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FROM THE
CHAIR
Dear Members,
It is an unusually crowded time of the year for
your Forum, coming as we are off the back of
another successful AGM, which witnessed the
election of Rose Dyson to your Board and some
significant changes at the Executive level too. I
am pleased to announce that in addition to the
board reelecting me as their Chair:
-Brendan Cullen is the Deputy Chair
-Gary Long continues in his long term and
important role as itSMFA Treasurer
-Aprill Allen is our Company Secretary, and
-Kathryn Howard is the Conference Director
for next year.
This is a great team, one in which the Members,
and the wider industry can place considerable
faith that they and their colleagues on the Board
will continue to drive this organisation forward
against a backdrop of change, and dare I say it,
disruption.
I should mention that I was particularly pleased
with how the AGM unfolded. Participation levels
were good and engagement was also excellent.
The AGM is our primary venue to be both
transparent and accountable with our members
so thank-you to everyone who dialled in and
made this important milestone in our
organisation’s annual calendar a success.
Conference
The itSMF Australia National Conference is again
coming close and sponsorship is open. The
prospectus is available on the website and
interested parties should reach out to Alison at
the National Office as well. Please recommend
the opportunity to your suppliers and let them
know that you will be there.

There are still a few spots available on our
‘Startup Lane’. We are running this again
following on from our success last year in
Melbourne. This is a terrific opportunity for
innovative new businesses to get their name, and
services in front of an engaged and intelligent
crowd. The last year's startups all commented on
how welcome they felt and the quality of the
feedback they received.
I should point out that our famous ‘Early Bird
Offer’ for Conference registrations is closing
soon – better get your skates on if you intend
taking advantage of this significant discount.
And finally, our program of speakers will be
finalised later this month. I can’t wait for the
Conference Committee’s announcement of the
final program.
The Year Ahead
Over the coming 12 months, the Exec and Board
are wanting to focus on connections and member
value; Conference, our terrific Seminar program
and ITIL online are still a significant focus. But we
want to tease out some of the less obvious ones
too, the very real sense of mutual engagement
and he informal ‘feedback loops’ which
characterise our many social interactions.
As well the Forum will continue to look forward to
further developments in SM: VerISM is one that
comes to mind, but SIAM too and ITIL which
underpins so much of our work and is about to
undergo a significant overhaul.
These are exciting times.
Enjoy the magazine!
Warm regards,
Bradley Busch
Chair - itSMF Australia
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Restoring the Buffer:
AUGMENT TO DRIVE RAPID CHANGE
Change is difficult at the best of times, but when a team is under
significant pressure to keep the lights on, it’s near impossible. If a
team is in crisis, or they have a sudden uplift in expected capability,
they will struggle to make it through if they haven’t maintained the
capacity ‘buffer’ that all efficient, well-functioning teams need.
Crisis point: Who’s maintaining the These teams generally know they need
to improve their processes, functions
boat?
We regularly review operational IT
teams, and in the last 6 months have
identified a number of issues they often
have in common:
>The operational teams are busy and
exhausted
>They can’t add to headcount and feel
very under-resourced
>‘Fires’ occur often, and require the use
of already strained resources to put out
>Demands on their services continue
to grow as business expects more
digital capability
>Staff resignations are increasing.
4

and frameworks. Upon delivering our
reports, common responses are ‘we
knew all that’ and ‘no surprises there!’

Sometimes, our clients will take the low
cost/incremental approach to
implementing report
recommendations – i.e: the ‘slow drip’
approach.
Often by the time it gets to this point,
the team’s capacity for change is eroded
because they are lacking a buffer. There
are many reasons why teams end up
under-resourced, which could fill an
article in itself. They include but are not
limited to:

>Loss of a particular skillset (when a
team member leaves or is transferred
onto other work)
>Workload increase without adding
new resources
>Miscalculation of the scope of work
when the team resourcing was initially
planned
>Gradual decline of resources over
time, or the workload is variable: When
resources decrease without sufficient
focus on recruitment, teams are caught
short when demand suddenly
increases, and can find it difficult to
find staff that are the right fit.

If there is no budget for adding
permanent resources to perform these
maintenance tasks and increase
efficiency, the business runs the risk of
further exhausting staff, losing high
performers and having the team fall
further below expectations. Will the
team make the finish line? When will it
arrive and at what cost?
We advocate a concentrated period of
staff augmentation, to drive significant
step change to achieve new efficiencies,
attend to the overdue maintenance
tasks and restore the buffer to the
capacity for change.

