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FROM THE
CHAIR
Dear members
As our year draws to a close it is a great time
to reflect on our considerable achievements,
our success and our future.
itSMFA is notable for the sense of community,
of shared values and of mutual support. I
suspect that we’re quite unique in this regard.
We are also unique in our quarterly seminar
program, a professional and social program
unlike anything else in any other chapter in
the world. I would like to take this
opportunity to extend my heartfelt thanks to
the many people on state committees who do
so much to make sure these events run
smoothly and who continue to offer pertinent
and timely professional development.
These meetings are of course, very social
occasions where friendships are made,
renewed and celebrated.
It is this mix of the professional and the social
that marks your Australian Forum as being so
different and so successful. Witness also our
National Conference, which is a standout
event even by international standards.
This year’s Conference, in Canberra, was once
more a showcase of all that’s great about our
industry and about your Forum. Well done to
everyone concerned.

design we can be sure, as an ITIL focused
industry forum, that it will bring an enhanced
relevance and broadened application to our
work.
It would be very remiss of me not to thanks
our staff working away in the National Office
for their dedication, professionalism and
support of myself as Chair, of the Board and
the members – A big thanks to Sheryl, Alison,
Michelle and Yvonne! I really do value your
great work.
As we enter the very last weeks of 2018, may
I take this opportunity to extend my personal
best wishes to each and every one of you, to
your extended families and social networks.
The Christmas and New Year break provides
the perfect time to reflect on all we have to
be thankful for, to plan anew our approach to
the future and to reach out to our family,
friends and the wider world with an open
heart.
Please be safe, and I look forward to our
continued association over the course of
2019.
Enjoy the magazine.
Bradley Busch
Chair - itSMF Australia

One of the most exciting things on our horizon
is ITIL 4. This will really assist in the
development of a digitally focused operating
model and given the variety of input into its
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Is Service Management
the new black or
the old grey?
by Susan Sly
We’re an industry that loves a clever catchphrase (cloud, big data, agile and of
course, digital transformation) and the sales parts of our organisations can be
particularly enamoured with them. I spend a reasonable amount of time with
service delivery teams in IT departments and companies and their responses to
the latest, or emerging, “next big things” are wide and varied.

Technology trends can present great
opportunities for career moves and
capability development, or
alternatively emerge as direct threats
to job security, job satisfaction or that
planned promotion in the next few
years. Misconceptions about what a
term means, what is actually on offer
and how to make use of the latest
silver bullet has led to many a case of
IT:business team friction and not
surprisingly, the reaction of technology
stalwarts can become one of “I’m not
wasting my time on it, we don’t need it
and I’ll wait for the noise to die down”.
4

The disappointing thing about the hype
and disengagement is that the gap
gradually widens between "legacy"
technologies, the skills used to manage
them and the new platforms and
services that are emerging in response
to new demands. Reliability,
affordability and predictability were
once the cornerstones of a strong IT
team. If these attributes define the
value proposition now though, they are
more likely to be considered to be
mundane or obsolete. Unfair?
Disrespectful? Superficial? I don’t think
so.

The IT industry is younger than its peers
including good friends Finance and
Health, but has undergone seismic shifts
in what it delivers and how during its
short life. The time that products and
services take to move through life cycle
changes from conception, development,
maturity to retirement is increasingly
short. Other industries have seized the
opportunities that technology offers and
have been disrupted, but technology is
relatively unique in that it continually
disrupts itself in an almost cannibalistic
fashion.
Bitcoin and blockchain are challenging
financial and contractual models, IT
infrastructure and data mining has
transformed the health sector.
Technologists are a bit like health
professionals with the specialists,
paramedics and pharmacists (aka
infrastructure managers, service managers
and risk managers) seeming to be in an
uneasy truce with myotherapists,
kinesiologists and naturopaths (perhaps
start-ups, SaaS providers and Apple?).

maximum effectiveness and efficiency
they must be applied in harmony with
respect for what each has to offer and
awareness of the limitations or
consequences that they bring to the table.
For Service Management professionals,
this entails making a conscious decision
to drive continuous improvement across
all parts of the service delivery chain,
from underlying technology to the
customer experience. Technology creates
the art of the opportunity and
incremental change should bring, as a
minimum, incremental benefit.
I don’t know of one business leader or
owner who is not expected to continually
seek out competitive advantage or
greater efficiency, regardless of whether
they operate in the commercial,
government or not-for-profit sectors and
Service Management professionals are
key in supporting this demand.

