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FROM THE
CHAIR
Hi everyone.
I hope this finds you well and rested
after the Christmas break, the New Year
and that the new year has started well.
We are looking at another busy year,
one marked by some significant
milestones of which the most obvious is
the launch of ITIL 4. This is an event
that holds great promise for us as the
Australian forum for ITIL practitioners
and we have geared up to manage the
increased workload and demands that
will be made on us as a result.
ITIL 4 grew out of the feedback and
insights from literally thousands of
practising professionals with a
significant number based here in
Australia. It boasts over 150 content
writers, reviewers and contributors with
teams nested within the ‘AXELOS
Global ITIL Development Group’. This
alone consists of over 2,000
professionals.
There will be more information to
follow, but a synopsis of the situation

regarding ITIL 4 can be found on the
website, or you can refer back to the
recent email sent to members from the
National Office.
Of course, planning is already
underway for the 2019 Conference.
We tweaked the format last year and
delivered an outstanding event. The
Australian Conference is one of the
highlights on the international calendar
for our industry. We will soon call for
submissions to present, so get your
stories ready. We can’t wait to hear
how you are designing the future!
I’m looking forward to another exciting
year; one of challenges, opportunities
and achievements.
It is an exciting time to be working in
our industry.
Enjoy the magazine,
Bradley Busch
Chair - itSMF Australia
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Quadruple Bottom
Line Reporting A Recipe for Business
Sustainability
by Peter Cross

Of the 200 IT executives surveyed by Deloitte Consulting and IDG Research
Services, 96% predicted that a "significant" or "moderate" positive bottom-line
impact would result from having an IT strategy specifically developed to
support the corporate strategy. Yet only 10% rated themselves "extremely
successful" in alignment efforts.

What is sustainability?

Stakeholder Value Proposition

First of all, here are two useful definitions of
what is obviously a difficult concept to
encapsulate:
“Meeting the needs of the present without
compromising the ability of future
generations to meet their own needs.
Washington State Department of Ecology, and
a more holistic view;
“Universities have always existed to nurture
healthy communities and economies through
education. But today, more than ever before,
universities are realizing that they also need
to set positive social, environmental, and
economic examples for their societies to
follow.” - The University of British Columbia
Sustainability Office.

In the current economic climate, business
sustainability and success will overwhelmingly
depend on market position. This in turn will
depend on the stakeholder’s perception of the
value proposition: the ability to deliver the
right solutions to the right market on a timely
basis. In this regard, the development of a
‘Business Excellence Framework’ will be seen
as a necessity.
Business Excellence Frameworks can be used
as:
*Tool for Self-Assessment
*Way to Benchmark with other
organisations;
*Guide to identify areas for Improvement;
and
*Structure for the organisation's
management system.
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Australian Business Excellence
Framework

In New Zealand:
*Auckland
*Christchurch
*Dunedin
*Environment Waikato
*Hamilton
*Kaikoura
*Kapiti Coast District
*Rodney
*South Wairarapa

TBL & QBL – The Concept
*
In practical terms, Quadruple Bottom Line (QBL)
accounting expands on the traditional reporting
framework to capture a broader spectrum of
values and criteria for measuring organisational
performance and success:
*Environmental/Planet
*Social/People
*Economic/Profit
*Culture/Governance

Instead of only considering profit when thinking
about a business's bottom line, imagine taking
into account its impact on people and the
environment.
Many local business owners have stopped simply
‘imagining’ and have started practicing this idea.
It's a concept known as ‘Triple Bottom Line’ that
Cathy Lehman, sustainable business practices
and events manager for Sustainable Connections,
describes as a “…form of management that takes
into account the impact of a business's activities
on people, planet and profit. The people
component is also known as human capital and
the planet component as natural capital”, she
said.

