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FROM THE
CHAIR
Dear members
A user community based and industry led
update of ITIl is presently underway and
although it has already made very substantial
progress there is still time for you to get on
board.
With 150 content writers, reviewers and
contributors from the Service Management
community already working on this project,
the updated version of ITIL promises to bring
a new relevance to what remains a cornerstone of our own community.
An integral part of this has been the
formation of a 2,000+ Development Group
which is steering this program and I’d like to
encourage you to join up and make a
contribution.
This comprehensive re-validation of ITIL and
what if offers will provide a new level of
practical guidance on how best you can
shape and manage your own strategy in our
rapidly developing IT environment.
To sign up to the Development Group, or for
a greater insight into what’s instore for ITIL,
please click here: https://www.axelos.com/
itil-update

of community we as an organisation foster.
itSMF Australia is unique in this regard. The
quarterly seminar program remains the
lynchpin of the organisation and we can once
again look back over a very successful year.
The breadth and scope of the topics covered
has been remarkable and now, as the year
draws to a conclusion, I need to congratulate
everyone on the State and Territory
Committees who have worked so hard to
make certain we continue the great work in
this area.
“THANKS!”
One aspect of our seminar work that needs to
be reinforced is that these are often social
get-togethers of particular importance. A
chance to catch up with peers, rub shoulders
with competitors and take the pulse of your
industry generally.
On another, perhaps more obvious level, they
are terrific informal learning opportunities
and as such represent one of the most
effective training strategies available.
Needless to say, planning for next year’s
seminar program is already well underway.
Enjoy the magazine.

The state and territory seminars are a
window into the workings of the professional
environment you face, the innovative
solutions you develop and the strong sense

Bradley Busch
Chair - itSMF Australia
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Business Agility;
because a mechanistic
organisation cannot
exist within a chaotic
marketplace
by Evan Leybourn
What is it about business agility that's
making everyone stop and pay
attention these days? It's not
something that's particularly new, we
can trace the current incarnation of
business agility back at least 20 years.
And if we incorporate similar
approaches and mindsets from the
military we can trace it back centuries.
And it's not that markets are changing,
they've been doing that since the
Industrial Revolution. And it's not
even that companies are realising that
empowered staff are more productive
and loyal than their unempowered
counterparts; Drucker and Deming
were talking about that in the 60s, 70s
and 80s.
Perhaps it has something to do with
the fact that all of this is happening
faster today than ever before. Last
month Business Insider reported that,
in the US, chapter 11 bankruptcies are
up 63%. The highest rate since 2011.
Perhaps it’s also something to do with
the fact that disruption, despite the
term having been abused and
overused, is impacting every industry.
10 years ago, none of the banks would
have listed Google or Apple or Alibaba
as a competitor, and now they all do.
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So, what is business agility? Simply put, it
is the ability for an organisation to thrive
in an unpredictable and uncertain market.
Yet a sentence like that is ultimately so
generic as to be meaningless. Instead
let's go deeper and look at what makes up
business agility. What do organisations
need to change about themselves to
thrive?
There is a model called the Domains of
Business Agility. I call this the “don’t
forget” model. Why? Because rather than
telling you how to do something (like a
framework), this model tells you what not
to forget when embarking on a business
agility journey. This model consists of 9
interacting domains within 3 dimensions
and all centred around the customer.
Each domain describes one key
characteristics of an agile, adaptive, and
responsive organisation. No single
domain is more important than any other
and they are all equal, necessary,
interrelated, and intertwined.

In fact, one of the biggest problems that
organisations face when they begin a
“transformation” is that they focus on one
or two domains rather than treating their
organisation as a complex adaptive
system. While there are certainly benefits
that can be achieved, overall there are
clear diminishing returns from this
approach. We've seen this in the Agile
world for the last 20 years. Companies
started by adopting Agile practices (like
Scrum and XP) in their software teams but
then completely forget that that is only
one part of the whole system. Without
building agility in finance, HR or
marketing, they limit the benefits of the
very transformation they have set out to
run.
At the centre of this model is the
customer. When we started designing
this model there were a lot of arguments
about whether shareholders, employees,
or the customer should be at the heart.
And there are good cases to be made for
all of them. However, we decided that
the customer should be at the centre
because they are the purpose for your
organisation. Shareholders may own the
company, and employees may be the
most important thing to making it work,
but the customer is why you are in
business. Unfortunately, many
companies have forgotten this. Every KPI
and entry in the corporate scorecard
relates to financial health. There may be
a token measure around customer
satisfaction, but nobody gets fired for that
- whereas if you do not meet your sales
targets you're likely out by the end of
next quarter.
There is a fantastic quote by Frederic
Laloux; “Profit is like the air we breathe.
We need air to live, but we don't live to
breathe.”
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The first dimension is Work which governs
the ways of working in an organisation.
Within Work, the first domain is “Technical
Agility”; the ways of working for an
individual to create something in
adaptable and agile way. Then “Process
Agility”; the agility that exists in an entire
value chain. And “Enterprise Agility”; the
agility that exists across the organisation
and within the interplay between divisions
and teams.
The second dimension is Connections
which governs the relationships that form
inside and out of an organisation. Within
Connections, the First domain is
“Leadership Agility”; the relationships that
individuals form with authority. Then
“Structural Agility”; the relationships that
form between teams - with companies
moving from hierarchical to networkbased organisations (either formal or
informal). And last “Market Agility”; the
agility that is needed within the
marketplace - from your suppliers