But does this mean that we should be
abandoning the skills that made us, and
our clients, successful in the past? Should
we be tossing out all platforms and
applications that aren’t cloud based,
disregarding processes that aren’t digital
and letting waterfall drown in its own
paperwork? Again, I don’t think so.
Philosophical wars between old and new
methodologies (waterfall vs agile),
capability suites (digital vs service
management) and job titles (Digital vs
Technology) do service to neither and
frequently drive disparate and duplicated
pools of effort. All approaches are
needed, but if they are to achieve their
5

If we look at some of the core ITIL
disciplines – change control, capacity
planning, incident management, problem
management, supplier management,
configuration management – the
environments to which they apply are
increasingly complex. The mindset behind
applying them must also adapt. If the
disciplines are applied in a risk averse
fashion, when the business environment
demands agility and responsiveness, there
will either be unmet demand or
uncontrolled change. Our role is to make
the business successful and a tenet of
good governance is that the owner should
set and take responsibility for the risk
appetite to be applied. When was the last
time that your organisation had an active
discussion about this and what it meant for
how IT services are managed?
Environmental complexity also requires
service management skills to be applied
across increasingly diverse suites of
applications and infrastructure. Hybrid
environments are pretty well all
environments as it would be unusual
(unthinkable?) for there to be a one size
fits all hosting or platform solution to meet
all needs. Service managers need to be
curious about the elements that make up
their domain and ideally, one step ahead of
their clients in what might come next.
Engaging with incumbent vendors to find
out what’s on their roadmaps, reading
articles on what similar businesses are
doing, attending networking events with
peers and their clients stimulate thinking
and grow capability without the
constraints of formal training.
Speaking of which – what’s on your
development plan for 2019? If you
haven't thought about it yet, you are
already running the risk of lagging behind
the
6

change curve. You don’t need to have the
5 day training course in mind yet, but you
should at least be thinking about the topics
that would challenge your approach to
technology, stimulate you to change the
way that you do your job and will make you
think about new value that you can bring to
work. It doesn’t matter how long you have
been in your current role or how bespoke
or aged the technology might be that
you’re supporting. There are some terrific
free courses on offer from companies who
offer cloud services, robotic process
automation, business intelligence etc. Yes,
because they are free you will be signed up
to an email newsletter and the content will
be introductory level only, but if you want
to listen to ad free music you need to pay
the subscription fee. For the price of the
effort required to study something new,
you might identify a discipline through
which you could increase the value you
bring and the value people attribute to
you.
The role of service management is more
important than ever if we are to prevent
complexity from driving heightened risk
and unpredictability. Service Managers
can add depth to digital, but their
responsibility starts with continuous
improvement, not keeping the lights on.

Susan Sly
IT Leadership for the 21st Century
Technology | Innovation | Digital
| Driving Business Transformation | Director
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itSMF Australia Industry Award
IT Service Management Project of the Year
2018 Winner - TAFE NSW
The Project of the Year is awarded to the ITSM team that can best
demonstrate the successful completion during the past year of a
challenging ITSM project that has aligned ITSM and complementary
practices to achieve significant improvements to the quality and value of
the organisation’s IT services.