What is TBL & QBL Reporting?
There is an increasing trend and demand for
organisations to demonstrate transparency and
accountability beyond the domains of financial
performance.
Triple bottom line refers to the three elements of
accountability:

Perhaps the most significant point here is that
‘values’ now gain consideration where once they
either did not or were downplayed.
In early 2007, United Nations (UN) and
International Association of Local Governments
(ICLEI) ratified Triple Bottom Line accounting as
the standard for urban and community
accounting; this became the dominant approach
to what we now describe as ‘public sector full cost
accounting’.
ICLEI is a membership association of national,
regional and local government associations that
have made a unique commitment to sustainable
development. It is made up of:
1076 local governments, representing over 400
million people worldwide:

*Social;
*Environmental
*Financial accountability
Quadruple bottom line reporting embraces a
further component-governance. More broadly
still is the emergence of sustainability reporting.
This seeks to more closely align reporting,
underlying management practices and measures
of corporate performance with the notion of
sustainable development.

The Balanced Scorecard
The ‘Balanced Scorecard’ is a strategic
management approach developed in the early
1990s by Dr Robert Kaplan of Harvard Business
School, and Dr David Norton. Drs Kaplan and
Norton describe the approach - "The balanced
scorecard retains traditional financial measures.
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Social impacts take in involvement in shaping
local, national and international public policy,
equality, treatment of minorities, employee
issues and public concern.
Financial considerations include financial
performance, activities relating to shaping
demand for products and services, employee
compensation, community contributions and
local procurement policies.
But financial measures tell the story of past
events, an adequate story for industrial age
companies for which investments in long-term
capabilities and customer relationships were not
critical for success. These financial measures are
inadequate, however, for guiding and evaluating
the journey that information age companies must
make to create future value through investment
in customers, suppliers, employees, processes,
technology, and innovation."

Concept of Sustainability
Decision-making along TBL lines is becoming an
accepted approach in implementing the
intangible concept of sustainability. Reporting
on TBL aims to extend decision-making and
disclosure so that decisions explicitly take into
consideration the impacts on natural and human
capital, as well as financial capital.
Also environmental impacts made through
processes, products or services. These may
include air, water, land, natural resources, flora,
fauna and human health.

What is Sustainable IT ?
Sustainable IT is a multi-component approach to
establishing and sustainably operating an IT
business function within an enterprise.
Survey: 80% of IT decision makers believe that
implementing Sustainable IT in their
organisations is important.
Perceived Barriers:
*51%: cost
*25%: complexity of implementation and
maintenance
*21%: potential disruptions to current IT
systems
Sustainable IT is becoming increasingly
important in the eyes of many organisations. A
survey of organisations of all sizes across both
the government and corporate sectors found that
80 percent of IT decision makers believe that
implementing Sustainable IT in their
organisations is important and 49 percent cite
‘positive reputation’ as one of the greatest
benefits. However, 51 percent of IT decision
makers cite cost as a barrier to implementing
Sustainable IT technologies, 25 percent cite the
complexity of implementation and maintenance,
and 21 percent cite potential disruptions to
current IT systems.
Since an IT system is a large and heavily
integrated system with many components, a
change in any component of the system will
impact on several other components. Thus, it is
important that decisions are informed by an
accurate understanding and assessment of the
impacts on the whole IT system. Many will be
interested in learning more about the business
components of Sustainable IT, which is beyond
the scope of this article. Note however that the
business components are particularly relevant to
decision makers in enterprises and include:
*IT business function governance under
which is included; Corporate Social

Responsibility, Sustainability Capability
Maturity Model, Change Management and
Supply Chain Management.
*IT business function management covering
revenue, cost minimisation, asset utilisation
and risk minimisation.
*The environmental management systems
such as the ISO 14000 family, EcoManagement and Audit Scheme.
*Resource audits including energy and waste.
*Developing projects, scoping, goals,
objectives and targets.
*Measurement - a Balanced Scorecard, key
performance indicators, metrics and lifecycle
analysis.
*Reporting: Triple Bottom Line, Global
Reporting
*Initiative, carbon footprint.
*IT industry maturity and trends such as
emerging technologies, regulations,
Emissions Trading Scheme, carbon offsets.

