!)

7. Current Employment: Senior
Consultant, UXC Consulting

12. Technology Vision for the
Future: Keeping it simple

8. Most successful experience on an
ITSM project: Working with PSNMC
to assist them in achieving ISO/IEC 20000
certification.

13. Personal Interests: My kids, reading,
keeping healthy, watching the Broncos and
my boys play footy

4. Current roles with itSMF
Australia: Qld Committee member

9. Biggest challenge faced on an
ITSM project: Working on a Qld
Health Transformation Program that
involved significant organisational and
process change. The lesson learnt is that
people can only absorb so much change.
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14. Three books you loved: Power of
One, Firestarter, River God
15. Three films you loved: Shawshank
Redemption, Green Mile, Me Myself and
Irene
16. Favourite Global Destination:
Italy

itSMF New Zealand’s
2013 Conference
Board Member, Claire Brereton crossed
the ditch and represented itSMF Australia
at itSMF New Zealand’s 9th Annual
Conference which was held at the Pullman
Hotel in Auckland on May 6-8. She filed the
following report.

proceedings, the Chair
(Tristan) was killed in what
could only be described
as an ‘unpleasant accident’.
Fortunately, he then returned
as an angel later in the
proceedings to great applause
from the Dinner guests.

There were over 80 delegates
that gathered in the Pullman
Hotel, Auckland for the 9th
annual itSMFNZ conference
and it was a great privilege to
be there on behalf of itSMF
Australia.

Overall, it was a fantastic
event which proved to be a
great opportunity to promote
the Australian conference in
Canberra in August and I am
hoping that quite a few of
our New Zealand colleagues
will be coming over to take in
our event.

itSMF NZ Chair, Tristan Boot
opened the conference
and handed over to NZ TV
personality Nigel Latte who
operated as the MC for the
event.
The conference ran two
parallel speaker streams and
some of New Zealand’s largest
companies (including Frontera
and Vodafone NZ) presented
case studies on leading edge
service management practice
they had implemented.
Many Australian vendors
crossed the Tasman to

participate, and the exhibition
hall became a friendly
networking space where
people were able to catch up
and meet new contacts.
Sessions held by Rob England,
aka ‘The IT Skeptic’ were
a highlight and I for one
was impressed to see how
much the ‘Standard + Case’
thinking pioneered by Rob
has developed. Australia’s own
Kathryn Howard, Chair of
NSW state branch, made a
presentation – complete with
cats’ ears. To find out why you
will have to attend her session
at LEADit 2013 in Canberra.
In addition to the great
conference content, ItSMFNZ
put on a fantastic mafiathemed Gala Dinner. As
part of the fun during the

Congratulations to itSMFNZ
on a great conference and
I offer my sincere thanks to
Tristan Boot and the entire
itSMFNZ committee for
their warmth and hospitality.
I would recommend it to
anyone for its blend of
quality content and friendly
environment. I will certainly
be working on plans to return
as a speaker for the 10th
anniversary conference in
Wellington next year.

Why Join itSMF?
We’re
Visionary
We’re
Connected

itSMF is ideal for IT managers, professionals and practitioners at all levels
responsible for short and long term business deliverables of IT.
itSMF is a true social network of online and face-to-face meetings to share views
and experiences open to all organisations and individuals with an interest in IT
Service Management.
We’re Global itSMF covers 60+ countries with over 70,000 members, so interstate and
international travellers are able to stay connected with a global network of likeminded people.
We’re an
As an itSMF member, you are in a position to influence and contribute to
Authority
international standards, programs and publications.
We’re
itSMF is your way to develop unique skills, including opportunities to speak, write
Educational
and apply for awards, and participate in committee leadership roles.
We’re Diverse itSMF encourages diversity in relation to gender, role/level, geography, culture and
industry.
We’re Great
itSMF provides value to your employer by keeping you apprised of ITSM business
Value
intelligence, and encouraging your development with ongoing mentoring and
support in your ITSM role.
Quantitative Benefits of Membership
Member Benefits
Events
Access to 4 State Seminars
Convenience of 10 Annual Webinars
Member rates for the LEADit National Conference
Special Interest Group Discussions
Publications
Discount on ITIL Publications
Access to Industry White Papers, Resources and Online Education
Subscription to the itSMF Bulletin
Access to ITIL suite online (coming soon)
Access to 12 Monthly Newsletters
Total

Individual Corporate
Savings
Savings
260
120
$
300
$
200
$
$

100
100
$
60
$
80
$
40
$
1260
$
$

1300
$
600
$
1500
$
1000
$

500
500
$
300
$
440
$
100
$
6240
$
$

*Savings are based on ‘Corporate 5’ membership. Save even more with larger Corporate Memberships.
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.

All Roads Lead to Canberra for LEADit 2013
Contd from page 1
“Social media represents one
of the biggest developments
over recent years in how
communities share information
and communicate with each
other,” Heaton said. “In addition
to having scheduled, moderated
Twitter chats each week in the
lead-up to the conference, we
have also developed an app,
available for free to delegates
from the iStore, that aggregates
everything you need to know
about the conference into a
single location.
“One of the great things
that we are able to do with
a concerted effort on social
media is to provide access to
aspects of the Conference for
members who cannot make it
to the event. Obviously, it will
never replace actually being
there but there is considerable
effort going into sharing the
experience with members who
cannot be there on the ground.”
Selected keynote addresses
will also be available via
YouTube after the event.
The official LEADit Conference
App is designed for iPhone,
Blackberry, Android and
mobile web. It allows delegates
to network with colleagues
during the show and for the
next 12 months. Basic sponsor
and speaker profiles, including
bios and abstracts, are now
uploaded into the App. QR
codes have been assigned to
every delegate, speaker and
sponsor and you can add as
much information to your profile
as you’d like others to see.
Use the app to ‘favourite’
things you would like to
share with others or view

later yourself and use it to
evaluate sessions. The App is
our primary communications
platform while at the
Conference, after registering,
accept your invitation, set
up a password, download
the App and get ready to
Connect, Communicate and
Collaborate at LEADit 2013!

accommodation, reviewing the
program and instructions on
how to get involved via social
media for those who can’t
make the event – is available
from the Conference website
(www.itsmf.org.au/leadit/2013).
This should be your first port
of call for all Conference
information

Streams for everyone

Entertainment Galore

There are six separate
breakout streams at this year’s
conference with 11 sessions for
each stream across the three
days and each one embracing
a Hot Topic discussion panel
with audience interaction.

On the first night of the
Conference (Wednesday,
7th August 2013), Platinum
sponsor, Kinetic IT is hosting an
entertainment bonanza which
will take the form of an Amazing
Race Games Night in the
LEADit 2013 Exhibition Area.

Catering to all levels of
experience and a wide variety
of subject matter, many
delegates are going to have
a hard time choosing which
breakout session to attend.
The stream titles for LEADit
2013 are as follows:
Stream 1 - Service
Management 101 - Plug in to
Service Management
Stream 2 - Support
Services - Wired for Sound
Stream 3 - Process, Pitfalls
and Tips - Close the Loop
Stream 4 - Leading People Engage Your Network
Stream 5 - Governance and
Risk - Don’t Cut the
Blue Wire
Stream 6 - Architecture,
Innovation and Measurement AIM High for the Next
Big Thing
It’s All on the Web
Everything you need to know
about the conference –
including registration, booking

5.30 - 6.30pm Sponsor
Happy Hour - Join your
colleagues for a drink and chat
while gathering your team of
up to four people to dress
up and begin training for the
Amazing Race. You can be any
kind of team you like, from
any genre, sport or country the crazier the better!
6.30 - 9.30pm Kinetic
IT Amazing Race After
a warm welcome from the
sponsor, let the Games begin.
Join your mates for loads
of fun during the Kinetic IT
Amazing Race to meet the
game challenges. Gather your
team and travel around the
exhibition playing games to
collect stamps in your team
Games Passport. The first
team to collect 12 stamps
and present their completed
passport to the Kinetic IT
‘I’ Lounge wins the Amazing
Race trophy. All competitor
teams who return to the

Kinetic IT ‘I” Lounge with a
completed passport card
get to play the final lucky dip
game for some fun carnival
prizes.
Spot prizes will be awarded
by our LEADit 2013 Customs
Officers throughout the night
for funny outfits and smart
game playing. Dinner cuisine
from around the world will be
served throughout the night
from 7.00pm so be sure to
visit the different food stations
on your travels.
Gala Dinner at
Parliament House
Australia’s most famous
meeting place, arguably the
Heart of the Nation, is the
venue for our Gala Dinner
this year. Sponsored by our
Diamond sponsor, Telstra, this
year’s dinner at Parliament
House will be a night to
remember. So don’t forget
your formal wear, and get
ready to enter the marble
halls of political power for an
amazing night.
The Gala Dinner includes the
announcement of winners
in the 2013 ITSM Industry
Awards. Finalists have been
declared in three major
categories; ITIL Project of
the Year, Service Desk Team
Project of the Year and ITSM
Innovation of the Year. You
can see a separate feature in
this issue which highlights the
achievements of the finalists.
Get ready. It is going to be
a fantastic three days of
knowledge sharing, networking
with like-minded colleagues
and good fun with old friends
and new.

Bruce Harvey
appointed as
new Business
Manager
itSMF Australia has announced the
appointment of a new Business Manager,
Bruce Harvey who will take over as
the head of the Forum’s National
Administration Services office in
Melbourne. Bruce replaces Greg Porter
who ran the National Office operations for
over three years before resigning in May to
pursue family business interests.
Kathryn Heaton, Chair of itSMFA said that Bruce was selected
following an extensive short-listing and interview process that
assessed 37 candidates.
“Bruce comes to our organisation as an accomplished senior
management professional with experience in range of areas
including not-for-profit philosophy and management,” Kathryn
said. “We were very pleased with the quality of applicants
that we received for the vacant position and I look forward
to working closely with Bruce to continue delivering value
to the membership and achieving the core objectives of our
organisation.”
Bruce’s CV includes many roles in the Not-for-Profit sector,
largely in the financial services and health industry verticals
as well as engagements as a self-employed management
consultant. Past roles include being the Chief Executive of
Victorian Anaesthetic Group Pty Ltd which managed booking
and billing services for a collective of anaesthetists and as
the General Manager of the Capital Group of Companies,
a property investment organisation funded by private
superannuation funds.

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












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

Customised solutions
with a Service
Management focus
We can customise any of our
courses to meet your needs.
We’ll use our experience of
training over 12,000 ITIL®
students to deliver programs
that complement existing
practices and frameworks.

Bruce’s academic credentials include a Diploma in Civil
Engineering and an Applied Finance Masters from Macquarie
University. He has been engagemed fulltime as itSMFA Business
Manager since 1 July.
“I am really looking forward to taking on this role and learning
very quickly about the organisation, its members and the value
effective IT service management brings to business operations,”
Bruce said. “My experience with not-for-profit organisations and
in many management positions gives me a solid understanding
of what is required to continue itSMF Australia’s commitment to
sustainable operations, knowledge sharing and delivering value
to the membership.
“I have always believed passionately in the power of
collaborative effort and an open-door management style, so
I will always welcome input and ideas from all members and
executive office bearers who have constructive ideas on how
we can further improve itSMFA operations.”

1800 U LEARN (1800 853 276)

www.ddls.com.au

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

Please join us in welcoming Bruce to the Forum. Bruce can be
contacted via email at bruce.harvey@itsmf.org.au and by phone
via the National Office (03 9879 5466).
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Finalists Announced
Following a record numbers of nominations and an extensive judging process, itSMF Australia has
announced the finalists for the 2013 ITSM Industry Awards in the three major categories. Faced
with the largest ever number of nominations for the premier ITSM Project of the Year category
and due to the high calibre of entries, the judges decided to declare four finalists in 2013.
Meanwhile, both the Service Desk Team Project of the Year and Innovation of the Year have seen
the entries short-listed to two finalists in each category. Winners will be announced as part of the
itSMF Industry Awards at the Telstra Gala Dinner to be held at Parliament House, Canberra on 8
August, 2013 during itSMF Australia’s 16th National Conference and Expo being convened at the
National Conference and Exhibition Centre in Canberra (from August 7-9, 2013)
This year’s itSMF Industry Awards finalists are as follows:

Telstra – ITSM Project of the
Year Finalists
ANZ

A transformation of this prodigious scale, complexity and risk has
rarely been attempted globally, its daring, inspired nature AND
successful outcome surely qualifies it for Service Champion of the
Decade, not just the year.
The United Technology Service Management (UTSM) team was
charged with the task to transform the ANZ IT Department into
a real service provider organisation, to enable the proposed Global
business to grow effectively and achieve its business objectives, that
was trusted and effective, supported by its’ employees worldwide
and safely underpin the availability, the growth of the business and
class leading Customer Service.

Orica

This nomination was based around Orica’s globalisation of IT
service delivery which provided the organisation with a consistent
global IT service experience and a new follow-the-sun help desk

• Comprehensive establishment of Incident, Problem, Change,
SLM, CRM, and Service Catalogue

Orica is one of Australia’s largest global companies with more than
15,000 employees from 130 nationalities working in more than 50
countries and servicing customers in more than 100 countries.

• Nov 2011: an RFQ process was undertaken for professional
services to provide and ITSM Maturity Assessment to provide
a service capability baseline. Solisma was selected to undertake
the assessment

Experiencing rapid growth through a number of recent
acquisitions, Orica’s IT department has been focussing on bringing
all of its regional operations into one truly global entity.

• 55 million transactions per day in 1,200 branches or via 4,000 ATMs
• 47,000 employees with 7,000 service analyst and 60,000 end users
• Replacement of 13 year old legacy systems and processes with
Integrations to 46 different systems

Reports for the Change Review Board previously took 8 hours,
now takes 20 minutes. Outages are now avoided by threshold
based Alerts enabling pro-active support to avoid incipient
problems, and their resulting downtimes and costs.
“Mean time to escalate”, and “Mean time to restore” for all service
incidents now reduced to minutes instead of hours.
The scale was enormous. This UTSM project was delivered within
budget and on schedule.

