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Hi everyone,
 

The recent launch of ITIL 4 has been
every bit the success story I imagined. It
was accepted with acclaim from
industry experts who regard this as an
innovative toolkit to vastly improved
enterprise agility. And we live, and
work, in a world where this agility is
now at a premium.
 

All itSMF Australia members have
immediate access to ITIL 4 through our
website, a tremendous member benefit
a great many of you have already taken
advantage of.
 

As a Service Manager I am personally
really excited about the way ITIL 4
focuses on value delivery. It now
integrates all the players and is based
on principles that focus on starting
‘where you are’ and improving to drive
real value for the enterprise.
 

This is a game changer in my view, a
means to an end that we’d dreamed of,
but were unable to achieve – until now.
 
It isn’t an exaggeration to describe ITIL4
as providing the ITIL framework with a
 
 
 
 
 
 
 
 
 
 
 
 
 
 

new beating heart. That’s how
fundamental the changes are, and they
have been driven, from the start, by
industry professionals like yourselves.
It is industry led, industry championed
and supported by the your colleagues
internationally.
 

The developers of ITIL 4 strived to
improve the delivery of value, which of
course we are focused on as a
community. They, the extended team of
advisors, developers and reviewers,
many of them well known to the
Australian community, have delivered
on that promise.
 

Take the opportunity, if you have not
done so already, to update to ITIL 4
secure in the knowledge that as you do
so, you and your enterprise will both
benefit by taking your great ITIL
foundations into the Agile age.
 

Enjoy the magazine,
 
 
Bradley Busch
 
Chair - itSMF Australia
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Our service management world is awash
with information about the latest and
greatest in technologies, frameworks and
techniques.  These are important
developments which allow IT service
providers to support their customers.  After
all, to compete in the modern world of
disruption and disruptors, organisations
must focus on their customers and their
experience of services, which these days
are mostly delivered using technology.
 
Technology in isolation through doesn’t
deliver services.  To deliver ‘services’ the
technology, information, people and 
processes need to be functioning well.
 
Businesses are becoming increasingly
dependent on their IT services, with little

to no tolerance for downtime let alone
failure.  Adding to this complexity many
have been shifting from monolithic
outsourcing engagements to multi-
sourcing models, engaging multiple
service providers.  With complexity comes
risk and it’s this risk that service
integration is there to optimise.   It is for
this reason that Multiple Sourcing
Integration (MSI) or Service Integration and
Management (SIAM) is becoming a focus
for business leaders.
 
So, SIAM is something new….  right?
 
Well, no actually! The term ‘service
integration and management’ or SIAM, and
the concept of SIAM as a management
methodology, originated around 2005

SIAM
Simon Dorst and Michelle Major-Goldsmith, lead architects of the
SIAM Professional Body of Knowledge, consider the current focus on
service integration and management (SIAM) and how this is extending
beyond traditional IT departments.
 
™ SIAM, SIAM Certification, EXIN and the EXIN logo are trademarks or registered trademarks of EXIN Holding BV.

 



from within the UK public sector.  In 2010, the
UK Government published a new information
and communications technology (ICT) strategy,
which included moving away from large prime
supplier contracts to a more flexible approach
using multiple service providers and cloud-
based solutions.
 
Interest in SIAM became ‘global’ when in 2015
AXELOS published several white papers on
SIAM, and in 2016 the SIAM Foundation
Architect Group was formed by Scopism.  The
objective was to bring practitioners of SIAM
together and create a consolidated view of their
knowledge and experience.  The success 
 
 
 
 
 
 
 
 
 
 
 

 of the SIAM Foundation Body of Knowledge,
was followed by the subsequent release of
the SIAM Professional Body of Knowledge,
providing further insight and guidance in the
application of SIAM practices.  If you haven’t
already done it, we recommend that you
download the SIAM Bodies of Knowledge
from Scopism: www.scopism.com/free-
downloads.
 
In the BoKs we suggest that SIAM is a
management methodology that can be
applied in an environment that includes
services sourced from several service
providers.  It has a different level of focus to
traditional multi-sourced ecosystems with
one customer and multiple suppliers.  It
provides governance, management,
integration, assurance and coordination, to
ensure that the customer organisation gets
maximum value from its service providers.  It
supports cross-functional, cross-process and
cross-provider integration.  It creates an
environment where all parties know their
role, responsibilities and are empowered and
held accountable for the outcomes they are
required to deliver.
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People often talk about ‘the SIAM’ as if it is a
thing.  SIAM is an approach, the ‘thing’ if we
want to call it that, is the key role that SIAM
introduces of a service integrator.  This is a
single, logical entity which combines the
outcomes of the various service providers and
is accountable for the end-to-end delivery of
services and the business value that the
customer receives.  This service integrator can
be internal, an external provider or a hybrid
organisation.
 