Project: OneITSM Consolidation
Objectives and Challenges
In 2016, TAFE NSW was on the cusp of a significant
modernisation and transformation program that
would see it transition from an agency of the NSW
Department of Education (DoE) to its own TAFE
Commission reporting directly to the Minister for
Skills, becoming a single entity under the OneTAFE
approach. With over 9,000 employees, TAFE NSW
was operating in a volatile environment
characterised by changing skills requirements,
increased competition from other education and
training providers, advances in digital learning
10

technologies and a shifting focus onto higher
level skills. Through its modernisation and
transformation programs, TAFE NSW looked to
profoundly change the way it operated across its
130 statewide locations.
For the ICT Group, there were multiple challenges
in responding to TAFE NSW’s future directions,
with the most immediate being:
-Transitioning all strategic and operational ICT
systems from DoE to a fully owned and managed
TAFE NSW environment within a tight timeframe.
-Consolidating 12 different TAFE Registered
Training Organisation (RTOs) that had previously
been operating autonomously under DoE, using
different processes and platforms, and delivering
varying customer experiences.

It was decided early in the process that a single,
centralised IT service management environment
was required. The One Information Technology
Service Management (ITSM) project team was
formed and tasked with the goal of delivering a
single, customer centric and technologically
advanced service platform that could be scaled to
respond to the various TAFE NSW requirements as
they emerged throughout its modernisation.
With the modernisation of TAFE NSW into a single
entity, and the transition of all infrastructure and
technology services from the DoE to TAFE NSW,
there was an urgent need to establish a service
platform that could support the products and
services being transitioned or developed, as well
as a team who could deliver those services.
It was essential to develop a customer interface
through which educational and administrative
team members could easily and intuitively access
help on all information technology and
communication issues, problems and requests.
The service platform would be a future barometer
of the service being provided by ICT Group, and
would need to meet the longer term vision of ICT
Group and how it delivers support to its
customers.
The challenges were enormous, as TAFE NSW was
at the very beginning of a profound
transformation, moving from a federated model
comprising 12 autonomous RTOs that competed
with each other into a unified OneTAFE model.
Compounding the complexity of the challenge
was the need to:
-Build an effective and efficient ICT team from
existing and disparate RTO team members.
-Engineer and establish a new infrastructure to
accommodate the transition of a large number of
complex and interdependent applications from
the DoE (as mandated by the Government).
-Simultaneously transition applications from the
DoE without disrupting BAU activities.
-Establish a service management response to
replace TAFE NSW’s previous reliance on the DoE
to provide the majority of its service
management requirements.

Processes and Procedures
The project team adopted a number of
approaches to avoid common project pitfalls, and

ensure its critical success:
-A lean, agile approach with sprints, scrums,
and retrospectives flourished. In particular, a
sprint mindset for major activities including
rollout - Discover, Design, Develop, and
Deploy – was fostered.
-Use of simple documents, such as ‘Process on
a Page’ for each major ITIL process area, was
used to educate stakeholders regarding
elements including: process controls, process
flow stakeholders, goals, quality assurance and
KPIs with inputs and outputs, roles and
responsibilities.
-An empowered Product Owner ensured
engagement, and assigned Process Owners
supported the implementation through clear
and effective demarcation of roles and
responsibilities.
-Guiding principles were used to anchor the
team, remove roadblocks and build effective
relationships.
-Governance followed a ‘fit for purpose’ and
practical mindset, with varied governance
used for development vs release.
-A tailored face-to-face training program was
developed for directly impacted team
members in the ICT Group.
-A structured discovery process was
undertaken to understand our own service
management processes within TAFE NSW.
-A ‘Building Capability’ approach was adopted
and enabled project positioning within the
overall ICT strategy.
-A customer centric mindset was fostered and
the TAFE NSW value of ‘Customer First’ was
continuously reiterated. Stakeholders
constantly questioning - ‘what does it mean
for the customer?’
-A Guiding Coalition network was established
to engage across 12 RTOs and was integral to
project success by creating ‘bottom up’
awareness and desire of the proposed
outcomes.
-Alignment to the TAFE NSW and ICT Group
strategy paid dividends by encouraging
effective stakeholder buy in.
All of the team has used the new system and
find it really useful with so many changes
across TAFE. It is becoming the norm very
quickly
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Achievements
The OneTAFE ITSM project was an outstanding
success on many levels but, most significantly, it
was a success in one of the most challenging
environments potentially experienced by an
organisation. For the ICT Group and, more broadly,
TAFE NSW, it changed mindset and culture in
relation to ICT practices by delivering a timely,
corporate service management function where
none had previously existed.
More specifically, the project delivered:
-A cloud based, scalable ITSM platform
consolidating multiple enterprise processes
deployed and adopted across the organisation.
-A new, geographically dispersed service delivery
team operating cohesively and consistently to
deliver a responsive service to over 9,000 team
members
-A One ITSM Guiding Coalition / Community of
Practice which continues to function and drive
change in BAU today.
-An IT Self Service Portal with a growing request
catalogue and visibility across the TAFE NSW
ecosystem.
-A mindset shift to self-service across the
organisation:
-of 110,000 incidents now reported, almost
50% are generated via self-service
-all service requests (3,000) are now selfgenerated
-of a total of 140,000 tickets, 80K are now selfservice (from a base of zero)
-The beginning of a service culture mentality in
ICT and the business, utilising a common sense
(‘don’t make me think’) mindset.
-The ‘true definition’ of a service, which has
become the common language across service
delivery teams
Most importantly, it is the response from the
customers that has been one of the team’s top
achievements, with customers being consistently
complimentary of the new system.