Asciano

With revenues of almost $3.5 billion in FY12, Asciano is an ASXlisted integrated transport and logistics solutions company bringing
together Pacific National’s rail operations and Patrick’s ports and
stevedoring businesses.
Asciano has a vision to be Australia’s leading provider of critical
logistics services within essential infrastructure-based supply chains.
The company forms the backbone of Australia’s global trade, with
exposure to the retail, mining, shipping, industrial, steel, automotive
and general cargo sectors.
Until the end of 2010, Asciano did not have a centralised IT division.
Asciano appointed its first CIO in November 2010 and began the
task of consolidating five disparate departments into one.
This Awards nomination covered its ITIL implementation which
was a core component of a larger, rapid upgrade of almost every
system and the infrastructure that supports it and migrating all
applications to a cloud environment managed by Fujitsu.
In preparation for this major transformation, Asciano IT
implemented improved ITIL processes, a new IT Service
Management system and integrated both the system and
processes with Fujitsu’s in just four months.
There were many challenges along the way but by successfully
implementing ITIL, Asciano achieved remarkable visibility into
IT performance as a basis for further Service Improvement and
seamlessly linked its processes with Fujitsu’s as a core component
of the outsourcing set up.
Asciano IT now has unprecedented visibility of its support
processes and has taken steps to address core service issues that
impact customer satisfaction. Metrics show that problems are now
raised, tracked and fixed. Since go live, only 22 out of more than
20000 incidents and requests logged have had to be revisited.
And they have received many positive comments from customers
regarding better communication.
Superior visibility of performance enables Asciano IT to
continuously improve and to better support a critical 24/7 business.
Reports are monitored and process issues addressed quickly.
Where support processes are shared with Fujitsu, this is invisible
to the customer enabling Asciano IT to provide a seamless service
whilst significantly changing the support model.
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• The assessment reported an average maturity score of 2.6, with
the established processes scoring around 4 and less mature
processes scoring considerably less

The Director PSNMC, in consultation with PSNMC governance,
decided the optimal course of action was to implement all of the
recommendations. It was also agreed to focus the implementation
on the ISO/IEC 20000 standard.

• Eight million customers in 32 countries

Optimal uptime capability for all businesses services (eg, customer
facing services, payments): “Now at 99.7 per cent availability across
Major services (approx. 1 hour per year)”.

• Less emphasis on other ITSM processes

In 2012, the challenge was to increase maturity of the less mature
processes. The Solisma maturity assessment report provided a
detailed list of recommendations. The recommendations fell into
two broad categories:

The metrics underpinning this project include:

The Project (delivered by the UTSM) team, now provides a
‘single pane of glass’ approach enabling single, common, unified
and automated processes, procedures and functions across the
enterprise, improving output, reducing mistakes and eliminating
poor practices, providing a smart platform that now underpins
additional infrastructure improvements and enhancements to
capably answer the bank’s ambitious regional growth aspirations.

service delivery capability

Outcomes/Results
Orica team

The ITSM Project had a number of documented expected benefits
which were realised, in addition to other consequential outcomes.
These included:

Orica’s Globalisation of IT Service Delivery is a large
transformational change and technology implementation project
undertaken to deliver operational excellence globally, improve IT
performance and deliver value-add through IT.

• ISO/IEC 20000 certification

At the heart of this project are seven new ITIL processes,
interaction management and two global cloud-based technologies
– developed and deployed to provide consistent IT service through
reliable, common solutions and standardised global IT processes.

• Increased clarity about staff responsibilities

The project has created a new global Follow-the-Sun Service Desk
supporting all users around the world with a 24-hour, five-day a
week IT and HR incident and request service. This has provided
vital support was for the organisation outside of local operating
hours and offers assistance in 10 languages and four contact points
(live chat, phone, email and web form).
While the selection and implementation of technology was
important in this project, empowering staff and teams to lead
and develop processes was a major factor in success. Process
leads were assigned to lead key ITIL processes and the IT
organisation was restructured globally to support the project.
Helping staff understand and buy into the change required was an
important step. A significant change and communication program
was implemented across the business and IT group to create
awareness of change requirements and benefits.
The project was delivered within the $3 million budget and on time.
An agile approach to project delivery was undertaken enabling the
project team to be flexible with scope as the project rolled out.
Early monitoring of customer satisfaction with the service has
reported high levels of improvements.

PSNMC

The Public Safety Network Management Centre (PSNMC)
is a Queensland Government shared services initiative that
is a provider of managed network services to Queensland
Government public safety agencies. Included in this group are
the Qld Police Service, the Department of Justice and AttorneyGeneral, Department of Community Safety, and Queensland
Corrective Services.
The PSNMC has 32 permanent staff and one Contractor and is
structured into the following teams:
• Network Operations

• Increased maturity - 4.2 as per figure 1
• A comprehensive, integrated suite of ITSM policies, plans,
processes and work instructions
• Consistent service delivery
• Improved customer outcomes
• Increased productivity and reduced costs (confirmed by analysis)
• Significant reduction in change related incidents – improved
risk and impact assessment, change scheduling, and peer review
of changes.
• Increased motivation for staff to comply with process
requirements, as maintenance of certification is dependent on
continued process compliance.
• High levels of customer satisfaction
• Executive stakeholder satisfaction and endorsement
• Project was delivered within budget, but slightly over schedule –
although this was not critical due to built in tolerances.

HDAA – Service Desk Team Project
of the Year Finalists
University of Sydney
The ICT Helpdesk at The University of Sydney is the first point of
contact for students, professional staff and academics that require
assistance with ICT systems and infrastructure.
The University of Sydney’s mission is to create and sustain a university
in which, for the benefit of both Australia and the wider world, the
brightest researchers and the most promising students, whatever their
social or cultural background, can thrive and realise their full potential.
The Helpdesk supports this goal by being responsible for the
support of technology-based services that facilitate researching,
teaching, and learning of the University’s academic and professional
community.
To offer the 51,000 students and 10,000 staff within the University
community great customer service the Helpdesk needs to ensure
that all of its staff have the right skills and abilities.

• Network Support and Security
• Network Implementations and Projects
• Admin, Finance, Service Management and Quality Management
The PSNMC uses multi-stakeholder governance arrangements,
which includes the following two groups:
• PSN Executive Business Team (EBT) – membership of this
group consists of the CIO of each agency. The purpose of the
EBT is to ensure the overall effective operation of the PSNMC ;
• PSN Board of Management (BoM) – the purpose of the BoM is
to ensure that the overall PSN Initiative continues to meet the
expectations of the participating agencies as set out in the PSN
Partnering Agreement.
In mid 2011, the status of ITSM capability within the PSNMC was:
• The PSNMC had established effective and reliable shared

Sydney Uni team

The Helpdesk recently brought on four new casual members of
staff, and took the opportunity to build a new training and induction
program aimed at getting new staff ready for their roles.
The program begins with an introduction to the community
that the Helpdesk supports by going on a tour of the University
and its facilities. This allows the newcomers to gain a feel of the
environment their customers are working and learning within.
As the University environment is quite unique, a lot of time is
spent covering organisation-specific systems and processes. The
training includes lectures in a classroom environment and one on
one mentoring. All existing Helpdesk staff are invited to train the
newcomers in their own areas of expertise. A strong focus is placed
throughout on working as a team and getting support from colleagues.
The first run of the program was a great success, and resulted in
four capable new staff delivering consistently excellent customer
service on behalf of the ICT Helpdesk.

University of Western Australia (UWA)
In order to meet the challenges associated with a major
transformation of IT service delivery at UWA, the Information
Services Service Desk needed to raise performance and service
levels in order to take on expanding responsibilities.

IT Service Delivery at UWA is highly devolved, with many services
provisioned and supported at Faculty level. Inconsistency and
duplication of effort was widespread, and lack of consolidation
resulted in under-investment in core services.

converted into an email by Cherwell and logged as an incident.
The Service Desk Officers get a single point for creating a job (this
may be over the phone or a walk-in), a point for resolving this
incident and two points if the incident was resolved at first point
by the Officer (not escalated). Two points are given if an email
or self service portal incident is accepted (as this is voluntary, an
extra point making it more alluring) and two points for completing
said incident or service request. The score is tallied daily and then
added on a rolling monthly score.
This creates a simple system in which extra work completed
gives a points reward, and eventually an award for those with the
greater score monthly. Not only does this make the Service Desk
a place to be rewarded for working harder but also creates a
friendly and healthy competitive environment.
The most important aspect however, is the greater quality of service
received by our customers. Response times of emails and self service
incidents were halved just weeks into the gamification program being
rolled out, giving quicker response to incoming incidents and quicker
resolution or escalation of these incidents at first call.

CEG
Software company CEG was nominated for its system known
as “Champions” which is using gamification to breathe life
into knowledge assessment. CEG’s The Champions System
is an extremely ambitious array of cloud software which will
revolutionise the way individuals are assessed.

In 2011, the Information Services Senior Management Team
embarked on a significant program of consolidation and
transformation of IT infrastructure and services, aimed to improve
the standard of UWA’s Information Technology, to be an enabler
in support of the University’s goal of achieving a top-50 ranking in
world universities by 2050. Key objectives include:

• build extensible, high performance, and resilient core services, and
CEG Team
Founders Scott Tunn and Chris Puccetti initially wanted to create
a solution that would make exam preparation more effective and
therefore enable higher pass rates for their students.

However, a decline in client satisfaction in the University IT Services
Quality Benchmark for 2011 posed a significant challenge, with
major service transitions planned for the start of the 2012 academic
year. Urgent action was required to prepare the Service Desk for
taking on these broader University-wide service responsibilities.

In the end, CEG decided that using the ITIL methodology to design
a solution was the correct approach and together they worked
on what they thought would excite their students. With a degree
in psychology, Rini Puccetti joined the project and added a new
dimension to the challenge.

In response, considerable restructure was undertaken within
the Service Desk to provide a more focussed approach to
team leadership, ITIL Service Management implementation and
alignment with Faculty IT support teams.

CEG found that students learned and revised better when they
were having fun, so the three formed CEG and have created
a system consisting of a competitive game, individual learning
resources and, most importantly, a global network and community
to interact with.

Achievement of such an improvement in Service Quality during
a period of major service transitions, is testimony to a motivated,
inspired and client focussed Service Desk team, an increased
engagement and involvement between Information Services and
Faculty IT, and the success of our implementation of an effective
Service Management framework.

State

Q3

Q4

ACT

Thu 17 Oct

Thu 5 Dec

NSW

Thu 5 Sep

Thu 28 Nov

QLD

Wed 11 Sep

Wed 4 Dec

SA

Thu 19 Sep

Thu 21 Nov

TAS

Wed 4 Sep

Thu 21 Nov

VIC

Wed 11 Sep

Wed 27 Nov (AM)

WA

Tue 3 Sep

Tue 12 Nov

For further information about the State Branch seminars
for the rest of the year, contact the National Office on
(03) 9879 5466

Title: PLUS! The Standard+Case Approach
Karen’s Comment: I must admit to being sceptical (no pun intended @ the IT Skeptic) when
Rob started to talk about the Standard + Case approach, and the use of ‘Case’ when faced with
incidents, requests, changes etc. that we do not have a ‘standard’ model for dealing with.
I couldn’t see that handling these situations, as a ’case’ was different to how most of us manage this
today. However, having read Rob’s book, the penny certainly dropped! This book is an eye-opener and a
must-read.

The City of Boroondara recently implemented a new incident
management system called Cherwell. The program allows for many
ways to log incidents and service requests in an easy and ITIL
approved manner. Recently the Service Desk found the program
to be lacking a form of interaction with its users (the Service Desk
Staff) having been made aware of the recent trend of gamification.

Rob is not proposing that Standard + Case (or S+C) is a new practice but is an approach for
formalising what happens today when there is no formalised approach available.

Author:
Rob England
Audience: Anyone who
has anything to do with
responding to situations
when providing a service.

The system allows several avenues for the logging of service
requests and incidents. A customer may call the Service Desk and
the Service Desk Officer will log this call via Cherwell. A customer
may also email the Service Desk mailbox, which is then automatically

CEG believes the success of its new system will lie in its flexibility.
Any type of learning can be enhanced using Champions and
we’ve made it easy for users to suggest new subjects so they can
compete against their friends in a global arena. CEG is confident
that there may soon be hundreds of unique global leader boards
which will allow users to demonstrate their achievements which is
aligned to the Champions catch line which is “Be the best, Show
the world”.

BY KAREN FERRIS
itSMF AUSTRALIA BOARD MEMBER, DIRECTOR OF PUBLICATIONS

City of Boroondara

The Service Desk Team Leader (Chris Haspell) decided to
introduce a gaming element to the logging of jobs in the Cherwell
system, in the hope it would create a more challenging and fun
environment in which healthy competition between members of
the Service Desk could evolve and in turn, create an overall better
experience for the customer

In an enterprise wide environment, the Champions system analyses
the global results while building a knowledge-base for both users
and administrators to measure current status and improvement.
Champions will soon cater for learning in a multitude of disciplines
and across familiar frameworks including CoBIT, Prince2, InfoSec
and many others as they are requested.

BOOK REVIEW

Kinetic IT
– ITSM Innovation of the Year

City of Booroondara team

CEG soon found that Champions had far wider applications. It has
now been developed to act as a maturity assessment tool (MAT)
that can be used by major corporations to assess the knowledge
of their global workforces. This function allows companies to
measure their capability companywide against internal and external
benchmarks, which can assist in understanding deficiencies prior to
applying for ISO certifications such as ISO 20000.

2013 State Branch Events

A critical success factor for this change in service delivery model
was the establishment of trust and confidence in Information
Services to manage the broader service requirements for Faculties.
The performance of the Service Desk was key to this success.

As a result, the Service Desk successfully managed the support of
new services transitioned in 2012, and were a key contributor to
UWA being the most improved University in the 2012 University
IT Service Quality Benchmark, achieving an overall ranking of 6th
place. UWA’s highest ever ranking, and a major turnaround from
our ranking at 30th in 2011.

It creates an atmosphere in a classroom during training sessions
that is electric. Users are having so much fun as they absorb
the information. Early testing has shown a vast improvement in
knowledge retention and exam results.

As they delve deeper into the system’s capabilities, CEG is
discovering new markets for Champions in areas such as
education, employment training and recruitment. The company
is now exploring partnership opportunities which could see the
concept adopted across the globe.

• consolidation and enhancement of core services devolved
throughout faculties and business units,
• rationalise, standardise and de-duplicate IT service delivery
across the University.

The game component challenges users on speed and accuracy,
allowing multiple players to compete against each other or “ghost
players”. Players answer a series of questions in an attempt to
improve their world ranking.