So, that is what SIAM is… but what are
the benefits?
 
Service providers play a crucial role in helping
a customer deliver its business outcomes.
Poorly delivered services directly affect the
customer’s outcomes, and the service it can
offer to its own customers.  Of course, this is
true whether the services are delivered by
one service provider or multiple service
providers.  However, the challenges of
successful delivery are greater when there
are multiple service providers, owing to
increases in complexity and the interactions
that need to take place between service
providers.
 
There are generic drivers for SIAM that can be
tailored for each organisation.
 

1.   Service satisfaction.  Situations where
customers have issues associated with
service complexity, such as complexity and
confusion over roles and responsibilities,
delivery silos and lack of collaboration
between service providers.
 
2.    Service and sourcing landscape.  This
can be evidenced in common issues such as
Shadow IT and inflexible contracts that don’t
align with contracts of other providers in
the service mix.
 
3.     Operational efficiencies.  Think about
issues over data and information flows
between providers and lack of tool
integration often resulting in the ‘swivel
chair’ situation causing the need to re-enter

4.    External (& commercial) drivers.  These
are drivers that are imposed from outside
the organisation.  Typically, these are
corporate governance which demands
clarity over the responsibilities of service
providers and the controls that are applied
to them and the external policy.
 

It is usually a combination of these drivers
that will be the impetus for a move to a SIAM
model.
 

Moving to a SIAM model has many benefits
such as:
• Understanding the end to end picture of
service provision
• The ability to coordinate the activities of
multiple service providers
• Providing a single source of truth
regarding service performance
• Getting closer to the business as a trusted
partner in developing new services and
strategies
• Optimising delivery through people,
processes, tools and suppliers
• Ensuring smooth performance of day to
day operations, enabling your customers to
concentrate on more progressive activities,
such as innovation, improvement and
concentrating on their core business.
 

Of course, an organisation should consider its
own specific drivers and challenges to
achieve the necessary clarity for the
anticipated business benefits.  Clarity on
these benefits will form the basis for
developing the organisation’s business case
for SIAM.
 
So, how to ‘do’ SIAM?
 
There is no one correct way of ‘doing’ SIAM.
Most organisations already work with one or
more service providers, and each organisation
has different objectives, priorities and
resources.  However, when thinking about a
move to SIAM it is important that a structured
approach is taken.  This involves looking at
the roadmap stages, suggested in the SIAM
 



We are all continually seeking to optimise
operations and interact more efficiently.
SIAM will provide an organisational structure
to integrate service delivery not just
processes from different providers and
provide a flexible and valuable outcome for
the business.  It will allow the customer to
focus on its core business rather than having
to be concerned with the complexities and
challenges of a complex IT souring model
and concerns of the value associated with
their contracts.
 
The future for SIAM
 
We are now seeing other parts of the
business ‘jump on to the band wagon’.  And
why not … you have likely heard the term
Enterprise Service Management (ESM), which
is the application of IT Service Management
(ITSM) principles to other areas of an
organisation.  After all IT has become
ubiquitous in the delivery or any service and
thus IT becomes more integrated with the
business (also known as ‘digital
transformation’).  This typically means not
only using the same core processes, but
often benefitting from the same technology
used to support those processes.  Simply
put, it is applying the same process,
principles and workflow used to manage IT
service delivery within other business
departments delivering other types of
services.
 
 

This is happening too with SIAM.
Recognising that this is the best approach
for managing multi-provider models, we are
seeing more and more use of the service
integration principles within other parts of
an organisations operation.  IT isn’t unique in
working with multiple service providers, the
dynamics of service delivery are pretty much
the same whatever the customer or service.
It follows that SIAM would be useful
elsewhere.
 
 

Body of Knowledge, and using these as a
basis to devise a plan.  These stages can be
executed iteratively, adding updates and
details with every iteration:
 

• Discovery & Strategy: initiates the SIAM
transformation project, formulates key
strategies and maps the current situation.
 
• Plan & Build: completes the detailed
design for SIAM and creates the plans for
the move to a new operating approach.
 
• Implement: manages the transition from
the current ‘as-is’ state to the ‘to-be’ SIAM
model.  This can be through either a big
bang or phased approach.
 
• Run & Improve: manages the SIAM
model, day to day service delivery,
processes, teams and tools and continual
improvement.

 
So, SIAM offers more…
 
SIAM is unique in offering a structure,
culture, principles and practices for
managing a multi-service provider
environment.  The need to build an agile
ecosystem of multiple service providers and
utilise best-of-breed, collaboration, and
coordination is an imperative for many
customers.  SIAM helps to build focus on
‘one team’ culture despite providers being
from separate organisations.
 