Regardless of the reason, for the staff
involved in an under-resourced team, it
can feel like trying to complete a longdistance race in an 8-seat boat with only
6 rowers.

It’s like bringing a pit crew in. Not only
to repair the boat, but also turn it into a
boat that is more efficient for 6 staff
members; like a 6-seater! Restoring the
buffer is vital, as change is not a one-off
As the boat is utilised month after month, event, but rather a constant organic
state that reflects overall health. The
maintenance tasks naturally arise. The
combination of team augmentation and
boat’s hull will need patching, the oars
increasing efficiency works well to bring
will need repairing, the seats will need
new cushions, etc. but there is no time or things back into balance. Rather than a
energy for these activities, as the rowers slow drip approach to change under
these circumstances, it is vital to keep
have already been exceeding their
the momentum of early success, so the
capacity every month!
team’s mindset doesn’t slip back into
firefighting, but rather stays with
continuous improvement.
This may not be the cheapest available
option, but it is certainly the most
effective and ultimately provides the
best value. It ensures that no fires get
out of control and that the team, and
business, is soon back on course and
back in the race.
It also provides your loyal team with the
assistance they need so they don’t jump
ship to your competitors. Staff are then
freed to work on their priority tasks
rather than ‘covering’ for other roles.
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There are many further benefits of this
approach in addressing under-capacity,
including:
>Knowledge, coaching and
experience is shared between BDO’s
consultants and the clients’
operational staff during the period of
augmentation
>The temporarily bolstered
operational team has an uplift in
capacity to drive a change in practices
while keeping the lights on
>Morale in the operational team is
boosted with an injection of a can-do
attitude!

Capability changes: meeting new
demands
Not all IT teams we review are in crisis.
Some have been tasked with delivering
outside of their usual operational
skillset, requiring skills growth and new
capability within the team. Some
examples we’ve come across include:
>Establishing a PMO (Project
Management Office)
>Introducing a new Change
Management process and CAB
(Change Advisory Board),
>Adopting a new Service
Management framework and software
>Increasing software development
capacity and improving maturity of
the SDLC (Software Development
Lifecycle)
>Implementing new software with
associated configuration and business
process changes.
In these cases, the first step is to
identify the skills the team does have,
and locate any gaps. Many clients use
team augmentation as a faster way of
obtaining specific expertise to close
6

these gaps and of transferring the
required knowledge to the team so they
are then equipped with the desired new
capability.
Team augmentation can provide
excellent results where the organisation
doesn’t fully understand what is needed
and the requirements aren’t necessarily
clear. A fresh set of eyes can quickly
highlight areas requiring clarification,
and can provide options based on best
practice and successful experiences
elsewhere. Sometimes a different
perspective can help stimulate new
thinking within an organisation, which is
useful where there may have been long
periods without change. Complacency
can easily set in without being aware of
it, and whilst comfortable, it is not
conducive to innovation.
Team augmentation also works well
where there is a desire to keep control
over day-to-day operations, thereby
avoiding any significant shift in culture.
The augmented resource becomes part
of the team, following the direction of
the Team Lead rather than an external
manager.

Removing the barriers
There are a few reasons why
organisations are sometimes reluctant
to adopt the team augmentation
approach, but in our experience, the
most common are overcome with
improved understanding of the process.
In some organisations, the fear of
becoming too dependent on a single
provider, where further work and
projects are continually required, can be
off-putting. We mitigate this concern by
having knowledge transfer built into the
deliverables and by making sure there is

enough capacity in the team to absorb
the new knowledge and put it into
practice.
Another permutation of this concern is
that giving too much work to one
provider is ‘unfair’ and that it should be
spread around a little. Assuming the
knowledge transfer is dealt with as
above, going with one provider can
actually result in a much deeper
understanding of the client’s business.
This allows the provider to better
identify the increased value that can be
unlocked, especially where there is
overlap between pieces of work (e.g.
adopting an ITIL service management
framework integrates/overlaps with
improving the SDLC framework). The
learnings from these integrated projects
are compounded and the benefits to the
client are more easily realised.

Whether teams are in crisis, or under
increased pressure, restoring the
capacity to enact change can be critical.
Team augmentation is just one of many
engagement options, but in our
experience, one of the most effective.