Coverage: Standard +
Case applies to anything
that requires a response
– there’s either a standard
response or there isn’t.
Level: Beginner –
advanced.
Bookstore Link:
http://www.itsmf.org.au/
bookstore

This book describes the rigour required when dealing with response situations so that all instances of
service response are managed, reported and improved – not just the standard ones. We often have
models or procedures to deal with the things we have seen before and know how to deal with. We
have categories, workflows, checklists and templates etc. We have the guidance provided by ITIL. But
what happens when we are faced with a situation that is unfamiliar? As Rob says, what happens when
we fall into that fuzzy cloud that says ‘resolve it’? ITIL gives some guidance for these situations within
Problem Management but goes little past root-cause analysis. This book fills the gap.
What is also exciting about this concept is the use of gamification to offer challenges to service desk
personnel and the ability of S+C to provide a career path for service desk personnel within the service
desk. This has been a challenge for most, if not all, service desk managers who see staff come and go
as the service desk is just seen as the doorway into the rest of IT.
I cannot recommend this book highly enough to anyone involved in situation response. It is an easy read
and Rob provides a step-by-step approach for adoption of S+C as well as a S+C Tale, which we can all
relate to, and brings S+C to life.
As Rob states in his first chapter, “The Standard+Case approach will improve your service response
without a great deal of impact or investment in your current ITSM practices and systems”. This is why
everyone should consider S+C.
This is a game-changer and I think Rob’s best work yet.
Rating:

★★★★★

http://www.itsmf.org.au/bookstore
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High Value Keynote Presentations

This year’s LEADit 2013 National Conference and Expo will include nine keynote presentations from
Australian and international business and ITSM thought leaders. Refer to the full program published
elsewhere in this issue for session times.

Market forces have changed
the world of IT, and the
impact will require a new kind
of IT leader to get the job done. Based on his
book, The Quantum Age of IT: Why Everything
You Know About IT is About to Change, Charles
Araujo will examine the changing IT landscape
and describe four specific roles IT leaders
must fill to become indispensable. These roles
will not be defined by technology, but by the
new realities facing IT; an evolving ecosystem
of technology providers, changing customer
perceptions of technology and the shift in the
perceived role of IT. Learn key steps to making
the transition!
Charles Araujo is the founder and CEO of
The IT Transformation Institute and author
of The Quantum Age of IT: Why Everything You
Know About IT is About to Change. He is a
recognised leader and expert in the areas of IT
transformation and organisational change. He
speaks and writes frequently about his vision of
the future of IT. Charles serves on the boards
of itSMF USA.
KEYNOTE 2
Customer Experience
and Service Management
– Are We There Yet?’
– Janine Modaro
Do we know what our
customers expect from us?
Do we understand how they want to interact
with us? How can we live up to their changing
expectations? And how can we meet our
customers’ unrecognised needs: the things
they don’t yet know they need? These are the
questions that are being debated by Service
Executives around the world.
Progressive organisations are defining their
customers’ hierarchy of expectations and needs,
and working out how to meet them. Like
Maslow’s ‘Hierarchy of Needs’ for all human
beings, we are beginning to understand that
delivering a truly great customer experience
relies upon a set of foundational elements,
starting with ITIL best practices. It is in building
upon these foundations that we can deliver
increasingly more sophisticated services, and
ultimately ‘wow’ our customers.
Janine Modaro is Director, Integrated Service
Management, Networked Applications and
Services at Telstra. She is an IT services
consultant with international experience in
some of the worlds’ most forward-thinking
organisations, Janine has worked in top-tier firms
in Australia, the United States and Europe before
joining Telstra as Director, Integrated Service
Management in October 2012.
KEYNOTE 3
‘ITSM Monopoly – Don’t
Make ITSM Tool Selection
a Game of Chance’
– Karen Ferris
How many times has an
organisation that you know
changed their ITSM tool after only two or
three years? Does it feel like you are constantly
playing Monopoly, and how long is it going to be,
before you go directly to jail...do not pass go.....
do not collect any service management benefits?
This presentation highlights the fact that many
organisations approach ITSM tool selection like a
game of Monopoly. This is evident by the number
of organisations that replace a technology within
2-3 years of purchase. How many times are they
going to keep passing GO only to find that each
time they do, they end up in jail with no ‘get out
of jail free’ card?
Karen Ferris is a Director of Macanta
Consulting providing business consulting to small,
medium and large organisations in IT Service
Management. She is a regular contributor to IT
Service Management publications worldwide,
either in a contributory, review or quality
assurance role. Karen has been involved with
ITIL and ITSM Best Practice since 1994 in the
capacities of manager, practitioner, consultant and
trainer, both in the UK and Australia.
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KEYNOTE 4 ‘The Future
is Now: Ambient Location
and the Future of the
Interface’
– Amber Case
Wouldn’t it be nice if your
colleague’s phone could SMS
its location to you? If you
know position and velocity, you know when
they’ll arrive. The result: the interface disappears.
No redundant actions or queries. The same
software could turn your lights on as you
approach the house. Or automatically “check in”
to certain locations for you. Or leave a note for
yourself the next time you’re at the store.
In this presentation, Amber Case will highlight
why developers of apps should look at what
users want to do now, as well as what users
want to do in the future, why social apps should
try to mirror real-world relationships, why
sharing should be about who you share with
as well as how long you’re sharing, and why
developers should think about how to make
apps “ambient” and require less user interaction.
Amber Case is a researcher exploring the field
of cyborg anthropology and the interaction
between humans and technology. She has been
featured in Forbes, WIRED, and many other
publications in the USA and around the world.
Her main focus is mobile software, non-visual
augmented reality, the future of location and
reducing the amount of time and space it takes
for people to connect.
KEYNOTE 5
‘Kamu: Reconciling ITSM
and DevOps’
– Rob England
DevOps and ITIL are often
portrayed as totally opposed,
anti-matter that will explode
if come into contact. A more nuanced approach
is emerging from many thinkers as the anti-ITIL
hysteria starts to cool. In order to sustain that
spectrum we need a synthesis of ITIL and Agile/
DevOps under one ITSM umbrella model. In
this very hot topic, Rob will explore where
he sees DevOps fitting, and where we are
headed to reconcile it with ITSM, both culturally
and theoretically. This isn’t futurama, but has
immediate relevance for many organisations
who are already trying to reconcile the two
approaches in-house.
Rob England B.Sc., MNZCS ITCP is an
independent IT management consultant and
commentator in Wellington, New Zealand. He
is a published author of several books and many
articles. He is best known for his controversial
blog and alter-ego, the IT Skeptic.
Rob is a “portfolio entrepreneur”, consults,
writes and edits for a variety of clients
internationally, including APMG, itSMF, Pink
Elephant, Van Haren, ITSMWatch, and
CCLearning.
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KEYNOTE 1
The 4 Indispensable Roles
of the New IT Leader
– Charles Araujo
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KEYNOTE 7
‘Unlearning ITIL’
– Aale Roos
What! Isn’t ITIL the recognised
best practice framework?
200,000 people study it each
year and now some idiot
talks about unlearning it. Crazy! However,
ITIL can be hard to use with many attempts
failing. Rather than blame the practitioner, this
presentation contends that a healthy scepticism
is the right attitude. Success in the practice
of ITSM requires courage to leave ITIL behind
and learn new practices. At the core of ITIL
is the need to manage and support immature
technology. Unlearning ITIL does not mean
that one needs to forget everything learned
from ITIL books and trainings. You just need to
understand that some things have changed and
that in some areas ITIL does not apply anymore.
Aale Roos was named the ITSM Person of the
Year in 2012 by itSMF Finland. He has been an
ITSM consultant from 1989 after a career in
practical IT service management. He set up his
first help desk in mid 80’s and has been an active
player in the development of the help/service
desk concept. His latest contribution is Service
Desk 2.0, the Future of the Service Desk.
KEYNOTE 8
‘Secrets of a Great
Career Revealed’
– Kim Seeling Smith
Top talents need career
strategies that are focused
on internal opportunities - or
they will look elsewhere. Learn the four steps to
a great career and how to help your staff apply
these for greater job satisfaction and productivity.
You are guaranteed to leave motivated and
inspired as well as with 9 practical tools you can
use immediately to navigate your career safely to
its ultimate destination.

Pre-Conference
Workshops
Tuesday, 6th August
MORNING 8.30 – 12.00
(includes lunch 12.00-1.00pm)
901 – Standard + Case
– Rob England
Standard+Case is about applying a body
of knowledge called Adaptive Case
Management to ITSM, synthesising it with
our existing process approach.
902 – Channel Management and
Workforce Planning – Can You
Handle Your Workload?
– Simone Moore
Channel management and workforce
planning are not just about technology
and head count. It’s about people,
the way they behave, the way they
communicated and drives decisions
about skill set requirements, training and
direct impact on the Customer SLA of
availability and productivity.
903 – Strategic Thinking and
Service Management?
– Ed Lewis
This workshop will introduce the
principles of planning that should be
used to develop Service Strategy. These
principles encourage Service Managers to
use strategic thinking to plan the business
and technical services that enable their
enterprise to gain and maintain control
over its operations.

AFTERNOON 1.00 – 4.30pm
(includes lunch 12.00-1.00)
904 – Taking Your Business
Continuity Plan (BCP) for
a Test Drive
– Rinske Geerlings

Kim Seeling Smith - Originally trained as a
CPA and Management Consultant with KPMG,
Kim made the switch to HR, fascinated by
the psychology of recruitment. Staff retention
became a personal focus point, and she
undertook in-depth studies in this high-cost area.

DR and BCP testing does not have to be
a burden. With practical templates and
a clear strategy communicated to all IT
and business stakeholders, this topic may
be tackled in line with its importance.
Participants will take away a practical
framework and checklist for putting
together engaging DR/BCP tests and
exercises.

From her 15 year career in recruitment, Kim
realised that the emerging knowledge economy
demanded a fresh approach. That approach is
delivered strategically through Ignite Global.

905 – Problem Technique –
Problems are Such a Problem
Until You Solve Them!
– Simone Moore

KEYNOTE 9
HYPOTHETICAL –
IT: Protect and Serve – Moderator:
Rob England with Panel: Karen
Ferris, Charles Araujo, Tim Sheedy
and Rob Stroud
The motto “to protect and serve” is a
good one for IT. There seems to be an
expectation that IT exists only to create
new IT in response to the demands
of the business, which forgets we have
accountability to the owners of the
organisation’s existing information and
technology assets. The two don’t always
align. So how do we balance the conflicting
duties: to protect and to serve? Join us for
this intriguing hypothetical to find out.

This workshop describes the ‘what’ and
‘why-fors’ of different problem solving
techniques within the ITIL framework
and their relationship to each other. Join
us to explore how these problem solving
techniques will help you make the best
decision against a particular problem.
HDAA certificate included.
906 – The Service Management
Office – Connecting our People
– Ralph Gray
This workshop will use a series of
scenario-based exercises to help identify
“pain points” to justify a different
organisational approach to establish an
SMO. Attendees will come away with
a clear idea of what an SMO can be,
how it contributes to improved service
management and a plan to implement in
your workplace.

FULL DAY 8.30am – 4.30pm
(includes lunch 12.00-1.00).
908 – Understanding SFIA
(Part 1 and 2) – Matt Burrows
Skills Framework for the Information Age
(SFIA) is recognised throughout the world
as a practical and extensive framework
that identifies the professional skills needed
in technology and associated professions.
This one day workshop makes use of
presentations, practical exercises and
discussion to enable delegates to develop
an understanding of SFIA and how it may
be used.

Conference Program
Pre-Conference WORKSHOPS - Tuesday 6th August 2013
8.30 - 12.00
Morning

Standard+Case
Rob England

Channel Management & Workforce Planning Can You Handle Your Workload?

Strategic Thinking &
Service Management

Simone Moore

Ed Lewis

12.00 - 1.00
1.00 - 4.30
Afternoon

Understanding SFIA

No Event

Matt Burrows
(Full Day)

Lunch - Foyer
Taking Your Business Continuity Plan (BCP)
for a Test Drive

Problem Technique - Problems are Such a
Problem Until You Solve Them !

The Service Management Office Connecting our People

Rinske Geerlings

Simone Moore

Ralph Gray

4.00 – 6.00pm

Understanding SFIA

No Event

Matt Burrows
(Full Day)

REGISTRATION OPEN - Foyer
Welcome Drinks - Crowne Plaza, Binara One

6.00 – 8.00pm

DAY 1 - Wednesday 7th August 2013
7.30

7.30 REGISTRATION OPEN

8.45 - 9.00

8.00 EXHIBITION OPEN

LEADit 2013 WELCOME — itSMF Australia Chair & Conference Director, Kathryn Heaton - Plenary

9.00 - 9.45

KEYNOTE 001 - 'The 4 Indispensable Roles of the New IT Leader' Charles Araujo - Plenary

9.45 - 10.30

KEYNOTE 002 - ‘Customer Experience and Service Management, Are We There Yet?’ Janine Modaro - Plenary
Morning Tea & Exhibition
Stream 2
Stream 3
Stream 4
Stream 5

10.30 - 11.00

11.00 - 12.00
Session 1

Stream 1

Support Services Wired for Sound

Process, Pitfalls & Tips Close the Loop

Leading People Engage Your Network

Governance & Risk Don’t Cut the Blue Wire

Architecture, Innovation
& Measurement - AIM High

Back to Basics Achieving World Class Service Using
ITIL & ISO / IEC 20000

Are We There Yet Designing Service Desk
with Mobility in Mind

Put People Skills First
Using SFIA

Convergency of
Community & Support

Performance Assurance

Social Media Related Disasters Opportunity or Threat?

Don Page

Anne Vail

Matthew Burrows

Aprill Allen

12.00 - 1.00
1.00 - 2.00
Session 2

Shaping Your Service
Culture
John Schumacher

2.30 - 3.30

Rinske Geerlings

Evolving Change
Management for
Continuous Delivery

ISO 20000 Certification
Getting It & Keeping It

ITSM Global Survey Results

Aileen Cater-Steel
Michael Winthrop
Afternoon Tea & Exhibition

Rachel Seaniger &
John McIntosh

Fortescue Metals Discusses
Cloud Journey during
Unprecedented Growth
Peter Andrews

KEYNOTE 003 - ‘ITSM Monopoly; Don’t Make ITSM Tool Selection a Game of Chance’ Karen Ferris - Plenary
HOT TOPIC 2
The Service Desk Is
Irrelevant
Great Debate

Rapid Implementations of
Core ITSM Processes
Candice Walker

Moderator: Kathryn Howard
4.30 - 5.30
Session 4

Jon Gray

Lunch & Exhibition
HOT TOPIC 1
Supplier Management is the
New Black
Moderator: Rob England

2.00 - 2.30

3.30 - 4.30
Session 3

Stream 6

Service Management 101 Plug in to Service Management

Customer & Community Day

Streams
& Times

Only Dead Ninjas Make Mistakes
Peter Doherty

Marketing Your Support
Centre Value
Simone Moore

5.30 - 9.30

Rapid Renovation &
CSI Using Lean
Adam Hammond &
Fiona Johnston
HOT TOPIC 3
What's Keeping You
Awake At Night?