upstream and your distributors
downstream.
The third and final dimension is Mindset
which defines the key characteristics and
culture within an agile organisation.
Within Mindset, the first domain is a
“Learning Mindset”; the culture of
continuous improvement and personal
growth. The second domain is
“Collaboration Mindset”; the culture of
openness, helping and sharing. And finally,
the last domain is “Ownership Mindset”;
the culture of taking pride and
accountability in your work.
Taken together this model looks at the
organisation as a living system. If an
organisation wants to be able to adapt
within the dynamic, unpredictable and
complex market that exists today, then
they need to operate like a living organism
rather than a mechanistic construct. This is
Business Agility.

About Evan Leybourn
Evan is the Founder and CEO of the Business Agility Institute; an international
membership body to both champion and support the next-generation of
organisations. Companies that are agile, innovative and dynamic - perfectly
designed to thrive in today’s unpredictable markets. His experience while
holding senior leadership and board positions in both private industry and
government has driven his work in business agility and he regularly speaks on
these topics at local and international industry conferences.
As well as leading the Business Agility Institute, Evan is also the author of
Directing the Agile Organisation and will soon be publishing his next book on
#noprojects.
Join a global community of next-generation agile
organizations comprised of industry leaders, growth
companies and start-ups. Become a member today.
https://businessagility.institute/
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Fusion18 - St. Louis & Me
by Kathryn Howard

I was pleased to be able to attend and speak at itSMF USA’s Fusion conference
held in St. Louis this year. I arrived a couple of days early to manage my jetlag
and found many of my service management colleagues already engaged in
pre-conference training sessions or enjoying some tourist activities in the
glorious unseasonably warm October weather.

Being itSMF USA’s first conference in
many years without the partnership of
HDI, I was wondering what to expect.
The number of delegates was notably
less than previous years; however, there
were several hundred enthusiastic
attendees, notable key sponsors in the
expo hall and plentiful deep content
across up to 9 concurrent sessions.
The plenary room was full for a couple
of the drawcard keynotes. These
included Gene Kim talking about the
synergies of DevOps and service
management. There was also an
energised and engaging message from
author Stacey Hanke. She challenged us
all to “Be the Leader You Were Meant
10

to Be” not just once in a while but
consistently from Monday to Monday.
As the opening keynote she provided a
great kick off to 2 ½ days of learnings
and shared experiences.
In addition to insightful American
speakers, I was pleased to see several
speakers from the UK plus Scandinavian
countries. This gave the event a
broader global thinking approach.
The themes consistently spoke to the
future of service management through
shift-left thinking, engagement with
DevOps, and working through capability
transformation plus cultural and
technical disruption.

It was unfortunate I couldn’t be in
multiple sessions at once as there were
many inspiring speakers and topics I
would have liked to have seen.
Of those sessions I did manage to
attend there were several passionate
calls to action. These came from many
respected practitioners; Julie Mohr on
“Customers screaming for change”,
Andrea Kis on “Shaking up vendor
management”, both Paul Wilkinson and
Mark Smalley talking to the theme of
unlocking value with practical adoption
of DevOps, and Troy DuMoulin on
“Shifting-left leadership and
accelerating value”.
Atlassian were also present talking
about the changing future of work with
ITSM meeting Agile and Lean.

There was also the presence of
Axelos at the conference with Roman
Zhuravlev providing a warmly
received insight into the coming
update of ITIL and its alignment to
agile, DevOps plus end-to-end value
delivery. The event was also the
platform to reveal the new ITIL4
certification scheme.
Each day began with 7:30am “Rise
and Shine” sessions that were
surprisingly well attended
considering the earliness of the
hour.
As I was giving one of these
presentations, I was quite pleased to
see that my room was full of awake
and eager people ready to talk about
how to build on continual service
improvement.
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Day 2 opened with several industry
awards being presented. It was quite
poignant and special that these
included honouring the luminary
Robert Stroud with a posthumous
award for his contribution to the
industry plus his long-term
international support and friendship
for the itSMF.

speakers at this conference.
The social activities were also quite full
in providing our service management
community many great ways to engage
over food, drink, plus some fun games
and prizes. I was keen to win the drone
but sadly that didn’t happen.