BDO has recently been supporting a South Australian
Government client remediate their Business Intelligence (BI)
platform through an augmented team. Our client had invested
heavily in building a new BI platform consolidating many
disparate data sources into a single reporting database
repository. Unfortunately, the platform was built with little
architectural guidance and became a burden with regular
integration and overnight batch failures. The business users, who
had embedded the reporting into their day to day activities, were
growing increasingly frustrated with the platforms regular
unavailability. This was compounded by a number of BI team
members leaving the organisation.
BDO augmented the client’s BI team and injected new thinking/
strategies to remediate the many stability issues. The time
required for overnight batch loads of data were significantly
reduced as were outages and data integration failures. Our team
assisted in the uplift of the BI platform and have transferred
these skills into the client’s support team.
If you feel like you would benefit from a discussion around
operational team augmentation, please contact Nick Kervin, nick.
kervin@bdo.com.au or Karyn Thomas, karyn.thomas@bdo.com.au
at BDO for a chat.
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Meet
Meet the
the itSMF
itSMF Australian
Australian Board
Board
About the Board

Bradley Busch - Chair
Bradley has been involved with the itSMFA since 2002 and
has contributed to the NSW Committee as a committee
member, Special Interest Group co-ordinator and now
represents NSW on the Board of Management in the role of
Chair.

Brendan Cullen - Deputy Chair
Seasoned ICT professional with more than 20 years’
experience. An accomplished Consultant, Service Desk
Manager, Project Manager and Incident / Problem Manager
with a solid track record of delivering customer centric and
business outcomes in mission critical ICT environments.
His experience spans a range of industries including Financial
Services, Online Gaming, Utilities & Government (Police, State
Development, TAFE SA & Health)

Garry Long - Treasurer
Garry is a highly proficient IT professional. As Treasurer, he is
responsible for the overall financial management of the
Australian Forum. He is also responsible for financial strategy
in conjunction with the General Manager and the Board.

Aprill Allen - Secretary
Aprill is a knowledge management consultant and specialist IT
writer. With 13 years’ experience in IT support, she has a
passion for bringing better knowledge management practices
to IT teams, everywhere. She has become a committed
advocate for the friendship and community the itSMF can
offer. Aprill regularly blogs on her own site, knowledgebird.
com, and is community manager and occasional contributor to
the ITSM Review. Aprill has also been National Conference
director from 2016 to 2018 inclusive
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Kathryn Howard - 2019 Conference Director
Kathryn is an independent consultant with over 20 years experience in
ICT service delivery and service management. She has been a member
of the itSMF since 2005 contributing in recent years as a NSW
Committee member, co-ordinating Special Interest Group meetings and
was elected NSW State Branch Chairperson in 2010.

Brian Jennings - Awards Director

Brian brings a depth of experience to the Board, not only in IT service
management but also in the management of the Forum and its
activities, both nationally and internationally. His Life Member bio at
http://www.itsmf.org.au/page/LifeMember outlines his previous roles
and contributions. As Awards Director, he is responsible the
management of the itSMF Awards, which are a genuine indicator of
quality in ITSM implementation and Project Management.

Candice Walker - Director
A skilled professional with a proven track record of successfully
delivering IT Service Management process and projects in complex
environments. Certified ITIL V3 Expert, coupled with an in-depth
knowledge of Agile frameworks like Scrum and SAFe, she is
experienced at implementing best practice frameworks that deliver
tangible business benefits.

Harry Powell - Director
Harry has been an individual member of itSMF Australia since October
2007 and was a founding member of the South Australian Branch. He
has been an itSMF Board Director since 2005 as well as Deputy Chair
and a regular attendee of State Branch Seminars and National
Conferences. Harry has over 30 years of experience in the IT Industry;
his current role with the South Australian Education Department.

Rose Dyson - Director
Rose has more than 20 years experience in the IT industry that ranges
from IT operations and support, application development, project and
customer management and IT solution development. Since 2004, Rose
has been dedicated to IT Service Management consulting and education.
Rose has been involved in ITIL process design/implementation/
improvement, ITSM tool alignment and IT Transformation projects in
organizations of all sizes in Australia, Singapore and Hong Kong,