How to Be Remarkable
and Remain Viable in the
Social Age

The Role of SFIA in
Organisational Change
Lisa Brady
& Phil Lovell

6.30

Customising ITIL - Shaping
Frameworks to Support
Organisations

Ed Lewis

Tim Rogers /
Angelo Esposito

Too Much Governance
Kills Innovation

ITSM & Analytical
Performance Management

Rob Stroud

Tania Moor

Karl Rohde

Moderator: Justin Gasparre

5.30 Sponsor Exhibition Happy Hour

Strategic Thinking for Service
Strategy

The Amazing Race Social Night & Dinner - Exhibition

DAY 2 - Thursday 8th August 2013
8.00

REGISTRATION & EXHIBITION OPEN

9.00 - 10.00
10.00 - 10.30
10.30 - 11.30
Session 5
11.30 - 12.00
Session 6

Learn from My Mistakes Then
Go Out & Make Your Own
Kirstie Magowan

KEYNOTE 004 - 'The Future is Now: Ambient Location & the Future of the Interface' Amber Case - Plenary
Morning Tea & Exhibition
HOT TOPIC 4
Building Connections with a
IT Risk - Drivers, Challenges
Business Relationship
Lets Shake Things Up
Technical Service Catalogue
& Enablers: Original ISACA
Management - Essential or
Amy Wilson
Research of Australian Market
Karen Barber
Superfluous?
& Clive Keylard
& Ed Broome
Paras Shah
Moderator: Peter Doherty

1.30 - 2.30
Session 8

2.30 - 3.30
Session 9

Harold Petersen

Vendor Session 6
BMC

APCD

Telstra

12.00 - 1.00
1.00 - 1.30
Session 7

Head in the Clouds,
Fingers in the Mire

FrontRange

Marval Australia

Kinetic IT

HDAA

GoToAssist by Citrix

HOT TOPIC 5
Good Risk / Bad Risk How Much is Enough?

Getting ITIL Process
Maturity Done

Lunch & Exhibition '6 IGNITES' Wrangler: Kathryn Howard - Foyer
Vendor Session 7
Fujitsu

Xtraction

ServiceNow

Versadev

Extreme Makeovers - How
An Unexpected Consequence
Customer Needs Can Catalyse
Merging Multiple Service Desks Practical Capacity Management
Service Delivery Change
of Using ITIL
Aileen Hickey
Mark Thompson
Chris Morrison
Gavin Hedrick
& Trent Gale
Dead Cat Syndrome
Rob England

Turning Problem Management
on Its Head
Phil Green

Connect to the Business

Competency Augmentation

Ed Broome

Dinsha Palkhiwala

Steve Tremblay

Moderator: Rob Stroud
Integrating Security Risk into
Service Design & Operations
Chris Neal

HOT TOPIC 6
Architecture & Innovation Can Those Two Words Actually
Take Life Together?
Moderator: Brad Busch

3.30 - 4.00

Afternoon Tea & Exhibition

4.00 - 5.00
5.00 - 6.00

KEYNOTE 005 - 'Kamu: Reconciling ITSM & DevOps' Rob England - Plenary
Sponsor Exhibition Happy Hour

6.00

EXHIBITION CLOSE

7.00 - 11.59

Night at Parliament House GALA DINNER & itSMF Industry Awards - The Great Hall

DAY 3 - Friday 9th August 2013
8.00

REGISTRATION & EXHIBITION OPEN

9.00 - 9.45

KEYNOTE 007 - 'Unlearning ITIL' Aale Roos - Plenary

9.45 - 10.30

KEYNOTE 008 - 'Secrets of a Great Career Revealed' Kim Seeling Smith - Plenary
Morning Tea, Exhibition & Antipodean Podcast

10.30 - 11.00
11.00 - 12.00
Session 10

12.00 - 1.00
Session 11
1.00 - 2.00
2.00 - 3.15
3.15 – 3.30

Alignment of IT Change
Management to Business
Risk Appetite
Carlos Nunes

Service Management
Best Practices
for Success
Ian Baxter

Coaching for Service
Improvement

Why ITSM is Not Like the
Movies... and Why It Is!

David Pickering

Ivor Macfarlane

CSI: Can-Do with Kanban A Better Way of Delivering
Borrowing BA Skills to
Around ITIL in 30 Analogies
Process & Service
Make ITIL Work for You
Simon Dorst
Improvement
Melissa McLachlan
Dave O’Reardon

Cut the Crap & Show Us
Your Leadership
Annamarie Boddy

1.00 Lunch (sponsor prizes drawn) & Exhibition

CIO Brunch

Service Management Office
vs Integrated Governance
with Your SMO

Application Performance
Management in the Real
World

Mind Reading for
Managers

Lana Yakimoff

Kieran Ferris

Kim Seeling Smith

Successful Organisational
Change Towards an ITIL®
& Cobit® Based Blueprint

Getting Enterprise Release
Management Right - Small
Bites Deliver the Big Picture

Leveraging Disruptive
Technologies

Harold Petersen

Philip Bowdery

Rob Stroud

CIO Brunch

2.00 EXHIBITION CLOSE

KEYNOTE 009 - Hypothetical ‘IT: To Protect & Serve’ Rob England
Panel: Charles Araujo, Rob Stroud, Karen Ferris, Tim Sheedy - Plenary
3.15 CONFERENCE CLOSE - Conference Director, Kathryn Heaton - Plenary

3.30 Buses to Airport - Departing from main entrance
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DIAMOND, PLATIMUM & GOLD SPONSORS
GOLD SPONSOR

THE DIAMOND SPONSOR

For our enterprise and government customers, Telstra is
more than one of the world’s leading telecommunications
companies. More than our smart networks, proven solutions
and leading expertise, more even than our exacting
customer service standards, we help you improve the way
you work so you can increase productivity, deliver solutions
more rapidly to your business units and support growth.
As one of Australia’s biggest managed services providers,
we can help you optimise your network investments and
take the next step with next-generation technologies to
make your operations smarter. Whatever you’re planning,
we can help you leverage the network with the in-depth
knowledge and experience of qualified professionals who
know what works in your industry and how to deliver it.
You’ll experience outstanding mobile coverage, integrated
with far-reaching and reliable IP networks to provide
superb performance for your business-critical operations
globally. And you’ll have the peace of mind of knowing our
networks are more secure, with engineers monitoring them
from centres that are among the most advanced in the
world. That’s why more than 200 of the world’s top 500
companies depend on us to do business globally. Visit us to
find out more at Stand D1.

PLATINUM SPONSOR

Kinetic IT is a leading Australian-owned enterprise class
Managed Services provider, with around 1000 experienced
staff and offices in all major Australian capital cities. Since
1995, Kinetic IT has been delivering quality services to large
and complex ICT environments across corporate, resourcing
and government sectors, resulting in managed and sustained
growth with exceptional customer satisfaction ratings.
Nationally, Kinetic IT delivers services to over 2,500 client
sites and prides itself on its longstanding relationship with its
customers. Its dedicated resourcing model allows its staff to
provide relevant and personalised service, aligned with each
individual organisation’s vision.
A key component of Kinetic IT’s success has been its dedication
to proven processes and frameworks. As one of Australia’s first
adopters of ITIL Service Management methodologies, Kinetic
IT continues to deliver training programs to the rest of the ICT
industry as an Accredited Training Provider and Examination
Centre. For more information please visit: www.kineticit.com.
au or visit us at Stand P1.

GOLD SPONSOR

UXC Consulting works closely with Australia’s tier-one
organisations to provide IT intelligence to transform existing
ICT service capabilities into strategic business assets.
UXC Consulting provides deep domain expertise across
six practices including: strategy and architecture; business
transformation; IT service management; business analysis; and
program and project services.
UXC Consulting has a commanding presence in the
Australian market, with more than 250 employees across
the country it delivers:
• Best-of-breed ICT advisory services with specialised
expertise and thought-leadership
• Highly experienced project delivery professionals to help
you deliver the very real outcomes you need
• Leading professional education and accreditation in IT
Service Management, Change Management and Program
and Project Management.
• Knowledge and insight based on authentic research
regarding the local ICT industry and reflecting the needs
of Australian business.
Setting the benchmark for industry thought leadership, UXC
Consulting provides specialised intelligence regarding IT
game-changers including cloud computing, BYO Computing
and mobility.
UXC Consulting is part of UXC Limited, the largest
Australian-owned provider of ICT consulting services. Get
in touch with the local experts who can respond to your
changing needs and uplift your capability to succeed.
Phone: 1300 678 426 Email: info@uxcconsulting.com.au
Website: www.uxcconsulting.com.au or visit us at Stand G7.
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Service Quality is an Australian based company specialising in
Cherwell Service Management (CSM). CSM is not only a fully
integrated IT Service Management solution for your Service
Desk but can be used to automate just about any business
process you can think of; for example, IT, Facilities Management,
CRM and Sales Automation plus more. Cherwell’s CSM
is a web-enabled product built using Microsoft’s® .NET
technology and out-of-the-box Pink Elephant® Verified ITIL®
V3 best practices. Designed for the global enterprise company,
but priced for the mid-market. Cherwell Service Management
(CSM) is the most customisable system on the market today.
Visit us at Stand G1.

GOLD SPONSOR

FrontRange Solutions is an established global software vendor
of Service Management solutions. Through a common platform,
FrontRange provides on premise, SaaS based and hybrid
solutions that enable you to maximise the value of your
IT assets, employees and customers. Fully align IT with the
needs of your organisation through unique features including
enterprise workflow, automated configuration management,
service catalogue and integrated voice enablement. The
FrontRange portfolio provides solutions to run your business...
your way. Visit Stand G5.

GOLD SPONSOR
GOLD SPONSOR

ServiceNow is a leading provider of cloud-based services
that automate enterprise IT operations. We focus on
transforming enterprise IT by automating and standardising
business processes and consolidating IT across the global
enterprise. Organisations deploy our service to create a
single system of record for enterprise IT, lower operational
costs and enhance efficiency. Additionally, our customers
use our extensible platform to build custom applications
for automating activities unique to their business
requirements. For more information visit http://www.
service-now.com or our Stand G8.

Fujitsu Australia and New Zealand is the third largest ICT
Business runs better when IT runs at its best. That’s why
more than 20,000 IT organisations - from the Global 100 to
the smallest businesses - in over 120 countries rely on BMC
Software (NASDAQ: BMC) to manage their business services
and applications across distributed, mainframe, virtual and cloud
environments. With the leading Business Service Management
platform, Cloud Management, and the industry’s broadest
choice of IT management solutions, BMC helps customers
cut costs, reduce risk and achieve business objectives. For the
four fiscal quarters ended June 30, 2012, BMC revenue was
approximately $2.2 billion. Visit Stand G3 to learn more.

GOLD SPONSOR
GOLD SPONSOR

At LANDesk we realise that every IT department is Marval
Australia provides value-for-money, integrated, ITIL and ISO/
IEC 20000 compatible, IT Service Management (ITSM),
service desk and help desk software solutions both on and
off premise, consultancy and educational services. MSM,
is certified as being ITIL® compliant with the world-wide
standard for IT process at Gold Level, and is verified with the
PinkVERIFY® scheme against the maximum 15 processes.
Marval Australia can help drive down costs, do more with
less, standardise and optimise the way you deliver services,
drive ICT efficiency and effectiveness, keep customers
better informed and satisfied; improve quality, control and
accountability of your ICT support services and infrastructure.
Marval Australia has been a continuous member of itSMF
Australia for 14 years and is excited to be a Gold Sponsor
at this year’s Leadit Conference. Visit us at Stand G4. www.
marval.com.au
Marval Australia’s ITSM solutions portfolio includes:
•
•
•

ITSM Software
ITSM Consultancy
ITSM Education

Marval Australia is a trading name of ASG Group (ASG) an
Australian owned IT business solutions provider offering IT
management and consulting services, business intelligence
and thought leadership. ASG built an enviable reputation as a
capable Managed Service Provider in the Australian market
place and offers a state-of-the-art Cloud Platform to power
reliable and cost-effective Software-as-a-Service solutions.

GOLD SPONSOR

Fujitsu Australia and New Zealand is a full service provider
of information technology and communication solutions. As
the third largest ICT company in the Australian and New
Zealand marketplace, we partner with our customers to
consult, design, build, operate and support business solutions.
From strategic consulting to application and infrastructure
solutions and services, Fujitsu Australia and New Zealand have
earned a reputation as the single supplier of choice for leading
corporate and government organisations. Fujitsu Australia
Limited and Fujitsu New Zealand Limited are wholly owned
subsidiaries of Fujitsu Limited (TSE:6702). Website URL:
http://www.fujitsu.com/au/ Visit us at Stand G6.

For more than 25 years, Axios Systems has been committed
to innovation by providing rapid deployment of IT Service
Management (ITSM) software. With teams in 22 locations
globally and over 1,000 successful customer SaaS and
on-premise deployments, Axios is a worldwide leader in
ITSM solutions. Through our unwavering commitment to
customer service and operational excellence we bring
tangible business benefits to our clients. We take pride in
our complete ITSM package ensuring customers get the best
solution for their business. All customer-facing staff is ITIL®
foundation qualified and all consulting staff is ITIL Service
Manager (Expert / Master) qualified.
Axios’s enterprise ITSM software, assyst, is purpose-built,
designed to transform IT departments from technologyfocused cost centres into profitable business-focused
customer service teams. assyst enables better, faster,
less costly delivery and support of IT services, and was
developed to support current ITIL® best practices. assyst is
one of the most functionally mature ITSM software solutions
on the market, with a proven track record spanning over 25
years for delivering measurable results in large organisations
across the globe.
We are headquartered in the UK, with offices across Europe,
the Americas, Middle East and Asia Pacific. Visit www.
axiossystems.com, email assystau@axiossystems or visit Stand
G2 to organise a meeting at LEADit. 2013

GOLD SPONSOR

We believe that your work and your personal life are not
mutually exclusive. This belief inspires us to build solutions
that enable a seamless continuum to give you the shortest
distance between work and life. When you can unplug but
stay connected, when you can work productively from any
location, when you can choose the best device to use at
any moment, work will complement your life, rather than
compete with it. In this new era, work is no longer a place
- it’s something you do anywhere inspiration strikes. This
is better for people, better for IT and better for business.
Visit us at Stand G9 at LEADit 2013

SILVER SPONSORS AND CONFERENCE PARTNERS
SILVER SPONSOR

At Keystone, our purpose is to provide cost-effective
solutions, based on the ServiceNow platform, to
organisations seeking extraordinary outcomes in service
management. Servicing the Australasian market since
2007, we bring a team of highly experienced consultants
and a set of processes and templates that represent
best practice and enable rapid deployment. Keystone
has been entrusted by more than 120 organisations to
support and guide them on their Service Management
journey. Keystone is one of the few organisations globally
to have developed such a broad and extensive team
focused on developing long term partnerships with our
customers and our technology providers.