What is the Objective of Sustainable
IT?
It is to help improve the environmental
performance of business through its information
technology and other functions. Business relies
on IT to improve competitiveness among a
number of fields including:
*E-business applications
*Mobile technologies
*IT systems that support business operations
by providing the right services

Product Service Systems:
Vendors maintain ownership and stewardship
while the customers pay per contract period.
Outcomes are expected to include, standardise IT
operations, the freeing up of human and financial
resources. This will significantly streamline
information access, storage and support
operations and eliminate the risk related to
pollution and waste regulations and market
expectations.
Benefits of publicly embracing sustainability are:
*Easier hiring of top talent
*Retaining valued employees
*Increasing productivity
*Reducing manufacturing costs
*Reducing expenses at commercial sites
*Increasing revenue and market share
*Reducing risk

The Benefits of Working Remotely
-A reduced Environmental Footprint –Reductions
in business related travel and daily commuting
translate directly to dramatic reductions in Green
House Gas emission attributable to work related
behaviour.
-An enhanced Work Life Balance – Reclaimed
commute time, flexible working hours, fewer
interruptions
and more family time
*
-Increased Flexibility & Choice – Employees are
able to work in an environment that is designed
to meet their individual work needs, style and
preferences
-Better Access To Tools & Services – Matching
today’s work infrastructure with today’s work
patterns and requirements
-Increased Performance – Performance
increases due to innovative work practices range
from 10%-50%, as reported by such companies
as Merrill Lynch, Sun Microsystems and Cisco
Systems
-Increased Job Satisfaction – In a national survey
of employees conducted by AT&T, more than
70% of teleworkers were more satisfied with
their job now than they were before beginning
this program.
-Growing the virtual workplace will require
highlighting the positive impacts for
employees while also addressing the potential
side effects. And we do know that the benefits
for individual employees and workgroups are
extensive.

Benefits for Communities
Other TBL Benefits for Communities and Regions
include the following:
-Reduced Congestion – By staying off the roads or
driving shorter distances to a flexible office, staff
7

working remotely reduce traffic and promote
shorter commute times for non-teleworkers
-Reduced Emissions – According to the EPA, the
personal automobile is the single greatest
polluter. Reduced commuter travel due to
formal telework programs has a significant
impact on the overall emissions footprint for
communities, regions and countries

*Aligning stakeholder needs with
management focus
*Creating a sound basis for stakeholder
dialogue
*Public accountability for environmental
and social performance is a powerful driver
for internal behavioral change.

Performance Measurement System

-Reduced Strain on Public Infrastructure – Every
day that an employee teleworks removes an
average of 50kms of wear on local roads

A good performance measurement system will
help you achieve success in five ways:
*Establish your current position
*Communicate direction
-Fewer Accidents – Reduced traffic and
*Stimulate action in the most important
congestion decreases the number of automobile
areas for your business
accidents. Additionally, with telework fewer
*Facilitate learning
employees drive ‘habitual’ routes during the
*Influence behaviour
morning and evening peak, when they may be
fatigued or inattentive
New Index for Social Impact Assessment of ICT
Services
-Reduced Dependence on Oil – Fewer trips and
shorter commutes equals lower gasoline
consumption and reduces our dependence upon
oil and other fossil fuel based energy sources
-Transportation – Relieves strain on
transportation infrastructure due to jump in the
total number of commuters on the road and in
the distance they are travelling each way
Business Benefits in Reporting
*Reputation and brand benefits
*Securing a ‘social licence to operate’
*Attraction and retention of high calibre
employees
*Improved access to investor market
*Establish position of preferred supplier
*Reduced risk profile
*Cost savings
*Innovation

A new index is developed for evaluating the
contribution of ICT services to the realization of
a sustainability society. This new index, named
the ‘Gross Social Feel -good Index’ (GSF), allows
us to evaluate both the positive and negative
effects of ICT services in terms of their
environmental, social and economic influences.
In addition, the GSF index includes a happiness
index that indicates people's feelings with ICT
services . This is a method for evaluating the
happiness index that is based on the results of
questionnaires about the necessity, usability
and impression of ICT services.
Tsuda, M.; Takahashi, K.I.; Hara, M.; Nemoto, Y.; Nakamura,
J.; Nishi, S.; Takaoka, M. Electronics & the Environment,
Proceedings of the 2007 IEEE International Symposium on
Volume , Issue , 7-10 May 2007 Page(s):16 – 18 Digital
Object Identifier 10.1109/ISEE.2007.369094