Team Contribution
The OneITSM project utilised a combined team
from across TAFE NSW regions, as well as
team members engaged through professional
services. A number of TAFE NSW subject matter
experts (SMEs) were recruited as core project team
12

members to:
-Provide subject knowledge
-Provide organisational knowledge and input
from their local regions
-Communicate more broadly with technology
teams who were dispersed across the state.
ServiceNow professional services were early
partners in the project and were co-located on
site, which proved enormously advantageous in
gaining project momentum and efficient ways of
working.
Professional services were especially important
in providing insights and guidance on innovative
service management practices and how they
might be applied in TAFE NSW. A dedicated
change manager aided by a communication plan
advised the team on best practice stakeholder
management. He was able to focus on external
relationships and act as a liaison between team
members and external stakeholders.
Importantly, all team members effectively
performed their team roles to ensure
collaboration and project success. An
experienced IT executive headed the team and
managed all aspects including strategy,
relationships and recruitment. He was supported
by a dedicated project manager who planned,
budgeted and scheduled activities.
Lastly, a Guiding Coalition network was formed to
provide additional support across newly formed
TAFE NSW regions.
The Guiding Coalition provided updates around
current state practices involving service
management, as well as created awareness and
excitement for the launch of the Service Now
platform.

itSMF Australia Industry Award
Enterprise Service ManagementImplementation of the Year
2018 Winner - TAFE SA
ESM Implementation of the Year is awarded to the service management
team that during the past year has designed and implemented a
comprehensive set of new or improved business services based on service
management best practices and that are delivering significant business
benefits to their organisation.

Incorporating Facilities Requests
into an ICT Service Management
Tool
Background
TAFE SA is South Australia’s largest vocational
education and training provider and one of the
largest in Australia. TAFE SA has a large physical
presence across South Australia with a facilities
team that manages buildings used by thousands of
students, staff and visitors every day.
TAFE SA has a very large footprint across the state,
operating from 28 campuses that occupy 118
14

hectares of land. We have over 300 buildings
with an area of 392,000m2.
Managing these facilities includes:
-Across our campuses on any day between 4.00
am to 10.30 pm we can have thousands of
students, visitors and staff on site. It is vital that
we provide a safe physical environment.
-The budget to maintain these facilities
represents a significant portion of TAFE SA’s
operating costs. We need to maintain fit-forpurpose facilities and ensure cost efficiency that
provides access to the equipment, infrastructure
and venues appropriate to our teaching
program, delivery models and stakeholder
expectations.