SILVER SPONSOR

SILVER SPONSOR

SILVER SPONSOR

Established in 1998, Column Technologies is a global
solutions and software provider with proven success
across public and private sectors. Our products and
services centered around BMC Software’s business service
management solutions include: consulting, software sales,
implementation, performance testing, training, support,
hosting, and managed services. For over a decade,
we’ve helped organisations of every type improve their
performance, speed results, and lower risk. Today, our
consulting services reflect the experience of over 700
ITSM implementations worldwide. Column’s success
comes from long-term relationships, aligning goals with its
customers, partner network, and a collaborative approach
that integrates people, process, technology, and support.
Column is headquartered in the United States, with over
325 employees and global offices in Australia, Canada,
India, Singapore, South Africa, and the United Kingdom.
Visit Column IT at Stand S7. www.columnit.com

Xtraction is the next generation in real-time dashboards
and status reporting. A powerful solution to a historically
complex problem, Xtraction removes the dependence
upon technical staffs and cumbersome products, opening
up access to data with a simple to use drag-and-drop
interface. With a wide range of commercial adapters and
the ability to build connectors for custom applications,
Xtraction enables data from disparate systems to be
displayed into a single dashboard or report. Xtraction does
all the work: there is no coding or database knowledge
required, you just drag-and-drop via the mouse. Learn why
we are better at Stand S1.

SILVER SPONSOR
APCD is Australia’s leading ICT asset management and
remarketing company, comprising three divisions:
ICT Asset Management Services
APCD Services provides IT asset warehousing, distribution,
installation, maintenance and decommissioning services
to major corporate, government and vendor clients. By
delivering a combined installation and decommissioning
solution, APCD lowers the total cost of ownership of
ICT infrastructure for its clients, while providing qualityaccredited forward and reverse logistics, maintenance,
data sanitisation, decommissioning, redeployment and
environmental disposal services.
APCD Remarketing
With annual turnover of more than 200,000 units, APCD
is Australia’s largest remarketer of warranted notebooks,
PC’s, workstations, monitors, servers, network products,
printer and copiers. We maximise the value of our
clients’ end-of-life IT hardware by leveraging our extensive
network of local and international buyers.
Australian IT Spares
Our IT spares business markets genuine HP parts for
laptops, desktops, servers and laser printers. One of
only two HP Master Parts Resellers, Australian IT Spares
provides online access to over 50,000 genuine HP parts.

APMG-International specialises in the accreditation and
certification of organisations, processes and people, within
a range of industries and management disciplines. The
Australia office is the Australasia arm of APMG-International.
If you are self-studying for a certification and would like
to find out more about how to sit your exam, please visit
the public exams page. www.apmgroupltd.com

SILVER SPONSOR

Redcore is Australia’s leading Security, Network
Management, PKI and Identity Management company. Our
combined success stories and strengths include:
- delivery of world-class IT security systems, services
and design expertise to the majority of the country’s
largest banks, financial institutions and government
organisations;
- management of business critical networks and
infrastructure;
- deployment and support of some of the nation’s largest
and most successful Identity Management solutions; and

To purchase the core reading for our certification schemes,
please take a look at our on-line bookshop for Australasia.

- design and delivery of AUSkey, one of the nation’s
largest authentication system deployments.

If you have any queries or would like to speak to a
representative, please contact us using the form below,
call us on +61 (0)2 6249 6008 or stop by our LEADit
2013 Stand S6.

Redcore is a national company with offices in Melbourne,
Sydney and Canberra and insight into what large
corporate and government agencies are doing to secure
their systems and manage their users. Our clients include
blue chip corporates, particularly within the banking
and retail sectors, and large government agencies. In
addition to offering independent analysis and advice
to our customers, we offer strong partnerships in
identity management, infrastructure management and
authentication system vendors. Stand S3

SILVER SPONSOR

APCD employs in excess of 100 people in its offices located
in Granville NSW, Queanbeyan ACT and Carrum Downs VIC.

SILVER SPONSOR

HelpDesk Solutions is much more than a software
company. For more than 15 years our products and
services have been used by some of the largest companies
in Australia to transform their IT Service Delivery. While
the ITIL methodology is fundamental to our business it is
the flexible nature of our products and services that truly
enables any business process to be automated and create
solutions that are only limited by your imagination.
HelpDesk Solutions specialise in the LANDesk Service
Desk solution which is widely regarded as one of the
leading Service Desk solutions by industry analysts
including Gartner and Forrester.
LANDesk’s complete vision for Total User Management
is so highly regarded that no other vendor ranks
simultaneously in the Gartner Inc. Magic Quadrants for
Client Management, End Point Protection and IT Service
Support Management Tools. Visit Stand S2 to learn more.

CA Technologies is an IT management software and
solutions company with a deep expertise across all IT
environments - from mainframe and distributed, to virtual
and cloud. For more than 30 years, CA has provided
businesses the expertise to optimise their technologies by
simplifying the complexities of diverse, continually changing
IT environments. Solutions from CA enable customers
to manage and secure IT environments and deliver more
flexible IT services to the business faster. We provide the
industry-leading solutions that make the promise of flexible
IT and agile business a reality. With CA Technologies, IT
powers business agility.
With our proven track record of helping customers
successfully embrace change, we alone have the experience
to deliver the agile management necessary to thrive in
today’s interdependent global marketplace. Our customers
include the majority of the Forbes Global 2000, as well
as governments and thousands of companies in diverse
industries in virtually every country in the world. Visit CA at
Stand S8.

CONFERENCE PARTNER

Founded in 1999, HDAA is an independent association
specialising in the Service and Support Industry. HDAA
has achieved a strong reputation for providing independent,
authoritative information and advice to support its member
organisations and individual professionals with membership
and training services.
In January 2000, HDAA became the first international Gold
Country Partner to HDI and sits on the HDI International
Certification Standards Committee (ICSC). We are an
Accredited Training Organisation (ATO) for a variety
of service and support certifications and APM Group
accredited for all our IT Service Management (ITSM)
programs. Our membership covers 100’s of organisations
in Australia and New Zealand and we’ve trained 1000’s of
service and support professionals.
Our training courses are internationally recognised
qualifications aimed at professionals to maximise the
capability and effectiveness of their response in the service
and support industry. In May 2008 we received APM Group
(APMG) ATO accreditation for our ITSM programs and
services. www.hdaa.com.au.
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BRONZE SPONSORS
BRONZE SPONSOR

DDLS is the largest IT training organisation in Australia,
offering end to end training solutions across a diverse
range of People, Process and Technology courses. With
over 20 years experience training Australia’s top ASX
listed corporations, DDLS can meet the training needs
of your organisation. DDLS is an accredited ITIL®
training organisation and a member of the itSMF. Our
ITIL® trainers are ITIL® certified and have real-world
implementation and consulting experience. We help you
prepare not only for your ITIL® certification exams,
but also implementing ITIL® successfully within your
organisation. Visit us at Stand B7.

BRONZE SPONSOR

BRONZE SPONSOR

ManageEngine is the enterprise IT management software
division of Zoho Corporation.
Our Approach - A No-Frills Philosophy Driven by R&D
and 100% Customer Focused
To help IT organisations control, manage and optimise IT
infrastructures that are more consolidated, virtualised and
automated than ever before, ManageEngine challenges
the status quo of complex, expensive IT management
products delivered by high-overhead sales organisations
with high-margin product portfolios. ManageEngine has a
no-frills philosophy driven by research and development
that is 100% focused on the technology needs and
business imperatives of our customers.
Our Value Proposition - Great Products with
Unsurpassed Business Value and a Relentless
Commitment to Customer Satisfaction

BRONZE SPONSOR

xMatters is the relevance engine company. We’ve built
the most advanced communication system on the market
that lets you get the right messages delivered to the right
people at the right time. We work with the existing
products and processes you have in place to ensure that
when critical incidents occur, you can engage the right
people to ensure the fastest time to closure.
The xMatters relevance engine technology lets you build
communication applications that match your business
processes so you only deliver what matters, when it
matters. More than 1000 companies use xMatters as
an enterprise communication system and to drive their
business processes forward. Founded in 2000, global
xMatters headquarters are in San Ramon, CA with offices
in London and Sydney.
For more information visit www.xmatters.com,
call 1.866.xMATTRS or visit us at Stand B8.

ManageEngine products enable IT managers to deliver an
optimum end-user experience and harness IT to achieve
business efficiencies in the face of increasing complexity.

BRONZE SPONSOR
ALC Group is the leading provider of best-practice IT
Certification training in the Asia-Pacific region. For infosec
professionals ALC provides intensive training for the four
leading certifications: SABSA (Sherwood Applied Business
Security Architecture); CISM (Certified Information
Security Manager); CISSP (Certified Information Systems
Security Professional) as well as CISA (Certified
Information Systems Auditor).
In addition, ALC is a major provider of certification training
in ISO 27001 (ISMS Standard), COBIT (IT Governance
Framework), ITIL (IT Infrastructure Management), ISO/
IEC20000 (Compliance Standard), PRINCE2 (Project
Management), MSP (Program Management), P3O
(Portfolio Program and Project Offices), Business Analysis
(ISEB Diploma modules), Business Continuity Management
& Disaster Recovery. ALC courses are taught by leading
practitioners with extensive “real world” experience. You
don’t get just the theory. Our courses also feature true
independence from hardware or software vendors. Visit us
at Stand B1. www.alc-group.com.au

BRONZE SPONSOR

Gartner, Inc. (NYSE: IT) is the world’s leading information
technology research and advisory company. We deliver
the technology-related insight necessary for our clients to
make the right decisions, every day. From CIOs and senior
IT leaders in corporations and government agencies, to
business leaders in high-tech and telecom enterprises and
professional services firms, to technology investors, we
are the valuable partner to clients in over 13,000 distinct
organisations. Through the resources of Gartner Research,
Gartner Executive Programs, Gartner Consulting and
Gartner Events, we work with every client to research,
analyze and interpret the business of IT within the context
of their individual role. Founded in 1979, Gartner is
headquartered in Stamford, Connecticut, USA, and has
5,700 associates, including more than 1,435 research
analysts and consultants, and clients in 85 countries.

BRONZE SPONSOR

ProActive Services is transforming the business of IT
through IT Service Management by providing: Australia’s
most experienced practitioners with:
• Practical proven methodologies
• Outstanding innovation and quality
• Improved stakeholder engagement and satisfaction
• Measurable return on investment for your projects
Visit www.proactiveservices.com.au or at the LEADit ‘A’
Lounge for more information.
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BRONZE SPONSOR

Macanta proudly announces its partnership with IT
Training Zone, premier service provider of online ITSM
training. Macanta understands the enormous investment
required to achieve certification from Foundation to
Expert in IT Service Management. We offer you an
opportunity to achieve certification in a cost effective
manner. IT Training Zone specialises in the delivery of fully
accredited online ITIL training, providing superior learning
experiences to ensure every stage of course production
and delivery is managed precisely. They provide flexible,
anytime/anyplace access to accredited courseware backed
by knowledgeable and friendly ITIL Expert tutors and
support staff. Macanta offers support and advice to assist
you with your training path and guide you towards the
best publications to support training. We also offer a
blended training solution for our corporate customers.
Visit Stand B9 or call 1300 226111.

BRONZE SPONSOR

NEC Australia is a leading technology company delivering
a complete portfolio of ICT solutions and services to large
enterprise, small business and government customers. NEC
Australia helps customers gain greater business value from
their technology investments.

Cordaware GmbH Informationslogistik was founded in
1995 in Reichertshausen by its CEO, physicist Oliver
Bollmann. Cordaware’s focus on operational information
logistics developed bestinformed® which distributes highpriority information throughout a company’s network in a
matter of seconds. Cordaware bestinformed® offers an
attractive range of products for companywide information
distribution and digital communication optimisation where
cost and resource optimisation are essential, with a fast
and flexible information exchange run from one or more
central parts of a company to remote laptops globally.
In the age of globalisation, bestinformed®´s ability to
send messages to an unlimited number of recipients in
real time without requiring confirmations makes it an
indispensable tool for all modern companies. More than
300,000 modules installed globally show how important
companywide information logistics is for our customers.
Visit Stand B3 to learn why.

BRONZE SPONSOR

Solisma is a leading provider of service management
assessment, consulting and education services that
enable you to deliver real business value from IT. Our
revolutionary SaaS solution, Service Improvement
Manager (SIM), enables you to perform your own ITIL
process maturity assessments and manage your continual
improvement plans with ease.
Visit service-improvement.com or drop by the Solisma
Stand B2 at LEADit 2013 to find out more.

Our vision is to deliver innovative tailored solutions
through our unique and diverse talent, industry
partnerships and customer relationships.
NEC Australia specialises in communications solutions and
services in multi-vendor environments, including systems
integration, specialist communications solutions, data
networking, unified communications and collaboration,
biometrics, digital signage and display solutions. Its IT
solutions services comprise business and IT transformation
consultancy, professional services, application and solutions
development and infrastructure and applications managed
services. Visit us at Stand B6.

BRONZE SPONSOR

Versadev - For businesses requiring a full ITIL-aligned ITSM
toolset versaSRS is built for business process improvement,
transparency and standardisation. The software includes
Incident, Problem, Change, Asset Management, CMDB and
Assets Scanning.
The ability to add extra business units (or teams) is
included out of the box, whether it is for case management,
HR or Financial Services. versaSRS comes with a host
of modules including built-in CRM, Document Manager,
Reporting Dashboard, Tasks, Knowledge Base, Forms,
Surveys, a Tablet/Smart Device view plus a lot more.
Visit us at Stand B4 for more information.

COPPER SPONSORS & SUPPORT
COPPER SPONSOR

PRD Software is an Australian company based in Canberra
that has developed helpdesk software and solutions for
the ITSM industry since 1996. Our flagship product,
HelpMaster, is used worldwide for IT helpdesk, customer
service/desk, facilities management, and wherever there
is a need to log, track and manage customer issues and
business workflow.
HelpMaster is developed using the latest Microsoft
.NET technology in both a Windows and Web interface
for Active Directory, Incident & Problem Management,
Email Response, Knowledge base, SLA / escalation, Asset
tracking, Workflow templates and Billing to optimise
business service operations. PRD Software is passionate
about creating the best service desk software and
professional services.

COPPER SPONSOR

Hagrid Solutions is an acclaimed team of professionals in
the Service Management domain, successfully delivering
agile, cost effective solutions to Enterprise Customers and
transforming IT into competitive advantage.
We leverage a combination of extensive experience and
a pragmatic approach that continually strives towards
improving the quality, function, automation and benefit of
services, while reducing cost.
Our core business is Service Assurance and
Service Management Improvement

Established in 1990, Komputer Kraft Consulting (KKC) has
been a dedicated BMC\Numara Software Partner since
1999 with offices in Auckland-NZ and Brisbane. KKC sells
and supports BMC solutions including: BMC-FootPrints
Service Management; BMC-FootPrints Asset Core; BMCRemedyForce and BMC-Track-It!
KKC is now an Agent for Centerity: Real-time Executive
Dashboard for your IT. Centerity for Monitoring, a
solution taking the world by storm and giving true,
unmatched visibility and management across IT. With over
300+ customers in the Private and Public sectors KKC
are experts in their field with insight to complement ITSM
& ITAM.