Peter Cross is the Director - Business Strategy and
Development for the Global Certification Institute (GCI) and
Business Development Manager for Peoplecert &
LanguageCert - Oceania Region.
Peter has been a consultant with extensive experience in
Strategic Planning and Business Development, IT Service
Management, Project Management, Information Security
Management and Risk Management in both the public and
private business sectors.
He is a former Chairman and Board member of itSMF Australia
and was awarded life membership in 2014.
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Are you a member of
itSMF Australia?
If so, you can now access the
ITIL Foundation ITIL 4 Edition
Click here for instructions on
how to access
If you would like to become a
member to take advantage of
the many benefits that itSMF
offer click here or call
03 98795466

Q1 Seminars
2019

WA Q1
12 M

VIC Q1 SEMINAR
6 MARCH

QLD Q1
13 M

ACT Q1
21 M

1 SEMINAR
MARCH

NSW Q1 SEMINAR
12 MARCH

1 SEMINAR
MARCH

SA Q1 SEMINAR
14 MARCH

1 SEMINAR
MARCH

NT Q1 SEMINAR
21 MARCH
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Well done SA, another successful event.
The first Special Interest Group for 2019.
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Game On!
By Karen Ferris

I was fortunate to be invited to speak
at the itSMF UK Conference in
November 2018. Here are my key
take-aways that I thought I would
share with you.
This year’s itSMF UK conference had
many themes flowing through it but
one that stood out from the rest was
the need to look after our people and
ourselves.
The second keynote speaker of the
conference was Thomas Jordon (TJ)
from SANE who set the scene with a
very moving personal story and some
breathtaking statistics including the
following from the World Health
Organisation (WHO).
“One in four people in the world will
be affected by mental or
neurological disorders at some point
in their lives. Around 450 million
people currently suffer from such
conditions, placing mental disorders
among the leading causes of illhealth and disability worldwide.”
(October 2018)
TJ went on to explain how sufferers
hide their mental issues due to
stigma. He referred to the following
from WHO.
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“Treatments are available, but nearly
two-thirds of people with a known
mental disorder never seek help from a
health professional. Stigma,
discrimination and neglect prevent
care and treatment from reaching
people with mental disorders, says the
World Health Organization (WHO).
Where there is neglect, there is little or
no understanding. Where there is no
understanding, there is neglect.”(Oct
2018).
It didn’t stop there…
This theme continued through the
conference in different guises. Kat
Turner from ITSM Zone talked about
the need for mentoring, not only to
support staff but also to retain much
needed talent. She introduced us to
Think Nation, a movement focused on
humanising the impact of technology
on young people. The movement
connects young people to some of the
most accomplished thought leaders in
technology, the arts, sport, academia,
and business; and empowers them to
ask and tackle BIG questions. The
Think Nation mentors share their
insights and expertise with young
people.
Rebecca Ulyatt from Blue Sky talked
about how we can successfully
transition people through change, and
she introduced us to three Cs:
• Clarity: Crafting the right story to
create a clear and compelling sense of
purpose for your organisation
• Climate: Connecting your people in
influential ways to build a climate
where change can thrive

• Conversation: Capturing the
positive deviant behaviours that raise
your game and learning how to
spread them
Tony Price from Virtual Clarity copresented with David D’Agostino
from NexThink and their presentation
was entitled “Experience Level
Agreements: Kicking the KPI Habit”.
Although the title didn’t explicitly
refer to people, David continually
stressed the fact that he believed
that organisational change
management would be the key to the
future for service management
professionals. It’s a skill that every
service management professional
will need to possess in the future.
And then there was me…
My presentation was the last on Day
One and entitled “Change is
Constant. Game On!” I discussed that
we’re now living in a world in which
change is volatile, uncertain, complex
and ambiguous. It’s also constant. In
this environment we cannot rely on a
handful of organisational change
management professionals within the
organisation to manage the people
side of change. Change has to be
everyone’s business. I described the
three roles that I believe we need
today to build a resilient workforce
that thrives in the face of constant
change. I used a soccer analogy and
introduced the roles of managers,
coaches, and players in an
organisational change management
perspective.
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Players on a soccer team are faced
with changing conditions every game
they play. Ground, pitch, weather,
supporters, opposition, game tactics,
player positions may all change.
During a game, tactics, player
numbers, and positions may continue
to change. The players don’t resist
change. They embrace it and say
“game on”. The managers are our
change management professional who
need to stop ‘doing’ and start
‘strategising’. They create the strategy
and game plan to ensure that the
players are resilient in the face of
constant change. They ensure they’re
physically and mentally fit. They do
this by creating a network of change
coaches. The coaches are trained and
have organisational change
management capabilities. Coaches
exist at every level of the
organisation. They support the
players through communication of
game play, acting as advocates for
constant change, provide coaching to
enable resilience, liaise with the
managers in regards to changes in
strategy and approach, and continue
to grow the coaching network. The
coalition of