Troy Latter - Director
Troy is currently engaged at the Department of Defence, Department of
Finance and the Department of Human Services to introduce and
manage the effective transformation of business outcomes, information
sharing (including visualisation), digitisation and supplier management.
Troy assists organisations adopt different behaviours that are scalable
across the Whole of Government (WofG) and the wider Australian
community.
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Keynote Speakers
Matina Jewell
During her 15 year military career, best-selling author Matina
Jewell tracked down warlords, worked with the US Navy SEALs,
fast roped out of helicopters onto ships, and represented
Australia as a peacekeeper with the United Nations in Syria and
Lebanon where she found herself thrown into the middle of a
devastating war.
Matina’s lessons of resilience and leadership have transformed
some of the biggest companies and her message of courage
continues to empower leaders from all walks of life. Her story
has audiences on their feet time and time again.
With enthralling footage, stories of hardship and valuable
learning from her many life-threatening missions, Matina will
take you on a journey that will effect long lasting positive
change in your leaders, teams and organizations for years to
come.

Rodney Haywood
As the head of Architecture for Amazon Web Services in
Australia and New Zealand, Rodney Haywood evangelizes the
significant benefits of the transition to the AWS cloud from the
customer’s real world perspective.
Rodney manages a team at AWS which creates architectural best
practices and provides key insights into how customers can use
the cloud for business transformation, providing guidance and
expertise from enterprises to small-to-medium businesses and
leading edge start-ups. This involves not only identifying the
success factors to make cloud adoption easier but how to avoid
missteps in cloud adoption.
Rodney is passionate about his customers and how the AWS
cloud is changing business models, and more widely, how we
live and work as a society. Drawing on his 20 years’ experience
in IT Rodney is also interested in how people obtain the skills
required for today’s innovative workforce – and how we
develop the next generation of technical specialists.

2018 | Get fit for service
itSMF Australia's 21st Annual
National Conference

Wednesday 5 - Thursday 6
September 2018
QT CANBERRA

Invited Speakers
Rob England
Rob England is an independent IT management consultant, trainer, and
commentator based in Wellington, New Zealand. Rob is an
internationally-recognised thought leader in DevOps and IT Service
Management (ITSM) and a published author of seven books and many
articles. He is best known for his controversial blog and alter-ego, the
IT Skeptic. He speaks regularly at international conferences.
Rob is an acknowledged contributor to The DevOps Handbook, and to
ITIL (2011 Service Strategy book), and a lead author of VeriSM. Rob was
awarded the inaugural New Zealand IT Service Management Champion
award for 2010 by itSMFnz, and made a Life Member in 2017.
Rob labels himself a “DevOps anticryptoequinologist”. (He’s interested
in DevOps for horses not unicorns.)

Mike Milford
Mike Milford was appointed to the position of First Assistant Secretary,
Major Capability Division in the Department of Immigration and Border
Protection in August 2015. The Major Capability Division (MCD) is
responsible for the design, coordination and project management of all
new major capabilities for what is now the Department of Home Affairs.
MCD’s Sourcing and Vendor Management (S&VM) Branch provides
specific expertise in undertaking sourcing and procurement activities,
management of contracts, use of panels of providers and developing
strategic partnerships with industry. The Strategy, Architecture and
Innovation (SA&I) Branch produces strategic-level documents and blueprints that guide the Department in its
use of technology and related capabilities. SA&I also lead the development of enterprise and technology
architecture, and has a team dedicated to innovation and exploring emerging technologies.
The Business Engagement and Portfolio Management Office (BE&PMO) Branch is the enterprise planning and
coordination function for both MCD and ICTD. BE&PMO works closely with the S&VM and SA&I Branches (as
well as the Department’s ICTD delivery areas), to plan and develop a programme of work that enables Strategy
2020 goals and objectives. Finally, MCD’s Operational Capability Branch is responsible for providing the
Department and the Australian Border Force with the operational capabilities that it requires to control the
border (SmartGates, CCTV cameras, secure communications etc).
Prior to this appointment Mike was the Head of ICT Operations (HICTO) in the Chief Information Officer Group
(CIOG) at Defence as a Major General in the Army. In this role he held overall responsibility for delivery of the
Defence Single Information Environment as a global end to end information and communications capability,
including the provision of satellite communications, electromagnetic spectrum and networks to support
military operations and Departmental administration.
While posted to CIOG, Mike was also the Director General Information and Communications Technology Policy
and Plans from 2008 and then went on to fill the role of Chief Technology Officer responsible for strategic
guidance and technical direction for the architecture, design and purchase of ICT products and services in
Defence. He retired from the Army in March 2015.
He is a Distinguished Academic Graduate of the National Defense University Washington and in 2006 he was
made a Member of the Order of Australia in the Australia Day Honours list for his work in command and as
Director of Personnel – Army. Mike is married to Jenni and they have three children, Rachel, Christopher, and
Emily. Mike is an avid reader and fisherman.