One of the most popular features of the
breakout session program over the last few
years has been the Hot Topic moderated
discussions where a panel of experts break
down some of the biggest issues within
the ITSM industry. Audience interaction is
the key to success of these sessions which
offer one of the best opportunities available
to pick the brains of the subject matter
experts assembled for LEADit 2013. While
the moderator will steer the panel, it is all
about audience participation. Check the
program for session times.

HOT TOPIC 1

Stream 1 – SM 101
Supplier Management is the New Black
Moderator: Rob England
You are no longer in control. Services are now all provided
through multi-party value chains. How can we do better to
manage suppliers especially in a world of cloud environments
and XaaS providers? Corporate IT must rapidly learn to be a
service aggregator/integrator.

It delivers a broad array of internationally-recognised
business and IT industry certification programmes and
qualifications with local assessment. GCI develops and
sources the best qualifications programmes from all over
the world and delivers them globally with unprecedented
levels of affordability and customer service.
www.gciexams.com

COPPER SPONSOR
Gen-i Training is the Authorised Delivery Partner for
Pink Elephant. Operating through many offices across the
globe, Pink Elephant is the world’s #1 supplier of ITIL and
IT Service Management (ITSM) conferences, education
and consulting services. To date, close to 300,000 IT
professionals have benefited from our expertise. Pink
Elephant has been championing the growth of ITIL
worldwide since its inception in 1989 - longer than any
other supplier.
As well as ITIL Training & Consulting, Gen-i Training offers a
range of training certifications and courses across Australia
including Prince2, VMware, Apollo13 Simulation Workshops
and Professional Development Courses.

The aim of the ISACA Canberra chapter is to sponsor
local educational seminars and workshops, conduct regular
chapter meetings, and help to further promote and elevate
the visibility of the IS audit, control and security profession
throughout the Canberra area.

COPPER SPONSOR
SUPPORT

ITSM Reporting Services – Visit us at Stand C6
We have the solution to your IT Service Management
reporting requirements. From understanding your service
catalogue through defining supporting performance
metrics, to reporting system design, implementation and
maintenance we provide the complete ITSM reporting
solution that helps you continually improve your IT service
management activities.

Visit our Stand C4 to see Gartner’s Top\Right-hand
Quadrant leader in the BSM space.

Debating the
Hot Topics

The Global Certification Institute (GCI) provides
professional certification and examination services that
enable its customers and strategic business partners to
effectively support the achievement of their key business
objectives and outcomes in the delivery of services to
their customers.

COPPER SPONSOR

Visit us at Stand C3 or www.helpmasterpro.com or www.
prd-software.com.au

COPPER SPONSOR

COPPER SPONSOR

HOT TOPIC 2

Stream 2 – Support Services
The Service Desk is Irrelevant – Great Debate
Moderator: Kathryn Howard
Why in today’s connected world does the service desk still exist?
Surely we can dispense with the expense and just have everyone
self-service. In the tradition of the Melbourne Comedy Festival
we bring you a Great Debate with a highly contentious premise.
Two opposing teams will argue their case for and against.

HOT TOPIC 3

Stream 3 – Process, Pitfalls and Tips
What’s Keeping You Awake at Night?
Moderator: Justin Gasparre
We keep striving for service improvement, but what does that
really mean. Closing the loop on end-to-end service with
robust processes for change management and continual service
improvement plus some efficient and well implemented tools
- maybe? But are there gaping holes in our end-to-end service
delivery? Are the consequences of Stealth IT just waiting to bite us?

HOT TOPIC 4

Stream 4 – Leading People
Business Relationship Management, Essential or
Superfluous?
Moderator: Peter Doherty
Does it feel like you’re speaking a different language from the
customers and business people you are trying to support
and service? Maybe that’s because you are. The workplace
is continually becoming more technically complex with ever
increasing demands placed on delivery and service. We need
a universal translator that allows IT and the business to
understand each other’s language, needs and constraints. Is

Business Relationship Management the key to this or another
expensive and unnecessary layer between IT and the business?
Our panellists will discuss the value of Business Relationship
Management, how it can be done well, and how it leads to greater
alignment of IT and its customers and increased success for both.

HOT TOPIC 5

Stream 5 - Governance
Good Risk / Bad Risk – How Much is Enough?
Moderator: Rob Stroud
These days risk seems to be everywhere and the temptation is
to manage IT risk until it disappears. Practical and effective risk
management is just as much about ensuring gains are delivered
as avoiding loss. In this panel we will address the critical
questions that will allow you to turn your risk management
into a business partnership.

HOT TOPIC 6

Stream 6 – Architecture, Innovation and
Measurement
Architecture and Innovation – Can Those Two Words
Actually Take Life Together?
Moderator: Brad Busch
Wikipedia says ITIL Architecture Management aims to define
a blueprint for the future development of the technological
landscape, taking into account the service strategy and newly
available technologies. Join us for an insightful discussion while
we explore the possibilities and wonders of emerging and
disruptive technologies that may reshape our IT organisations.

DEEP CONVERSATION

Kamu: Reconciling ITSM and DevOps – further
discussion from Keynote 4
Moderator: Rob England
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The One Hour
Improvement Plan:

A Tr i l o g y. . .
Part 1: Applying New
Knowledge
It would be fantastic to think that after
completing an ITIL® course delegates
started creating service improvement plans.
All too often whilst the enthusiasm is very
much evident most people struggle to know
where to start. I’d like to share some tests
you can try to provide the focus needed to
start to drive improvement.
Most of us take time to apply new knowledge; often because work
priorities mean that changing the way of working takes second place
to being a part of it. When we have the time to implement new ideas,
things are often not as clear as when we attended a training course.
Most organisations already have some processes in place. They
might not be fully ITIL-conformant but may be effective. Few
managers are willing to ‘plough-up’ everything that is currently in
place, in favour of ITIL-conformant processes, that they may feel
are unproven in your environment.
With this in mind, I’ve devised some simple actions you can try...
They are designed to be executed in under an hour to highlight a
process that might require review.
These tests are not meant to replace a full review but might
provide the impetus and justification for one. You may not be
able to perform every check here as they depend to some extent
on available information and processes being in place.
1. Everyone – Get some ownership
We don’t all have the ability to align every ITIL process to a dedicated
manager. You probably don’t have every ITIL process working anyway.
Don’t confuse process with people. Use the simple and effective
RACI matrix to allocate some roles and responsibilities for the
processes you are undertaking. Actually putting someone ‘in charge’
drives focus. Being accountable sharpens the mind.
2. 2nd line support – stop cherry picking
Analyse the Incidents for long running issues. If you don’t have a
dedicated problem manager nominate a process owner and make
someone responsible for regular progress reports on problem
(of a frequency that matches the stated priority). If they are not,
initiate a review of the priority of the problem.
Check that problems, when closed, have not been closed with
“re-open if it happens again”, or had their priority reduced, not
because the impact on the business has lessened but because
insufficient resource is available.

Be careful about the language you use when asking questions
about the service. Always asking “what did we do wrong” creates
a poor perception of your own estimation of the service and
misses the opportunity to get customers thinking about the
positive aspects of what you do.
Finally…..
I did say this was a one hour service improvement plan. Whilst I
don’t think you can action all of your findings in that time I think
you can assemble a focused plan. With any service improvement
activity quick wins are important. Demonstrating success inspires
and motivates, it’s what keep the momentum for improvement
going and promotes the much sought after ‘service culture’.

Part 2: Blazing a Trail
to Improvement
Hopefully Part 1 of my article has given you an appetite for trail
blazing in the world of improvement. I’d like to offer you some
more ideas with my one hour Service Improvement Plan. Again,
I’m not suggesting you could make the improvements listed here
within an hour I’m simply providing pointers regarding the common
issues and some hints to help you to un-cover your pain points and
start to forge an action plan on which to base your actions.
Remember: They do not take the place of a full review but might
provide the impetus and justification for one. It is unlikely that you
will be able to perform every check here as they depend to some
extent on suitable process and information being in place but as
we know with CSI every little helps!
1. Service Level Management – Perception is reality!
In service management we talk about ‘value’. What does that
mean? It is so difficult to harness; value to one customer is not
necessarily value to another. You won’t know until you ask the
question. Ask a senior customer, maybe over coffee and get them
to describe to you the most important aspects of your service to
them. Is it availability of an on-line service or the production of
daily reports? Which causes them greater business difficulty, delays
in installing new desktop equipment or the time taken to apply
changes to the application software?
Now compare this with the measures in the SLA – are you
measuring the aspects that are of most value to your customers,
or just the things that are easiest for you to measure? We often
thrive on availability figures in IT organisations but what does
98.5% really mean in hours lost over a measurement period.
Organisations who only measure and report the easy things risk
customers describing the service as “poor” despite all SLA targets
being met. Perception is reality in the eyes of your customer.

Many organisations find it difficult to justify the effort for the
resolution of long-term problems. The longer it has been there, the
harder it is likely to be, the less anyone will want to champion it.

2. Capacity Management – Understanding PBA’s
If there is one, find the current capacity plan for a service and
review the source of the workload estimates. Was a customer
involved and if so, do they still agree with the predictions?

3. Change management – zero tolerance to
unauthorised change
Determine the percentage of changes that ‘slipped through the
net’. These might be things that have cropped up as ‘unplanned
emergencies’ or those things perceived not to be real changes.

Look to a previous year’s estimates from a customer’s business
plans and check them against current figures. Has the processing
volume changed in line with predictions? Capacity Management is
often very complex but simple calculations of customer workload,
data volumes and processing windows can anticipate service issues
before service levels fall.

Many organisations are not willing to implement full change
management because of the perceived bureaucracy. Of course,
low cost low risk changes can be approved as standard changes,
still process led and authorised but more fluid and thus ‘palatable’.
There is some investment in assessing suitable candidates but there
is a longer term payoff. Swift application of change management
that is still auditable and risk/cost controlled.
Poorly controlled or beaurocratic change can lead to high levels of
Incidents, extended time to resolve such Incidents and ultimately
dissatisfied customers.
4. Service managers – flag waving
Solicit good news and improve perceptions. Ask your customers
what it is that they think you do well. It might be that you always
attempt to resolve issues that your staff are always accommodating
or demonstrate good customer service skills.
Publicise the things you do well but check that these things are of
value to your customers. Are they ever at the expense of other
activities, more valued by your customers, which you aren’t doing well?
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For most organisations Capacity Management is not an exacting
science others If you do have software tools and resource usage
data for predicting growth, then this will help you to model the
impact of changes in the business environment or needs and preempt will a lack of capacity thus being able to lessen the need to
for hurried and possibly expensive, resolutions rather than planned
growth. It is important to review frequently. Not just when
the Capacity Plan is due to be written or the SLA is due to be
re-negotiated!
Finally….
Having decided on your vision I’d always recommend employing
some of the techniques identified in the ITIL® Continual Service
Improvement publication. It is important not to forge action plans
without qualified information. Make sure you know the facts
before making recommendations for improvement. Once you are
clear on what needs to be done make sure you have a baseline
of the current situation. You need something to allow later
comparison against any improvements you make.

Part 3: Improving Maturity
and Culture
This is the final instalment of my three part article. Much of what
can be achieved will depend on the maturity and culture of your
organisation. With any change one should always take a ‘softly
softly’ approach and ensure all stakeholders are engaged. The
most important part of any successful change is how you plan
and prepare the environment and people. You can have fantastic
ideas but if you don’t adopt an approach suitable for your target
environment your efforts will almost certainly be in vain.
1. IT service continuity – plan B!
It’s always a good idea to find you a trusted and friendly customer.
Again, a trip to the coffee shop is in order here. Ask them if they
are aware of any priority that would be enforced in the recovery
of services in the event of a disaster such as the total loss of the
network in their building or part of the building.
If their services are not of the highest priority, do they agree with
the organisations definitions of priority? Are there any business
continuity plans which will bridge the gap until their services are
restored, these may just be manual processes.
Many businesses accept an IT disaster recovery plan without
making their own contingency plans. They may have assumed
that either they can continue business without key IT services
for an extended period. Perhaps they only consider total
building loss (of the data centre) as a disaster, everything else
being treated as an Incident. If this is the case, the customer
organisation may suffer more impact to their business, in the
event of a serious service loss, than is necessary. They are also
more likely to sit back and blame the IT organisation for the
impact despite being in a position to mitigate the effects better if
they had planned for it.
2. Service Transition and early life support – No
more throwing things over the fence
Early life support is support provided for a period of time after
a new or changed IT Service is transitioned. In this period the
service desk staff is usually expanded with personnel from Service
Transition, who have experience with testing and running the
service from the transition life cycle. If they have the autonomy
and support from the leadership team it is a good idea for
operations managers to ensure that nothing passes over into true
‘Service Operations ‘until such time as all the checks and balances
have been done and there is agreement that the service is fit for
purpose and fit for use and it can be operated and supported in
line with your customers’ expectations and more importantly in
line with the service levels that have been agreed. Prior to the
introduction of the transition planning and support process within
ITIL I used to use something I lovingly called SHOP (Support
Handover Process). This was a simple list of all the things IT
operations needed to support the service, the information on
fixes, contacts, statistics qualifying service levels being met and
simply anything else that was needed to ensure the service could
be supported.
3. Financial management – how much does IT cost?
All organisations will do some level of financial management.
The ABC of finance is well understood, so the accounting
and budgeting will be done by the financial controllers. Those
organisations that don’t formally charge for their services often
do not understand the real cost of IT per user. Notional charging
is worthwhile in terms of being able to understand service value.
Even if you don’t produce a bill for your customer you should be
able to talk confidently about how much it costs to deliver.
Calculate the proportion of the IT budget contributed by each
business or department and produce a cost-per-employee for
each department’s IT. If the IT budget is not contributed to by
individual departments or businesses, use the overall figure of IT
budget divided by employees.
Does this figure surprise you? You can use the figure, divided
by the number of hours in a year, to estimate the cost per
user of losing access to IT services which may assist in incident
prioritisation and in decisions on upgrading or replacing hardware
and software.
Organisations which cannot place a notional value on the cost
of providing service often under-invest in service improvement
because they cannot see the value.
Contd on page 14
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This paper does not attempt to explain, evaluate, compare
or contrast the various ISO or Australian Standards that an
organisation, be it an IT Service Management (ITSM) one or not,
may be certified to. It does not aim to give a definitive answer to
the question of whether an organisation should seek certification
(or not) because the answer will be different for each and every
organisation. What I hope it does, is to provide some guidance
and enlightenment as to what should be considered as a minimum
by any organisation, in any industry, if contemplating the path of
certification to a Standard.
Which Standards?
ISO is the “International Organisation for Standardisation
that develops and publishes International Standards, including
management system Standards such as ISO 9001(Quality
Management), ISO 14001(Environmental Management) and ISO
31000(Risk Management)”. The relevant IT Service Management
industry Standard is ISO/IEC 20000.
Standards Australia is the “independent, not-for-profit organisation,
recognised by the Australian Government as the peak nongovernment Standards body in Australia. Standards Australia
develops internationally aligned Australian Standards and is the
Australian member of ISO”. A common management system
Standard it produces is AS/NZS 4801(OHS Management).
The ISO9000 Quality Management suite of Standards provides, I
suggest, the starting point for any organisation, big or small, looking
for a business management framework. It is not industry specific and
is applicable to both product and service organisations. For many it
provides the core foundation to add further certifications and bestpractice frameworks in the future to ideally create an Integrated
Management System. (This will be the subject of a future article).
ISO9000 requires some fundamental core systems and processes
to be established about such things as documentation, training, roles
and responsibilities, measurement, analysis and improvement, etc.
Because all are core to the other management system Standards, I
have found that there is not that much further effort to implement
and gain certification to some of the other Standards including ISO/
IEC 20000. Sure you can start with one or more of the other ones.
It really is going to depend on the strategic direction and business
needs of the organisation and that all important question of Return
On Investment (ROI).
How does an organisation get certified?
Both ISO and Standards Australia are not involved in the certification
to any of the standards they develop. Certification is performed by
external certification bodies, which are largely private. Certification
(third party conformity assessment) is not the only way to show
conformity to management system Standards. Alternatives include
inviting the organisation’s customers to verify its implementation of
the management system Standard (second party assessment) or to
self declare its conformity (first party assessment).
Choosing a certification body
When choosing a certification body it is a good idea to:
✓✓ Evaluate several certification bodies.
✓✓ Seek references from other organisations that have used their
services.
✓✓ Not let the quoted cost cloud your final selection - the
cheapest could be more costly in the long run if it’s auditing is
below standard.
✓✓ Ask whether the certification body implements ISO/IEC
17021:2011, Conformity assessment – Requirements for bodies
providing audit and certification management systems.
✓✓ Ask whether the body is accredited. Accreditation is not an
obligation and if an organisation is not accredited it does not
necessarily mean it is not reputable. Nonetheless, accreditation
remains an independent confirmation of competence.
Accredited certification bodies can be identified by contacting
the national accreditation body in your country.
The PROs and CONs
Remember certification to management system Standards is not a
requirement. Organisations benefit from implementing these Standards
without having to be certified to them. For many however, there is a
greater ROI by actually obtaining the certification.
One of the best reasons for wanting to implement these Standards
is to improve the efficiency and effectiveness of the organisation’s
operations and to reduce waste. There may be however other valid
reasons or drivers to get certified. Let’s have a look at some of the
potential reasons for doing so along with the pros and cons.