ensure that there is resilience in the
face of constant change and that
everything possible is done to
ensure a workforce of sound body
and mind. Players are educated in
regards to their own personal
resilience and provided with
programs on emotional intelligence
and mindfulness. They learn how to
regulate emotions and reframe
situations to have a positive context.
They understand the power of
collaboration and adaptation.
They’re realistic optimists and know
how to be authentic and bring their
best selves to work.
For those readers shrugging their
shoulders at the mention of
mindfulness: Here in Australia,
Richmond Football Club were the
winners of the Australian Football
League (AFL) in 2017, and attributed
a large degree of their win to the
introduction of their mindfulness
program.
If organisations are going to remain
relevant in the face of constant
change they need to focus on the
people side of change. This is a call
for action, not lip service.

Karen Ferris
Organisational Change and Service Management Rebel With A Cause at
KarenFerris
Karen is an internationally acclaimed service management professional and
organisational change management practitioner with a reputation for
providing both strategic and practical advice, assistance, and insights for
organisations in their implementation and maintenance of efficient and
effective business and service management. Her most recent accolade was
in December 2018 when Karen was announced as Winner of the Change
Management Institute (CMI) Victoria 2018 Rebel Award. “The person
breaking all the rules to make things better for all” She is an author,
facilitator, trainer, speaker, and coach. Her most recent book “Tactics to Win
When Change is Constant. Game On!” will be available for purchase in
February 2019.
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What is your current job title and industry and
what do you enjoy the most about both?
I relocated from France to Australia mid-2018.
In France I worked as an ITSM Consultant for
over 15 years, helping companies to manage
large-scale and complex services and projects,
mainly in the Aerospace Industries.
I have been privileged to have the opportunity
of taking a year off to relocate and settle in
Australia.
During this sabbatical, I invested my spare time
on several professional and personal
development themes.
I actively participate in MeetUp groups (mainly
Agile and Infrastructure), Toastmasters and the
Melbourne itSMF where I had the opportunity
to connect with very positive people, who are
as passionate about ITSM as I am. I find this
very refreshing and encouraging.
My connections with the itSMF and other
generous members of the IT community in
Melbourne, have made me feel very welcome,
helping me to gain better knowledge of the
Australian culture and professional life.
I started the new year feeling refreshed and
ready to embrace my next challenge, which I
hope will be related to Service Desk Operations
(my passion).

What do you enjoy most about being an itSMF
Member?
In my first month as a member, I had the
opportunity to participate in a great itSMF
event here in Melbourne with very
enlightening presentations. This was
followed by the end of year celebration,
where I had a very enjoyable time and
discovered a great sense of community.
I have also started conversations with local
committee members about the possibility of
helping organizing events more regularly.

How long have you been an itSMF Member?
Since December 2018 and looking forward to
being even more active in this community.