Charles Araujo presented a ‘fireside
In the second half of the conference I
chat’ towards the end of the conference
attended a “Women in Tech” panel
which was a nice wrap up for me. It
with strong role models including
began as a campfire conversation
Jayne Groll of the DevOps Institute.
reminiscing on the significant changes
in IT delivery and operations over the
These women were generous in sharing last couple of decades.
their personal stories and insights into
the way forward for women and girls in He then led us into an interactive
STEM careers.
conversation on where the attendees
saw the future of service delivery and
It is worth noting that in comparison to management going.
other IT disciplines, service
management attracts a higher
In short, the key conference message
percentage of women. We can
was a wakeup call to disruption and
certainly do better towards parity,
transformation. After many days spent
however, with just 25% women
with my international friends and
12

colleagues, my brain was full with new
approaches, thoughts, challenges and
opportunities. I also returned home
with lots of valuable ideas that I can
apply as itSMF Australia’s 2019
Conference Director!

the conference, Mark O’Loughlin – “Go
forth and disrupt”.
I now encourage you to search for the
event hashtag #SMFusion to see what
others thought and had to say about
their conference experience.

I’d like to end with a quote from a new
service management friend I made at

Kathryn Howard - itSMFA 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. Kathryn
has also served on the itSMF Executive Board as
Deputy Chair and has recently been elected 2019
Conference Director.
She regularly chairs Branch Seminars and has
presented at the itSMF National Conference in
Australia. During 2009-10 she studied and
passed all ITIL V3 intermediate exams achieving
her ITIL V3 Expert in early 2011.

Call us: +61 435 599 568

Email: matt@servicepotential.com.au

Karina Bourne
in conversation
with Brendan Cullen
What is your current job title and industry and Has being an itSMF Member benefited you
what do you enjoy the most about both?
professionally? If so please specify…
I’m a Service Director at Kinetic IT and have
worked in Australia’s ICT industry for over 23
years. I really enjoy the energy and brilliant
minds of the people I’m surrounded by –
whether that’s my direct team, or my peers
across Australia. I love working with my team
to overcome challenges and harness the
opportunities offered by an ever-evolving
industry.

Absolutely, through itSMF I’m continuously
exploring and applying new skills, ideas and
techniques. Networking with other members
of the Service Management community at
itSMF conferences and seeing real life
examples of how Service Management is
implemented in different environments
drives innovative thinking and encourages
continuous improvement.

How long have you been an itSMF Member?

What ITSM related certifications do you
hold, if any? (Checklist)

I’ve been a member through Kinetic IT’s
corporate membership, however I’ve become
a much more active participant since itSMF
opened its Northern Territory branch in 2014.
What itSMF Membership Benefits do you get
most value from?
Seminars
itSMF Bulletins / Publications
Axelos CPD Scheme
What do you enjoy most about being an itSMF
Member?
As Deputy Chair on the Northern Territory
itSMF committee, I think it’s great how we
present and share knowledge locally. We can
bring in fantastic subject matter experts to
discuss and share the latest topics and ideas
from itSMF Australia to the local ICT industry.
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ITIL Expert
I originally completed my IT Service
Management certification in 2008 and
abridged it across to ITIL v3 expert in 2010.
Recently, I completed the SIAM foundations
course and I am looking forward to ITIL
version 4.
What has been your biggest workplace or
career challenge and how did you face it?
Early in my career there was a point where I
realised that I had to go backwards to move
forward. Once I embraced this truth, I did
everything I could to make the most of the
challenge, re-skilling and certifying in my
field and making sure I got the most out of
the situation. There’s always a silver lining to
every challenge and it’s turning that
challenge into an opportunity; this means it
becomes something that you relish, rather
than face.

Have you ever applied your ITSM skills
outside of work?
Once you learn ITSM skills, it becomes
embedded in how you think. I’m often
looking through an ITSM lens in my
interactions with other businesses and
applying the basic concepts of ITSM. I’ve
found this particularly when dealing with the
family business and volunteering.
What do you see as the biggest challenge or
‘next big thing’ for ITSM professionals over
the next couple of years and what do we as
ITSM professionals need to do to address
these challenges/opportunities?

learning. Education is the key and it doesn’t
have to be formal - it can be on-the-job,
networking or just saying yes and stepping
outside your comfort zone.
What do you like to do when you are not
working?
I’m an avid reader, dabble in home
automation and love Trivia nights.
What was the title and author of the last
book you read?
Record of a Spaceborn Few by Becky
Chambers, I’ve had a bit of a return to
Science Fiction this year.

There is such a broad range of thinking,
methodologies and models which can be
One word that could describe your
applied to how we work; it’s about finding the experience of itSMF Australia?
right fit for the right situation and only
experience and sharing those experiences
Rewarding
will help to guide us.
Have you ever been to an itSMF Conference,
What's the most valuable piece of advice you if so what was your conference experience
have been given in your professional career? like and do you have a lasting memory?
I guess for me it’s about ensuring your values
are aligned with those of the company you
work for, and understanding the role that
values have in guiding you in your decisionmaking.

I’ve been to a few conferences, I always
enjoy the sessions and find it hard to choose
between the streams as they’re all good. The
highlight of the conference for me is the
Awards ceremony, hearing the success
stories and celebrating those successes.

What advice would you give young people
who have chosen a career in technology?
Every career is going to have a technology
component in the future, so keep an open
mind, embrace change and keep continuously
17
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