Rocky Heckman
Starting off in aviation mechanics and electronics Rocky has been
involved with technology across a myriad of industries and applications.
From hardware soldering to software security, cloud and the world
beyond Virtual Reality, he’s seen it all.
Rocky has spent the last 25 years surfing the leading edge of technology
and using his passion for spreading the word to the masses to make
customers and partners he’s worked with prepared for what’s next
through consulting, speaking at conferences, and writing. From
designing complex multi-faceted systems to designing tabletop board
games, there’s stories and experience for just about any occasion.

HAVE YOU SUBMITTED YOUR
ENTRY FOR THE
2018 ITSMF INDUSTRY AWARDS?
CLICK HERE TO SUBMIT

2017 Winner of the ITSM Project of the Year Award
Transurban
Objectives
The project objective was to implement a self-service, cloud centric Service Management platform,
underpinned by ITIL v3 aligned processes, in order to:
**Manage and drive down cost
**Lift overall usability and customer satisfaction **Support cost transparency
**Improve overall management of technology services and processes
Complexity
Organisational change and technical complexity, included:
**Launching new ITILv3 processes, a new application, portal and mobile channels to 1800 staff and
training those staff **Integration with 22 existing systems (split between on premise and cloud) to: **
Populate the CMDB with over 15,000 Configuration Items (CIs) and relationships to Integrate alerting to
three systems. Manage access via Active Directory and ADFS. Orchestrate emails via Exchange
The project team included contractors (6), consultants (3) and a mix of full/part-time permanent
resources (44).
Process & Procedures
Two ITIL processes (Incident and Change) were uplifted and five new processes were defined (Problem,
Configuration, Knowledge, Request and Asset). All seven processes were aligned to ITIL v3, documented,
built into a Business Process Mapping tool (Signavio) and trained:
**Over 40 training sessions were run for 300 technology users across NSW, QLD, VIC, Manilla and USA **
Online training and videos made available to 1800 staff **More than 170 IT knowledge articles were
published and over 100 pages of training material published.
Achievements
This 9-month project was run using Agile methods, with weekly sprints aligned to three deployment
phases. All phases were delivered on time and <1% over budget ($4,000).
Achievements included: **Improved customer survey results, with customer satisfaction exceeding
90% **Over 65 % faster creation of Changes and 50% quicker review by change management **Over
300 knowledge article hits/month and 1500 self-service portal hits, representing a potential savings of
25-hours/per month. These numbers continue to improve **48% reduction in elapsed time to provision
service requests . Team Contribution. The system owner was fully accountable for the overall success of
the project. The BAU resources had KPIs to drive efficiencies while maintaining ITIL compliance. Daily
stand-ups were held to track progress and address blockers, regular morning coffee catch ups with key
project and business resources helped monitor moral and provide support to address challenges and
team lunches and/or drinks were held to celebrate each release. The consultants and contractors
engaged on the project were all highly experienced professionals and only the most competent and
dedicated staff were assigned (full or part time) as project resources.
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The Benefits of LinkedIn

As one of the first 80,000 people in the world on Linked
benefits of having a LinkedIn Profile

However, there are many people who do not understa
An international cloud based personal
database – that allows you to have
one source of truth
for all of
your Connections. LinkedIn Members
automatically update their LinkedIn
Profile so you don't have to maintain
a separate database and update
it every time someone changes their
contact information, job role or business
information. No more re-writing your list
of contacts in your paper diary each year,
just look up the details online or on your
phone.

peoples' names, it took me six months to
get my exact match domain name
sueellson.com above my LinkedIn Profile
URL in local Google Search Results), your
enterprise name, your keywords (both
with your LinkedIn Profile, Company
Profile and Articles).

A way to generate lifetime published
content that can also go viral – quality
Articles can be added to your Personal
LinkedIn Profile and be Liked,
Commented on or Shared via Google and
LinkedIn. Company Updates can add to
A way to secure Google Search Results – your online presence and be shared via
for your name (LinkedIn is so well
optimised in the Google Search Index for
20

By Sue Ellson

dIn, I am happy to say that I have enjoyed a huge range of
e since the 21st of December 2003.

and the range of benefits of having a LinkedIn Profile.
employees and Connections. This can
increase the size of your online digital
footprint.
A network maintenance system – I have
heard of countless examples of people
reconnecting with people they know by
searching on LinkedIn or alternatively,
securing ongoing referrals as a result of
content publishing or updates and even
building a huge network by adding new
Connections to their network through
offline and online techniques. An active
presence on LinkedIn reminds people that
you exist.