What has been your biggest workplace or
career challenge and how did you face it?
I suppose, my greatest challenge was
resigning from my job in France where I was
well established and well known, to embrace
the uncertainty of living in a new country with
a new language, culture and all the risks this
brings.
I face it with a lot of enthusiasm as I have a
curious nature and a love for languages and

What itSMF Membership Benefits do you get
most value from?
Quality of my Network
ITIL Online
itSMF Bulletins / Publications
20

Has being an itSMF Member benefited you
professionally? If so please specify…
I have a passion for learning and the access to
ITIL Online is a great opportunity for me to
learn every day. And the events I have
attended have allowed me to make many new
connections with my new itSMF peer
community here in Australia.
What ITSM related certifications do you hold,
if any?
ITIL Foundation v3
ITIL Service Offering and Agreement
ITIL Foundations 4 (in preparation)
ITIL Service Operation (in preparation)

diverse cultures. I am very happy with this
change. Australia is an amazing place.
Have you ever applied your ITSM skills
outside of work?
The structure described in the Continuous
Service Improvement has become an integral
part of my mindset. I am constantly finding
solutions and thinking value for everyday
situations.

recently started volunteering in Lentil as
Anything. A place where homeless people
can go and have a decent meal. This
participation is very fulfilling.

What was the title and author of the last
book you read?
Radical Candor (How to get what you want by
saying what you mean) by Kim Scott…
Brilliant!
But as a movie lover, I must add also, some
What's the most valuable piece of advice you movie suggestions…
have been given in your professional career? I recently watched the Polish movie, “Cold
The courage to admit mistakes. Mistakes gives War”, the most exquisite and elegant film.
Then The Green Book which has so many
us the chance to learn, to get better. It is
layers - family, culture, honesty, dignity,
important to build trust and to create
psychological safety in the work environment, genius, respect, acceptance, stereotypes,
racism, music, class, friendship, and fried
where you must feel supported.
chicken. It’s really worth seeing.
My favorite movie is the Wim Wenders and
What advice would you give young people
Juliano Ribeiro Salgado movie, The Salt of the
who have chosen a career in technology?
Earth, a big lesson to really put things into
Collaboration. There is so much to learn, it’s
perspective about life, man, and our mother
impossible to know everything. Combining
Earth.
strengths increases everyone’s profitability.
What do you like to do when you are not
working?
I love spending time with my family. I
appreciate contemplating nature during long
mindful walks and find this connection crucial
for my wellbeing.
I am also passionate about cinema. I have
been organizing movie events for more than 5
years in ‘Internations’ (an Expats community).
There are a lot of new things to learn, and I
spend some time reading, eLearning and
exploring more ways to feed my mind.
Lastly I think it’s important to help others, and
I take every chance I have to do so… I

One word that could describe your
experience of itSMF Australia?
Awesome!
Have you ever been to an itSMF Conference,
if so what was your conference experience
like and do you have a lasting memory?
Yes, I had the privilege of attending the itSMF
#LoveYourCustomer 's Seminar in Melbourne
where Dave O’Reardon presented. His talk
reassured me that my belief that close
monitoring and tangible actions to address
customer satisfaction are of fundamental
importance."
21
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Engage on International Women’s day
International Women’s Day is Friday March 8th and many events are being held worldwide
to mark the day.
itSMF Australia is proud to be leading the way in gender diversity with 40% women in
Board positions and above parity across our nation-wide Branch Committees. We are
certainly not complacent, however.
From grassroots activism to worldwide action, we are entering an exciting period of history
where the world expects balance. We notice its absence and celebrate its presence.
Diversity is good for both community and business. It’s not just about doing the right thing
by giving presence and voice to 50% of the population. There has been much research
showing increased diversity leads to greater creativity, innovation, richer brainstorming of
differing ideas and better decision making.
This year itSMF Australia is proud to be partnering with the ISACA Sydney chapter in a
special event as part of their global SheLeadsTech program. SheLeadsTech seeks to
increase the representation of women in technology leadership roles and the tech
workforce.
This year’s theme is “Better the Balance, Better the World” and encompasses a day of
insightful keynotes, real life stories and invaluable networking. I’m very pleased to have
been invited onto the program to share some women’s experiences and challenging
journeys.
Diversity is not a female issue, it is a people issue and #BalanceForBetter is not a femaleonly event. It’s strongly encouraged for both men and women to participate and contribute
to the learnings and success of the day. Together we can all make a difference in
encouraging women and girls to career paths in technology plus leadership roles.

#BalanceForBetter event in Sydney on March 8.
Free entry is available to itSMF members using the promotional code WOMEN
For more information click here
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