Objectives and Challenges
There is an existing service management tool
with a customer-facing portal for managing ICT
requests.
Given the familiarity that staff have with the
portal and the similarities of the types of
requests facilities receive to those of ICT, it was
proposed that facilities requests be incorporated
within the same portal.
The aim was to meet the following business
needs:
-Creation of consistent contact methods Facilities staff were given requests over the
phone, email and face-to-face.
-Ability to track work and requests - Facilities
staff used a variety of methods, such as email, to
manage maintenance requests, meaning it was
difficult to gauge workload of the facilities
coordinators.
-Gathering of correct information - A full
explanation or requirements of a maintenance
issue were not always supplied with an email
request, which means safety hazards were not
always prioritised.
The new approach required internal
organisational change management within the
Facilities team to use new technology. This
needed to address resistance to changes – both
for facilities staff and people who use their
services.
The approach adopted was multi-faceted:
-Buy-in from management and the Executive
Director was vital.
-Facilities staff were included throughout the
development of the proposed solution and the
expected benefits to them and their customers
was explained.
-IT staff engaged with Facilities staff in a
collaborative approach during the development.
IT staff presented the idea early at the Facilities
team meeting, and Facilities staff were part of
user acceptance testing.
-Facilities staff were reassured by the change
management program.

-An ongoing approach of the analytics in the IT
Service Management system being used as an
input to team planning ensured Facilities staff
saw the practical outcome of the new approach.

Processes and Procedures
The implementation of new facilities request
offerings within the IT Service Management
customer portal was undertaken using the ITIL
methodologies described below:
Service Strategy:
The implementation of facilities service
offerings into the IT Service Management
customer portal aligned with the TAFE SA
Strategic Plan by taking advantage of the
opportunities offered for the use of technology
and having a focus on cost efficiency through
more efficient work practices. The activity also
aligned to the ICT Strategic Plan’s principles of
being customer and outcomes focussed.
Service Design:
ICT and Facilities took advantage of the IT
Service Management development environment
to perform user acceptance testing prior to the
service offerings being promoted to the
production environment. Thorough acceptance
testing was performed by stakeholders across
the organisation and ensured that the chance of
error in the live environment was minimal.
This also contributed to the development of the
organisational change program by providing
insight to what staff really wanted to know
about the change.
Service Transition:
All changes were governed by the TAFE SA
Change Advisory Board and performed in
accordance with TAFE SA Change Management
Policy and Procedures.
Service Reporting:
Similar high-level workload type reports were
provided from this activity.

Achievements
Incorporating facilities requests into the IT
service management system has provided staff a
15

streamlined and consistent process for reporting
a fault or maintenance request and has opened
up other opportunities for both ICT and facilities
to learn from each other. Achievements include:
-Facilities have an effective asset receipting
process which ICT hook into for IT asset
management.
-ICT has an effective procedure for
communicating planned and unplanned
activities that have an impact to users. Facilities
have a similar need and small changes have
been made to assist in this, with discussions
underway for a more comprehensive solution.
-ICT produces formal Post Incident Reports (PIR)
for major incidents. ICT staff have provided
templates, mentoring and training to Facilities
staff and PIRs are now produced for facilities
major incidents.
-ICT manages a Risk Register to record, manage
and report risks. This has recently been
extended to include facilities risks.
-Knowledge management and problem
management, both currently in place for ICT,
could be extended to facilities. This could be
expected to have similar benefits for facilities
users as for IT users within TAFE SA.
-No service level agreements are currently
defined for facilities requests, but could be
implemented as services mature.
The implementation of facilities service
offerings into the IT Service Management
customer portal had an immediate positive
effect. This is best illustrated by the recorded
3,686 service requests logged in the first 6
months of operation. Service requests continue
to increase as more and more staff log
maintenance, security and minor works requests.
Previously there was no visibility from a
management perspective of this level of activity.
The manager responsible for facilities in TAFE SA
has confirmed the success of the planning and
the implementation of this activity and the
successful outcomes and benefits it has
provided. According to the facilities manager
this activity has “raised the bar in promoting
efficiency and effectiveness in customer service,
supporting business continuity and creating a
baseline for data analysis”. Specific benefits
identified by the facilities manager include:
-Improved visibility of the facilities workload
16

across the asset portfolio to inform the
appropriate allocation of resources.
-Improved the level of service offered to people
logging requests. Specifically, groups such as
visitors and contractors are now able to log
facilities requests which were problematical
using previous methods.
-Improved the collaboration between facilities
and ICT, allowing the sharing of expertise
between teams and identification of future
opportunities of a service management
framework.
-Demonstrated the potential benefits and future
opportunities of a service management
framework.