An international research tool – if you are
thinking about living, working or
networking either at home or abroad,
LinkedIn can give you direct access to
leading experts worldwide. You can then
reach out to them directly rather than try
and find them independently and find
ways to get past personal gate keepers.
A personal branding tool – LinkedIn
allows you to tell your own individual or
enterprise story and even if you have only
just created a LinkedIn presence, it will be
indexed in Google Search Engine Results
within one week! You have the ability to
create a LinkedIn Profile that appears in
21

search results for your individual or
enterprise purpose and then deliver a user
experience that encourages the reader to
reach out to you directly. You can also add
some bling - images, videos, links etc.
An historical record – if you didn't have a
resume or curriculum vitae, would you
permanently remember all of your past
work experience? LinkedIn creates an
online framework for documenting your
career and enterprise life. I have found
that by fully completing and updating a
LinkedIn Profile, some individuals have
been able to work out how they would like
to change their life journey in the future
and select the main areas to focus on as
they complete their details and reflect on
their past experience. It is also a great way
to catalogue information before you create
your own personal website.
A career and enterprise attraction tool – a
professionally updated and/or reviewed
LinkedIn presence can be aligned to the
career or enterprise you are keen to attract
and then deliver results. Constant
adjustments have enabled me to eliminate
time wasting correspondence and
accelerate aligned business transactions.
My LinkedIn presence has generated
international invitations and opportunities
aligned with my values. I have also
enabled clients to change industries and
professions and secure significant
promotions and new business by adjusting
their LinkedIn content and ongoing
strategies for their purpose.
a professional development resource – by
selecting the right Influencers to read,
Connections to add, Groups to join,
Companies to follow, Signal actions etc, my
Newsfeed and Notifications are constantly
providing relevant information and
inspiration for my own professional
development. I can choose to Hide
22

irrelevant Updates and I can unsubscribe
from Groups or Companies if the
information provided is no longer
aligned to my purposes.
A perceived reliable source of
information for due diligence – as so
many people are now familiar with the
name 'LinkedIn,' when LinkedIn links
appear in Google Search Results,
decision makers regularly click the
LinkedIn link, especially if they are
already familiar with the LinkedIn
Platform. Once they are on a Personal
LinkedIn Profile, visitors can make an
assessment based on the
information supplied, shared
connections, endorsements,
recommendations, bling etc. They can
then confirm or deny their perception by
reaching out to shared Connections that
they may already trust.
A quick and easy contact tool – I
personally provide my contact details in
several sections of my LinkedIn Profile so
that if anyone remembers me and wants
to reach out directly, they can. However,
I also make sure that my message is very
clear so that if the person only wants free
information, they can look at my existing
online resources rather than speak to me
directly (I am a bit too busy for general
chit chat but I still like being able to help
people worldwide).
A direct source of career and enterprise
leads – as a result of optimising my
LinkedIn Profile and Company Profiles, I
have received direct leads and sales on a
regular basis. This has involved very
specific actions related to my ideal
clients and has been refined over the
years . I have also helped many
individuals and businesses source the
exact type of leads they have wanted,
provided we have been able to
determine the exact focus area first.

A way for you to increase the size of your
digital footprint – as a well known and
reputable platform, LinkedIn usually
always provides a link on the first page of
Google Search Engine Results (provided it
has been optimised and you are not up
against significant competition from a
person or business with the same details).
It also enables you to tell Google about the
other online connections you have (via
website links, keywords in your content
etc).

A timely way for you to generate the
user experience you want – if you find
that LinkedIn is generating too many
emails, enquiries or connection
requests, you can simply modify your
content, signals, settings and actions to
generate the experience you want.

Build your enterprise presence online
– through your employees,
stakeholders, network connections,
backlinks, articles and more. A
platform that has such a significant
A way for you to massage your message – database, constantly updated
you have probably heard that 'everyone
algorithms and the ability to implement
deserves a second chance. ' Whilst I do not your own strategic signals process is
endorse the publication of any false
worth exploring.
information, I do encourage people to
share information in a productive manner. Look for jobs or attract jobs – you can
update your Career Interests on
LinkedIn can also be used to build your
LinkedIn so that Recruiters can know
online reputation and have the LinkedIn
that you are looking for work and
links appear in Search Engine Results
LinkedIn can send you details of
before previous bad publicity links. This
specific jobs you may be interested in
can require more detailed personal
applying for.x
assistance.