There have been numerous occasions throughout my career where I have been presented
with the statement or question from senior management or a client such as “I think we
should be ISO certified” or “should we seek certification?” My first response is always
“Why?” My second, third, fourth and fifth response (if necessary) is the same. Yes,
it’s the “5 Why’s” method and by using this method, combined with the knowledge
contained in this paper, you, your organisation or your client should be able to make an
informed decision.

The PROs
• Meet Customer Requirements
This may be a contractual or regulatory requirement – a
growing number of organisations and particularly government
bodies will only do business with other organisations or
contractors who, at a minimum, have ISO 9000 certification.
• Reduced Costs of Due Diligence
There is normally a lot of time and effort (and therefore
expense) in collecting and providing evidence for due diligence
when replying to a tender. Being able to simply supply evidence
of certifications to one or more of the various management
systems may significantly reduce that effort and expense.
• Competitive Advantage Once you achieve, for
example, ISO 9001 certification, you can advertise your quality
certification and respond to Requests For Quotes (RFQ) from
companies that make ISO 9001 certification a “must-have”. ISO
certifications are also internationally recognised and essentially
elevate the certified organisation to a “select” group – a group
that has been independently assessed and certified as meeting
some minimum requirements for it’s management system. It can
therefore open up new markets you were virtually unable to do
business with before your certification.
• Improve Product and Service Quality and
Consistency
A well-designed and effectively implemented management
system will standardise and ultimately improve the level of
quality of the organisation’s products and services thereby
reducing customer complaints and hopefully, ultimately increasing
customer satisfaction. Certification, through its requirement
for regular review, assessment and associated continual
improvement should further ensure this.
• Understand your business better
Implementing a certified management system will force you to
identify and document your business processes and associated
metrics which in turn will allow you to better control and
manage business performance.
• Continual Improvement
Third party certification and review ensures systems and
processes for continual improvement are implemented.
The certification assessments themselves ensure areas of
improvement are identified and captured and that a corrective
and preventative action plan is implemented.
• Corporate Mandate
Many organisations implement management systems and seek
certification for the purpose of exercising and reporting on
operational due diligence
• Focus Management and Employees
The management system Standards (and many others) have a
common core requirement that objectives, metrics, procedures
and other associated documentation be developed. This helps
management and employees to be able to focus on the
business and what’s important. Yet, this isn’t always the case it’s easy to lose focus over a period of time.
The requirement within the management systems for regular
audit helps to maintain focus but a strategic decision to seek
certification should mean a strategic project is created and
therefore management and employee focus is really targeted.
The CONS
• It does cost!
Implementing a management system will force you to identify
and document your business processes and associated metrics
which in turn will allow you to better control and manage
business performance. There is the initial internal costs to
resource this exercise and then, if seeking certification, the cost
for the initial assessment, the application fee, the annual fee and
the ongoing surveillance audits.
The costs do vary to some degree based on the size of your
organisation and the agreed scope of the certification. Mostly
this is relative to the number of auditing days that will be
required.
As a rough guide, for a small to medium organisation, the first
year costs for ISO9001 certification may be around $10K AUD.
Note that certification to some of the other more specific
Standards such as ISO/IEC 20000 are a little more expensive
and that these costs DO NOT include any consultancy prior to
the certification assessment regarding organisation “readiness”.
Thereafter, surveillance audits may cost you around $5-6K AUD
per year.
There is benefit, both from a business and financial perspective,
in taking an integrated management system approach if
considering certification to more than one Standard.
• It takes management commitment, an
organisational change project and time.

A certification exercise should be established and managed as
an organisational change project. It will require considerable
dedication and resources from across the business. To be
successful you need to be sure all the key elements of a change
program such as sponsorship, organisational readiness and
capacity, communication, reinforcement, cultural fit, etc. have been
considered and addressed.
• Can we trust the “tick(s) in the box”?
An interesting question considering the certifying body is in most
cases being paid by the company seeking certification and the
certifying body, like any other business, is after profit. Would a
certifier perform a blinkered or less thorough assessment of an
organisation just to retain their business? We would hope not,
but having said that there are some checks and balances in place
to minimise this risk such as the certifying bodies being subject
to audit themselves. Most third party certifiers have at least one
other organisation that ensures that they follow and enforce
proper quality standards on themselves and on the organisations
they are certifying. In some cases this leads to “accreditation”
of the certifier. Accreditation may be optional and there are no
guarantees, but I suppose a higher level of assurance may be
found in seeking accredited certifying bodies.
• It is just a snapshot
In general, and depending on the size of the organisation and
scope of the certification, the certifying body is on-site for a
few days doing the initial certification assessment and even less
time when they regularly return (usually every 6-12 months)
to do surveillance audits. It is not possible for an auditor to
check every aspect of an organisation’s systems and processes,
even if they wanted to be that thorough. Therefore, most
auditors rely on checklists, as well as reviewing the organisation’s
documentation, to complete the audits. This assumes a high level
of trust that may seem illogical for the job that is being done.
My approach is that I want to get true value out of these (costly)
assessments rather than just a rubber stamp. The surveillance audit
in particular is an opportunity for a fresh set of eyes to come in
to the organisation and identify potentially overlooked “areas for
improvement”. Quite often I have also pointed the auditors to a
known, chronic “area of concern” that has been identified internally
many times before, but for whatever reason, has never been at the
top of senior management’s priority list to resolve.
It’s amazing how much more traction you get when the same
issue also appears on an external assessment report and has the
potential to jeopardise certification (or re-certification)!
Conclusion
Certification to an international or Australian management system
Standard has the “potential” to deliver on all of the “PRO” reasons
above. But it is up to management and the organisation itself to
realise the potential. Many organisations only look at certification
as a piece of paper or a tick in the box to maybe hold or capture
a new client or which is used mainly as a marketing tool and
therefore, they never obtain any of the true benefits of undertaking
the process.
Many a time I have seen the “pre-audit rush” to prepare staff, fix
documentation and unfortunately at times to “fix” records just in
time for the audit. These are the organisations that don’t embrace
the concept of quality through continual improvement. They don’t
understand that continued customer satisfaction is the ultimate goal
of a certified management system. Their focus is a piece of paper
(the certificate) that claims “quality” or similar but in reality both the
organisation and it’s customer will see little, if any, actual quality or
improvement. Why bother!
Implementation of a management system Standard and if valid,
certification, is an investment that can return dividends but it is
not guaranteed unless you put the effort into it. Take the time to
ask the “Why and which one?” question and to consider the pros
and cons as described above in the context of the organisation in
question.
In my experience I’ve found that if an organisation has some form
of management system framework in place, it is generally not that
much extra effort to achieve certification.
Consider taking an integrated approach to the implementation
and if warranted, certification of management systems. You will
eliminate a siloed approach and the potential of multiple processes
for e.g. security, quality and service management. This saves time
and effort, therefore reducing cost.
So, let’s avoid the “certification for certification sake” scenario
as it offers no intrinsic value. However, if through analysis and
review you find it does make business sense, it adds true business
value and provides return-on-investment then maybe take on the
challenge. It’s actually not that difficult!
Article written by Quality Management / IT Service
Management Specialist, Jim Mackenzie. He can be
contacted via: jimmackenzie01@gmail.com
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Capacity
Management:
Capacity
Planning and
Process Types
In order to achieve complex tasks we form and work in organisations. We allocate activities and tasks amongst
the group. And over time we specialise. We start to meet and interact with others of similar skills usually at
conferences and at meetings. In larger organisations there may be several of us with the same skills who can get
together to share our knowledge and experiences. By combining our knowledge we can solve more complex issues.
Our increasing knowledge then enables us to influence thinking in our organisations. This is a knowledge domain.
It is these knowledge
domains that ITIL describes
as processes. In fact each ITIL
knowledge domain contains
several processes. Each of
these processes is executed
to perform the necessary
activities that support the goals
of IT service management.
The goal of IT service
management is to ensure
that the IT operational
areas perform efficiently
and effectively. IT service
management is meant to
support or ensure that the
operational areas perform
their work. As such, IT service
management performs a
support or governance
role – by ensuring that the
wishes of the owners are
executed or directions of the
organisation are followed and
the outcomes are achieved.
It does this by encouraging
the use of best practices and
continuous improvement
in order to ensure the
organisation evolves to match
the changing environment.
IT service management
facilitates this by acting as the
link between the business
and the resources required
to deliver an outcome. This
is achieved by defining a
concept, the service, which
maps business requirements
and expectations into a group
of resources called a service.
The resources include people,
hardware, software, processes
and supporting materials
amongst other things.
For IT service management
the knowledge domains

include Event, Incident,
Problem, Change, Release,
SLM, Availability, Capacity,
ITSCM, and Finance. While
for operations the knowledge
domains are technical such as
Database, Communications
and Operations.
ITIL V3 2011 (Hunnebeck)
lists the capacity management
process as having three subprocesses including business
capacity management,
service capacity management
and component capacity
management. It also lists the
activities as including agreeing
service level requirements,
designing (procuring
or amending) service
configurations, verifying service
level agreements, supporting
service level agreement
negotiation, exploiting new
technology, designing resilience,
monitoring, threshold
management, analysis, tuning,
demand management, modelling
and trending, application
sizing, reporting, capacity plan
production, etc. But these
activities overlap and do not
lend themselves to the creation
of simple process descriptions.
The capacity management
knowledge domain manages
IT capital resources in order
to minimise IT capital spend
by influencing depreciation,
software costs, maintenance,
etc. It includes activities
to make best use of the
resources using tuning
techniques and by translating
the business requirements
and plans into capital items
required to support those
business requirements and

Contd from page 12
The Approach
What is the vision?

How do we keep the
momentum going?

Business vision,
mission, goals and
objectives

Where are we now?

Baseline
assessments

Where do we
want

Measurable
targets

How do we get there?

Service and process
Improvement

Did we get there?