Team Contribution
TAFE SA ICT Services and Facilities are separate
teams, and do not generally have a direct
relationship on a day-to-day basis. Planning and
preparing the facilities request offerings allowed
for the collaboration between the teams and
fostered a sense of achievement to allow a new,
modern and innovative way to request facilities
services.
The success of the implementation of new
facilities request offerings within the IT Service
Management customer portal has contributed to
further examples of collaboration between the
ICT and Facilities teams in TAFE SA. By
demonstrating the benefits of formal service
management processes, the relationship has
expanded into other areas. Additionally, ICT
staff have been excited to contribute their
professional expertise to their facilities
colleagues.
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Jude Littlejohn
in conversation
with Brendan Cullen
What is your current job title and industry
and what do you enjoy the most about
both?
Continual Service Improvement Specialist
at eHealth NSW.

Has being an itSMF Member benefited you
professionally? If so please specify…
Immense all round benefit! The standout
are the quarterly seminars that provide
me with the enthusiasm and desire to
continue my service management journey.
itSMF provides me with snippets of
information that can lead to great ideas
for the practical application and
improvement of service management
capabilities.

I’m enjoying a complete change of industry
after being in telecommunications for
nearly 20 years. A year-long contract is
providing the time to get to know the
people, the culture and the leadership of a
team that has been professional, welcoming
and helpful since day one.
What ITSM related certifications do you
hold, if any? (Checklist)
How long have you been an itSMF Member?
ITIL Expert
I coordinated a corporate membership from
2005-2016 but I’ve held an individual
What has been your biggest workplace or
membership since 2016.
career challenge and how did you face it?
What itSMF Membership Benefits do you
get most value from? (Select top 3 and/or
other if applicable)
Seminars
ITIL Online
itSMF Bulletins / Publications
What do you enjoy most about being an
itSMF Member?
Finding out the latest news and
development in, not only ITIL, but other
frameworks and methodologies from wellinformed subject matter experts.
28

Irrespective of role changes, I retained
accountability for the design,
implementation and maintenance of a
Quality Management System certification
(ISO 9001; this was a contractual
requirement of a corporate customer’s
contract from 2002 until 2014. An
obsession for making quality management
part of my stakeholders’ way of life,
maintaining management support and a
passion for spread good news stories over
an extended period of time were
instrumental in ensuring our audit
shortcomings were minor and easily
mitigated.

Have you ever applied your ITSM skills
outside of work?

What do you like to do when you are not
working?

Don’t we all do this automatically? From
helping the kids with their devices to
managing renovation projects, the skills
we apply at work are so helpful in so many
situations.

If I’m not with my fabulous family, then I
like to curl up with my cat and a wellwritten novel.

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?
IT Security and privacy/cyber security and
emerging disruptive technology. What do
we need to do? Eyes wide open, be aware
of the options, identify shortcomings and
learn from our mistakes.

What was the title and author of the last
book you read?
Old Man’s War, John Scalzi, first of a series
by this author and although not my usual
read, it was a fast-paced story with a
fascinating take
on consciousness transference. Might
even read the next installment.
One word that could describe your
experience of itSMF Australia?
Is top-notch one word? Should be.

What's the most valuable piece of advice
you have been given in your professional
career?
Try and listen from the other person’s
perspective.
What advice would you give young people
who have chosen a career in technology?

Have you ever been to an itSMF
Conference, if so what was your
conference experience like and do you
have a lasting memory?
Sydney 2015 and I have a lasting memory
of impressive speakers, informative
workshops and networking with likeminded people.

Develop effective interpersonal
relationships, be supportive of your team
and enthusiastic about helping others and
be optimistic even when things get tough.
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