Sue Ellson - BBus MIML MAHRI
CDAA (Assoc) ASA MPC
I have had the privilege of working with many different individuals and enterprises and I
could easily list another 20 benefits of LinkedIn - for example, some businesses use the lead
generation, marketing and relationship building components very well.
However, unfortunately there are some people who try to get ‘everything for nothing’ from
LinkedIn as they do from everywhere else and this has meant that LinkedIn has had to set
certain limits to prevent this obtrusive behaviour - for example, you cannot send one
message to many Connections on LinkedIn and you certainly cannot send a bulk
unpersonalised message (unless you pay for a sponsored message).
LinkedIn has worked hard to create a reputable platform and I believe that certain controls
are necessary to maintain the integrity of the experience for all users. After all, if I was being
spammed or annoyed, I would be tempted to leave - but fortunately, LinkedIn has strict
controls to identify and stop this behaviour.
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YOUR
YOUR
MEMBER
MEMBER
BENEFITS
BENEFITS
Quarterly Seminars
Join us for our Quarterly Seminars held in every state and territory. Seminars are FREE for
members. With talks from great industry speakers and an opportunity to connect and
network with your peers they are great value. Remember our seminars are no longer just
about traditional ITSM / ITIL and with recent seminar topics such as Robotics, Agile Service
Management, DevOps, Cynefin and Modern Managed Services there is something for
everyone. You can also register a GUEST who can attend their first seminar free of charge,
even if they are from a different organisation!
See a list of future dates for your States Seminars Click Here
Click here to access many of our speakers presentations shared post seminar from around
Australia

ITIL ONLINE
The full ITIL Suite of books is available online for itSMF members. You can also view many
other publications such as Prince2 and Agile Project Management. Contact your primary
account holder or itSMF National Office if you require assistance accessing.
This will include the updates to ITIL scheduled for late 2018. Click here to view

QANTAS CLUB DISCOUNT
We all know the benefits of being a Qantas Club member but if you join as a new Qantas
Club member through itSMF you can save over $200.
If you are already a Qantas Club member just give us a call with your membership number
and on your renewal you will save around $100
Call National Office on 03 9879 5466 or email info@itsmf.org.au if you would like to join or
have any further questions.

BrightTALK Webinars
As an itSMF Member we are excited to announce you can now access hundreds of BrightTALK
webinars through the Research Resource area on the itSMF Australia website.
BrightTALK is the favoured medium to bring professionals and businesses together – to
learn and develop.
Click here and check out hundreds of events available to itSMF Members

itSMF Bulletin
Stay in touch with your industry peers and share your thought leadership via the regular
association magazine.
We would also love the opportunity to publish some of your work in The Bulletin, our own
Service Management magazine which is sent to around 2,500 people.
Do you have any articles either completed or in preparation you would like to see published
with us?
If so, we’d love to hear from you.
This is a free publication and we are not in a position to pay for articles, but we are very
diligent about acknowledgement and attribution.
There is of course the opportunity to promote yourself as author and we don’t mind some
‘self promotion’ in the article as long as the tone remains pretty neutral.
Please feel free to contact sheryl.kingsley@itsmf.org.au at National office for any further
assistance, clarification or questions.
I look forward to hearing from you.
Click here to check out the itSMF Bulletins

Affordable Professional Indemnity
If you are a small business, micro-business or Sole Trader we have partnered with Capital
Insurance to tailor a solution for your professional insurance needs at a fraction of what you
would expect to pay.
As an example the IT Liability policy starts at $250 for $10,000,000 cover.
Contact Charles@capitalinsurance.com.au to get your quote today

Conference Discount for Members and Sponsors
Members of itSMF Australia receive substantial discounts on Conference Registrations and
also receive discounts when Sponsoring the itSMF Conference.
If you would like register for Service Management 2018 - Get Fit for Service. Click here.
For sponsorship enquiries please contact alison.tucker@itsmf.org.au for a range of
opportunities to promote your company at the itSMF Conference.

What, if any, other member benefits would you like us to look into?
Email: info@itsmf.org.au