Measurements and
Metrics

If you are going to embark upon any service improvement activity
I would suggest that you use a model such as the CSI approach
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plans. In order to do this
requires several processes.
These processes can
include processes such
as manage performance,
assess performance, report
performance, assess capacity,
plan capacity and report
capacity.
The assess capacity process
conducts a review of a subset
of the environment such as an
application, location, technology
or service and acts as an input
to a business case. It provides
the expected IT resources and
costs associated with some
business change or plan.
The plan capacity process
assesses the entire
environment and combines
system and resource measures
and forecasts with the
business plans, projects and
strategies (and applicable
capacity assessments) to
form a view as to what is
required. It is also useful to
have an understanding of
the organisation’s situation as
to the availability of funding
and importance of the end
customer service delivery
requirements. The forecasts
are then converted into a
capital budget submission.
Note that the final solution
or design is in the domain of
architects and designers.
The report capacity process
is usually established after the
creation of the other two
processes (assess capacity and
plan capacity). It is established to
automate some of the activities
and improve the turnaround
time for the assess capacity and

plan capacity processes.
The capacity planning and
performance management
processes are different
processes as they operate at
different points in the business
timeframe. The performance
management processes occur
more frequently (usually
daily and weekly) then the
capacity planning processes
(usually monthly or annually).
The assess capacity process
is usually triggered by a
request from the business for
IT management input into
the business case for some
change. The plan capacity is
triggered by the organisation’s
business planning / capital
budgeting cycle and needs to
start sufficiently in advance
to be able to deliver its result
into the capital budget. The
report capacity process should
operate on a monthly cycle
to create reports showing
growth trends, and forecasts
that incorporate known and/
or approved business plans/
projects. And should show
whether the forecasts remain
accurate or not. If the accuracy
level is not good enough then
a review and revision of the
forecast will be required.
At a simplistic level there are
two types of process. These
processes are the planning
process and the doing
process. The capacity planning
processes (plan capacity
and assess capacity) are
planning processes, whilst the
reporting processes (report
performance and report
capacity) are doing processes.

in the ITIL Continual Service Improvement book. This simple yet
effective tool allows you to fully consider both your objectives
and those of your customer, devise a plan, create a baseline and
then take a staged and measured approach to any changes you
make. It also allows you to measure your success. So often with
improvement, we feel we’ve made something better but because
we have failed to create a baseline of the service or process prior
to our efforts we have nothing to compare our achievements to.
Prioritisation of improvement activities
You will also need to prioritise your activities. If you embark on a few
pieces of improvement work this will be necessary for two reasons.
Availability of Resources
It’s unlikely you’ll be able to initiate improvements in all areas
concurrently. You’re going to have to decide what will give you the
most benefits for your efforts.
Critical Path
Some desired improvements might not be practical because of a

I break the planning
processes into several steps.
These steps are:
• Scoping – Understand the
context and stakeholder
requirements/needs
• Collecting  – Gather
relevant data and
understand the
environment
• Analysing – Assess
problems and build a
model
• Modelling – Make
predictions and assess
possible solutions
• Reporting – Inform
stakeholders and propose
actions
• (Implementing) – Take
relevant action (separate
process)
• Monitoring – Track and
investigate variances
• Overseeing (Governance)
– Report to management
and stakeholders
I break the doing processes
into several steps. These
steps are:
• Scoping – Understand the
context and stakeholder
requirements/needs
• Collecting  – Gather
relevant components

relevant action
• Monitoring – Track and
investigate variances
(continuous improvement)
• Overseeing (Governance)
– Report to management
and stakeholders
This breakup of a process into
steps or standardised activities
is a simplification, an over
simplification. The reality is that
the boundaries of the process
activities are blurred and there
are loop backs and re-work
when the going gets difficult
in order to collect more
inputs or to even re-scope
or re-design the solution and
re-program the way forward.
Conclusion
I believe that many of the
other ITIL processes can
be similarly structured in a
standardised manner and such
a structure would improve the
documentation and assist in
improving our understanding
of the processes. As it has
been my observation that
many process implementations
do not describe the scope
and monitor steps/activities.
And these are the two most
important steps in any process.
Bibliography
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need for an increased maturity level in related activities/processes.
Finally….
So often I’m told ‘We don’t have time to implement service
improvement activities’. Too often the improvements are
originated when services fail rather than being a proactive effort.
This is an excuse every IT organisation uses. It isn’t a question of
time it is a question of priority.
“We don’t have time to START the ITIL project!” ………….then
don’t! Embed it in the team meetings; embed it in what you already
do. Evaluate and improve the projects, the changes, the incidents,
the processes. Every organisation must ensure they embed a service
culture into everything they do. It’s about living and breathing it rather
than forcing a commitment to change as a result of failure. If you
following service management principles, you adopt and adapt the ITIL
framework; you follow a service lifecycle approach. We’ve moved from
cradle to grave service delivery to cradle to cradle. Improvement is
ongoing, it is integral to service delivery not an addition to it.
Article written by Michelle Major-Goldsmith. She can be
contacted via: Michelle.MajorGoldsmith@kineticit.com.au

Most ITIL Metrics are not worth
the trees they kill!

So how do you measure your
ITIL Service Management Program?

The first trouble with
measuring ITSM is that you
need a certain level of maturity
to gather baseline metrics and
many organisations are not in
a position to capture those
metrics. The second trouble is
that most of the metrics they
capture are worthless as they
are simply marks on a chart.
Where is the true value from
metrics? We need ones that:
• Inform
• Support Decisions
• Prompt Action
Those metrics that are used
to inform are generally
quantitative – a set of numbers
presented in a pretty format. To
support and prompt decisions,
we need data that is qualitative
– more than just numbers.
As an example, if I were
looking at metrics to
measure the effectiveness of
a Knowledge Management
process, I would consider
starting with just three:
• The number of articles
being published
• The numbers of views
articles are getting
• The rating of articles
The first one reflects output,

just a number, the second tells
us how well articles are being
constructed so that they are
easily found and viewed and the
third one shows how effective
in providing solutions they are.
Now if you were to combine
those three metrics and
apply them to the people
contributing articles it would
give you some very interesting
information. It could be used to
determine who the Knowledge
champions are as well as those
that are not doing so well. My
approach would then be to get
the champions to mentor those
that would benefit from it.
Sadly too often we see
metrics that just inform and
people get desensitised to
them, thank goodness for
PDF, we are not killing so
many trees anymore. After all,
metrics are just the dashboard
of the car; they are neither
the car nor the destination.
So how do you measure
Service Management? Well we
really need to take a balanced
scorecard approach.
There is no doubt that you
need to run your process
metrics that make sure the

process has a high level of
governance as without this
your process could lose
effectiveness. For example,
failed Changes, Changes that
cause Incidents, Incidents closed
without Knowledge attached,
etc. These will often only have
a quantitative component to
them and should roll up to an
overall process conformance
trending score.
You also need to monitor the
efficiency of the process by
comparing the effort or elapsed
time it took to perform core
functions prior to the Service
Management Program and
what they take now. This should
be rolled up as an efficiency
score but you can also start
doing cost comparisons based
on this as well. These will have
a quantitative component to
them; they are no longer just
numbers.
Thirdly you need to monitor
effectiveness, which will be
the outputs of the processes
and generally defined in terms
of cost savings and Service
availability improvements.
The effectiveness metric is
absolutely crucial for measuring
the results of a Service

Management Program. Why?
Well the reason is that just
about nearly all other metrics
will give you soft savings, but
you can actually put dollar
figures around these metrics.
These are the metrics that
should be measured against
the projected outcomes
that were put forward in
the business case. If you are
an ITIL V3 shop and you
are doing Service Portfolio
Management these metrics
will contribute to the business
value of the Service.
I often blog and write about
how most organisations
forget about the people side
of Service Management and
I have a number of ideas
on how we can address
this. And that is why, from
a balanced scorecard we
need to include customer
satisfaction – is it the be all
and end all? Of course not but
we must include it as we as
technologists often get caught
up with delivering technically
oriented Service Levels which
reflect ‘reality’. But guess what,
most of our customers deal in
perception so you really need
to track that.

Also a happy customer is a
more engaged customer and
able to be more productive!
In ITIL we sometimes tend to
misuse metrics for our own
benefit and one of my pet
hates is ‘Closed on First Call’ as
it really tells us nothing, unless
it is really high and what that
suggests is that it is rarely true.
This is a typical example of a
metric that has a quantitative
but no qualitative component.
So what if you close 70% of
Calls on First Contact? Have
they been within SLA, is the
customer happy, what about
the 30% that are probably
harder and more important
to the organisation? That
metric simply informs you of
something, not sure what the
something is though. What
decisions or actions could that
possibly prompt?
A side effect of poor
metrics is driving the wrong
behaviour. If we motivate
the Service Desk by ‘First
Call Closure’ is there not
the temptation to try and
close the call instead of
making sure the Incident is
truly resolved? This is why
it is important to follow up

all these Incidents with a
Customer Satisfaction enquiry.
You notice I do not use the
term ‘survey’ as often these
surveys are so onerous on the
customer they never fill it in.
How do you get around that,
well Google Net Promoter
Score and find out – it will
change the way you seek
feedback from your customer,
guaranteed.
If you ask how do you
measure an ITIL Service
Management Program you
need to ask a much more
fundamental question; what
are the business drivers for this
Program? Once you know the
business drivers it is a simple
matter of translating them
to the business initiatives and
collecting metrics to support
them. And guess what? These
are the metrics that I want to
see on my Service Management
balanced Scorecard.
Article written by Peter
Doherty, Manager,
Solution Consulting
at ServiceNow (ANZ).
He can be contacted
via: peter.doherty@
servicenow.com
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The benefits and potential
costs of making use of
cloud based software and
its use in the delivery of
ITSM services has become
a valid option within
many organisations. The
question that arises is
the suitability of ITSM
solutions and what to look
for in a cloud provider, not
from a product feature
perspective, but how
they perform as a cloud
provider, particularly with
regard to security.

Is an ITSM toolset and the Cloud compatible?
WHAT DOES MOVING
TO THE CLOUD MEAN?
Many of the cited benefits
include the ability to stop
support hardware, operating
systems and all the other
aspects that an organisation
must provide. The impact on
cost, particularly the acquisition
of expensive hardware,
software and human can be
very significant.
It’s all about the Data
The value of the data
placed in the cloud is key
to understanding the risks
associated with utilising a
cloud service.
It is important to correctly
assess the value of the data, but
not overstate the value of the
data. Typically ITSM data doesn’t
represent as significant risk to
an organisation as many other
data types. An example may be
to compare the data describing
issues with printers verse credit
card or patient details.
Preparing Cloud
Security Assessment
Once the classification of
the data that will be stored
in the cloud has been made,
the next step is to ensure
that there is a process to
assess a given cloud provider.
One very effective method
to quickly assess cloud
providers is to use one of
the prepared questionnaires
that are available. The
Shared Assessments (http://
sharedassessments.org/) or
Cloud Security Alliance (https://
cloudsecurityalliance.org/) are
two examples of standard
questionnaires that cover many
of the important domains that
need to be assessed.
If the standard questionnaire
is not used then at least
reviewing the guidance
provided by these type of
organisations can be used
to provide guidance on the
areas to assess.
Internal Readiness

Security Department
Most organisations have some
form of security department
or security function who will
take a keen interest in any
cloud services. It is best to get
security engaged as early as
possible. They can typically give
guidance on the classification
of data being transferred, may
be able to provide assistance
with assessments and may have
some form sign off authority
for any cloud services.
Contracts and
Procurement
If contracts and procurement
has not engaged in the
negotiations for the acquisition
of a cloud based service it is
important that they are ready.
Having a position on SLAs
that are required, liability and
security requirements and
having the correct decision
makers in a contract negation
will provide a more positive
and rapid outcome.
SECURITY
The use of any cloud
based services is going to
raise the issue of security.
Understanding and assessing
the appropriateness of the
security provide by a third
party organisation can be
difficult however this can
be overcome with the
appropriate techniques.
Security verse Trust
Establishing trust with a cloud
provider is the first step in
being able to assess whether
their security is appropriate. It
is almost impossible to, even
by personally auditing a cloud
provider before purchase,
to ensure that what is being
presented as their security
posture is based on real facts
and actions.
A cost effective method is
to rely on a trusted third
party to conduct a standard
audit and produce some
form of certification. Cloud
providers that have ISO 27001
certifications or SSAE 16

Type II attestations provide a
strong security baseline. These
certifications require a for more
detailed audit process than an
individual customer will be able
to carry out, are funded across
a large number of customers
and can be used to assess the
security of an organisation
without incurring the costs of
carrying out an audit.
If the 3rd party audit is still
not sufficient there are a
number of other actions that
can provide security insight:
• Visiting local data centres:
Visiting these is an
easy way to do a visual
inspection of the cloud
provider’s physical security.
• Is penetration testing
allowed: If a cloud provider
will allow penetration
testing is an indication that
their security is in order.
The most important aspect
of establishing trust is not to
mistake establishing trust for
trying to ensure that the cloud
provider does what you do
from a security perspective
but that the cloud provider
does what they say they do.
Do They Do What I Do
One of the most common
starting points when assessing
the security of a cloud provider
is assessing their security
against existing organisation
policies and practices. This
typically results in cloud
providers being perceived as
insecure as they will generally
be very different organisation
to their customers.
Homogenous verse
Heterogeneous
Many organisations considering
a cloud service themselves
have very diverse environments
with many different network
devices, servers, operating
systems and applications as well
as many teams responsible for
these items.
Cloud providers will typically
be very different often only

delivering a single service. They
may have thousands of servers
but they will all be configured
identically. The management
practices, ownership and
logging behaviour may seem
disproportionally small however
this is the result of the same
configuration being used many
times with little or no variation.
The cloud provider can
concentrate on just securing a
particular configuration to the
highest level.
Separating the requirements
that are important from the
perspective of the delivery
of a secure cloud service
verse the delivery of a large
heterogeneous environment
will allow for a view of
whether a cloud provider is
actually providing a secure
environment.
Policies and Procedures
The assessment of any cloud
provider is going to require
an understanding of how
that cloud provider is running
the environment and are
there established policies
and procedures that a cloud
provider can first provide
and then provide evidence
on their implementation. If a
cloud provider can’t provide
any security policies and
procedures then they will
almost certainly be inadequate
with regard to security.
When a cloud provider does
have policies, which is going to
be the case for any reputable
supplier, they should be
willing to share these even if
they vary significantly from a
customer’s policies.
It is more important to
assess the policies as to their
effectiveness for ensure the
security of the data when it is
in the cloud providers custody
than whether the policies
would work in the customers
environment.
Key Security Domains
This section describes the
security domains that a
customer is advised to

consider when assessing a
cloud provider.
• Security Policies: Cloud
service providers must
have an appropriate
security policy program
that is endorsed by senior
management and backed
up by policies, procedures
and standards.
• People Security: Cloud
service providers must have a
supportable security program
that is backed by sufficient
people to actual deliver on
the organisations claims.
• Physical Security Program:
A physical security program
that provides physical and
environment in all locations
that data is stored should
exist, preferably all located
in Australia for customers
with sovereign risk issues.
• Logical Security Program:
The logical program should
support at the least:
• An architecture that
applies the principles of
defence in depth.
• A capability to monitor
and alert on any security
events that occur
• A capability to restrict
access to only required
provider staff (least
privilege)
• An architecture that
supports a defined
separation between
clients.
• Software Development Life
Cycle: This should include
how they ensure that code
provided by third parties has
been developed properly
and that a single individual
doesn’t have the ability to
develop, test and include in
a production product.
• Security Incident
Management Program:
Cloud service providers
must have a program to
respond to security incidents

and must have the ability to
include affected customers
this response. This should
be backed by some form
of SLA for response time.
• Disaster Recovery Program:
Cloud service providers
must have a capability to
restore services within
a reasonable amount of
time and must be able to
back this up with SLAs for
Recovery Point Objective
(RPO) and Recovery Time
Objective (RTO).
• Privacy Program: Privacy
is a key consideration
for any organisation that
might be storing Personally
Identifiable Information
(PII) or Personal Health
Information (PHI) and a
cloud service provider
should be able to
demonstrate that they
have a privacy policy that
is publicly available and
procedures for responding
to privacy issues.
• Third Party Vendor
Program: A cloud service
provider must be able
to demonstrate that its
material suppliers provide
an equivalent level of
security to the primary
provider.
THE FINAL WORD
The capabilities of cloud based
ITSM solutions along with
the benefits of not needing
expertise in keeping the
product infrastructure running
can make them a compelling
offering for the delivery of
ITSM solutions. With the
appropriate approach the
benefits of these products can
be realised without exposure
to unnecessary risks.
Article written by Lance
Callaghan, Senior Security
Engineer at ServiceNow
(ANZ). He can be
contacted via: lance.
callaghan@servicenow.com
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