 
 

7



It’s encouraging that this message is being
understood.  We are all continually seeking
to optimise operations and interact more
efficiently.  SIAM isn’t just for the IT world; it
is for the Enterprise, creating an
organisational structure to integrate service
delivery from different providers (whether
these are internal or outsourced, whether
these are IT or non-IT) and provide a flexible
and valuable outcome for the business.
Let’s start selling the benefits of Enterprise
SIAM more widely, there is so much to be
gained from sharing the love!

Michelle Major-Goldsmith &
Simon Dorst
Service Management experts
with Kinetic IT
simon.dorst@kineticit.com.au
 
 
Together Michelle and Simon have more
than half-a-century of international
experience.  They were the Lead
Architects for the Scopism Service
Integration and Management
Professional Body of Knowledge (BoK)
and founder members of the SIAM
Foundation BoK architect team.  They
have contributed to the VeriSM
publication, and co-authored the VeriSM
pocket guide.
 
 
They individually and cooperatively
frequently blog on all things service
management.  Together they were the
winners of last year’s itSMF Thought
Leader of the Year, when Simon was also
awarded the ‘Service Management
Champion of the Year’.
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Knowledge
Centred Service
& ITIL 4
 

By Aprill Allen

ITIL 4 has been launched and the Foundation material is in the early
stages of being disseminated. I’ve done the training and taken the
exam, and while it’s fresh in my mind, I wanted to note down how
well-aligned ITIL’s new guiding principles are with KCS. Even more
so, than the connections that were obvious in past versions of ITIL.

The principles of one support the practices of the other.

 
1. Focus on value – KCS requires
changing our perspective from activity-
based goals to value creation through
better use of knowledge.
 
2. Start where you are – I take the view
that KCS practices can be adopted at any
stage of an organisation’s maturity—small
or big. Everyone has something to gain
from learning how to capture the
customer’s context and describe an
environment accurately, so that search and
self-service work better.

 
3. Progress iteratively, with
feedback – your agents can tell you what
parts of the knowledge workflow are
janky, and your consumers can tell you
whether your self-service is truly helpful.
Listen to them.
 
4. Collaborate and promote
visibility – KCS is team ownership of
knowledge. Everyone ensures its health
and usefulness and the more trust your
agents, the more engaged and effective,
they’ll be.
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5. Think & work holistically – Work
tasks, think big picture! Agents need to
understand and appreciate the mission,
vision, values and purpose of your
organisation and how their daily
activities contribute. When they don’t
see the Why, you won’t see success.
 
6. Keep it simple & practical – Create
and modify knowledge on demand,
rather than wasting effort on the just-in-
case. KCS was developed out of the real 

business need to make knowledge
management in service operations
practical and achievable with existing
resources.
 
7. Optimise & automate – This is
where we leverage our now-effective
knowledge base and make it available
through self-service and to the user-
community, where one exists.

A recognised thought leader in the ITSM niche of
knowledge management, Aprill Allen is managing
director of Knowledge Bird and consults in
knowledge strategy and process improvement for
startups, managed services, and ITSM teams. She's a
Knowledge Centered Service-certified trainer and
also serves on the National Board of itSMF Australia
as Secretary.







What is your current job title and industry and what
do you enjoy the most about both?
 

My job title is a Service Delivery Co-ordinator with one
of the largest private Healthcare organisations in
Australia. I am responsible for the delivery of incident,
problem and knowledge management services to our
Digital and Technology group (aka IT). I enjoy the broad
range of activities that I get to undertake each day and
that many of these directly contribute to improving
patient care and outcomes.
 

How long have you been an itSMF Member?
 

Officially, I have been a member of itSMF for the last 6
plus years, and an active WA committee member for 4
years. Currently I am the WA State Branch Chair and work
with a great group of people on the committee.
 

What itSMF Membership Benefits do you get most
value from?
 

I benefit from the quarterly seminars, the BrightTalk
webinars and the Bulletin. As part of the WA branch, I get
to meet and hear from experts in many different fields
and organisations. I do not think I have ever been to a
quarterly seminar where I have not learned something
new or talked to someone who has a different approach
to an issue I have been looking into. I like the BrightTalk
webinars as they provide some great information on
different topically areas put together by industry
experts. Finally, the Bulletin provides a good snapshot of
the Service Management Industry and it is an informative
read.
 

What do you enjoy most about being an itSMF
Member?
 

What I enjoy the most is the opportunity to meet Service
Management professionals from many different
industries and organisations. The Service Management
industry attracts highly skilled and diverse people who
are open to sharing their experiences, knowledge and
assistance. Many of whom become friends and mentors.
 

Has being an itSMF Member benefited you
professionally?
 

Yes very much so. From a personal perspective, it
 
 
 
 
 

has been a continuous journey of learning, developing
and exploring. itSMF members are willing to share
ideas,experience and knowledge which has helped me
to improve my own skills. As an active committee
member in WA it has also improved my professional
profile in the industry.
 

What ITSM related certifications do you hold, if
any?
 

I am ITIL v3 certified and I am currently looking to
upskill to v4 in the near future.

*ITIL Foundation – Thanks to Harold Petersen, I
passed my ITIL v1.0 in way back in 1998 !
 

What has been your biggest workplace or career
challenge and how did you face it?
 

My biggest career challenge was when the commercial
organisation I had been with for 26 years in multiple IT
roles decided to offshore all IT work. Our team in WA
was to be “downsized” by 90%. After, all the normal
angst that comes from these decisions, I decided to
change my focus. I enjoyed the Service Management
aspects of the work more than, “being on the tools”
and set about finding a suitable role. A few short weeks
later, I had found one in the Healthcare sector, which
was a little weird, given my knowledge of the
Healthcare industry was limited at the time     (I have
managed to learn a few things along the way).
Healthcare has many of the same issues and concerns
as other industries but also includes risk factors that
can affect patient outcomes.
 

Have you ever applied your ITSM skills outside of
work? 
 

Yes, with two teenage daughters in the household,
my skills in negotiation, conflict resolution, time and
resource management have come in very handy. Not to
mention project management skills in building a house
and moving. Yes, ITSM skills are very useful.
 

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
 
 
 
 
 
 
 
 

David Lowe
in conversation
with Brendan Cullen
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professionals need to do to address these
challenges/opportunities?
 

I believe our biggest challenge is moving our Service
Management skills into the wider business of our
organizations and becoming trusted partners.
Sometimes, we are perceived as just the IT people and
that we do not necessarily understand how thebusiness
works as a whole. Internally in my organization, we
have been rolling out our ITSM toolset into the wider
business as a workflow toolset that can provide
tracking, workflow management and automation
features. Open discussions with other business areas is
essential to show the skills that Service Management
professionals can successfully bring to the table as we
have been performing digital transformation in IT for
many years.
 

What's the most valuable piece of advice you
have been given in your professional career?
 

You have 2 ears and 1 mouth use them proportionally.
There are times to listen and then there are times to
talk, learning when best to use each one is important
(remember my comment from before – 2 teenage
daughters in the house – can also add yelling, crying,
laughing and going on long walks!!) Listening is one of
the best skills you can ever learn.
 
What advice would you give young people
who have chosen a career in technology?  
 

Technology is change and businesses change with
technology. It is happening faster all the time and will
not slow down anytime soon. Keep up to date with
current trends and develop the habit of lifelong
learning. Find people who know more than you and ask
them for help. You will be surprised by how willing
most people are to share their knowledge and skills.
Technology is a great enduring career and I still enjoy
the journey today.
 

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

I like reading and I sing in a choir. When my daughters
were young, I danced a little (I spent so much time
down at the dance studio picking up the girls they
 
 
 
 
 
 
 

enrolled me in a class). Now that they are older, I have
joined a community choir and sing in the group. I also
enjoying watching plays, musicals and other live
theatre.
 

What was the title and author of the last
book you read?
 

On the fictional front, I have just finished reading Lisa
Gardner, crime thriller, “Fear Nothing” – nothing like
some death and mayhem to add a little spice to life.
On a more personal development perspective I have
been reading, “The Subtle Art of Not Giving a <
Censored>” by Mark Manson, which I borrowed from
my 18 year old or she left it lying around so I would
read it. There might be a story in that.
 

One word that could describe your
experience of itSMF Australia?
 

Inspiring – it is not the organization or itSMF Australia
that is inspiring, it is the people. Each member who
comes along, listens, shares and participates, that is
what makes itSMF such a great organization.
 

Have you ever been to an itSMF Conference,
if so what was your conference experience
like and do you have a lasting memory?
 

I have had the good fortune to be able to attend the
last 4 conferences and meet many inspiring
presenters and service management professionals. My
lasting memory is of the first conference I ever
attended, I was not sure what to expect, but it was the
number of, “ah ha” moments and “that’s a great idea”,
I had listening to the many presentations. Some of
those ideas I did end up using in my day-to-day life at
work. The national conference takes the quarterly
seminars to a completely new level, with 2 days of
seminars, learning and networking opportunities. I
remember the many friendships and great people I
have met that have helped me on my learning journey.
Not to forget the fun at the Gala dinner and I even got
up to dance (the lessons did pay off )
 
 
 
 
 
 
 
 
 
 
 
 

David Lowe
in conversation
with Brendan Cullen
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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


