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Dear Members
 
2018 has arrived and it is going to be a
great year for our forum. I can’t wait to see
what we achieve together building on the
platform of successful events and member
contribution from last year.
 
There are exciting developments this year
with announcements about the refresh of
ITIL, and the release of VeriSM seeking to
solve a number of challenges with the
Service Management body of knowledge.
These initiatives will allow members to
broaden the reach of Service Management
across the enterprise. There have also been
fantastic steps forward in Cyber Resilience
(through Resilia) and great traction for
PRINCE 2 for Agile. This is a great time to
connect with our members and keep your
knowledge fresh by coming to our fantastic
seminar and conference program.
 
Our participation on the international stage
through Standards and itSMF International
has continued across many years. Kathryn
Heaton, our past national Chair, took on the
challenging role of Chair of itSMF
International.  Last year Kathryn and the
International Board focussed on financial
governance and a reconnection to the
chapter base to strengthen our
international community.
 
 
 
 
 
 
 
 

 
We celebrate Kathryn’s achievements and
wish her all the best as she steps down to
focus on her growing business. I am pleased
to announce that our own past Chairman and
long time Deputy Chair Harry Powell has been
appointed to the International Board. We look
forward to continuing our contribution to the
international community through Harry.
 
Make sure that you jump on the website and
register for your next local seminar so we can
continue connecting members and advancing
service together.
 
Warm regards,
 
Bradley Busch
Chairman
 



The International Foundation for
Digital Competency (IFDC), who
are the brain child of VeriSM™,
stated that service management
as we know it had to change.  The
reason? As the IT/IS industry
shifts towards digital
transformation, evolution of new
management practices and the 

‘commoditisation of IT’, there is a
need to ensure that within any
organisation the IT and business
do not operate separately.
Organisations of every size and
background require a flexible
service management method to
support their advancement and
long-term success.
 

During the latter part of 2017, there was a great deal of
media frenzy around the launch of what was heralded as

‘Service Management for the Digital Age!’ 
For more information click here

SERVICE MANAGEMENT
for the

Digital Age
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VeriSM is intended to offer that new approach
through its:
 
 - Value-driven
 - Evolving
 - Responsive
 - Integrated
 - Service
 - Management
 
The IFDC took the initiative to create VeriSM in
cooperation with a team of over 70 professionals led
by Claire Agutter (winner of the itSMF UK Thought
Leadership Award 2017).  It has essentially been
written by the community for the community.
 
VeriSM starts with an opening quote which certainly
provides ‘food for thought’:
 
"Think about this: in 2015, there were 10 billion
devices connected to the internet.  These devices
support anything from personal entertainment and
home automation to different business functionalities.
Their use is only limited by one’s imagination.  By
2020, forecasters are predicting 34 billion devices,
including 24 billion IoT (Internet of Things) devices
and 10 billion traditional computing devices.  It’s also
predicted that $6 trillion will be spent on IoT
solutions, with organisations being the top adopters.
The growth is exponential and will continue,
especially when organisations see the IoT improving
their bottom line through lower operating costs,
increased productivity and access to expanding
markets."
 
Source: VeriSM™ - A service management approach
(ISBN: 978 94 018 263 5).
 
And it is not just this external growth of the number,
use and dependency on IT devices.
 
Recent years have seen an explosion of different
service management practices, leaving organisations
confused about the best way forward.  And it is
almost impossible to pick just one of these practices
to do all things, and to do them all well.
 
VeriSM is intended to support the creation of a
flexible operating model based on an organisation’s
desired business outcomes.  It describes how an
organisation can define its service management
principles, and then use a combination of
management practices to deliver value.



Rather than focusing on one prescriptive way
of working, it aims to helps organisations to
respond to their consumers and deliver value
with an integrated service management
approach.
 
Given the huge range of ‘best’ practices out
there, this does sound appealing.
 

Everyone is a service provider
 

Never a truer word spoken! Public or private
sector, small or large – everyone is now in the
service market.  Even organisations that
focus on selling products (for example:
retailers) need to provide services attached
to those products to be successful (for
example: customer service, shipping,
returns).  And it’s not only private sector or
profit-seeking organisations that need to
focus on services either.  Services are just as
important in public sector environments,
where good service can deliver a better
experience for consumers or citizens.
 
Value still needs to be delivered, whether
financial or non-financial.
 
Services are not restricted to the IT domain
either.  For years, practitioners have been
calling for the ‘IT’ to be dropped from IT
service management.  In VeriSM that is
exactly what has happened.  VeriSM is built
on the premise that to be an effective service
provider organisation, service management
can no longer be confined to a
 
 

single department like IT or customer
services; it touches every element of the
organisation.  To create digital services all
the capabilities within the organisation need
to work together.
 
This integration is different from the more
commonly used term of ‘alignment’.  There is
a constant call to align Business and IT.
However, even the word alignment infers a
disconnect, a void to be filled (after all when
two ‘streams’ are perfectly aligned, they are
in parallel and not touching each other).  It
suggests dragging two forces together
kicking and screaming, which is the reality of
how many businesses see their IT services
provider.  The ‘them’ and ‘us’ attitude
prevalent in so many organisations, where IT
and the business are disconnected, needs to
be changed.  Service alignment is out and
service integration is in – all areas of an
organisation’s capability working together to
deliver value to the consumer!
 
The VeriSM approach is specifically tailored
to support the organisation - the entire
organisation - to help them succeed in the
world of digital services.  When the focus
changes to look at service management from
the organisational perspective, service
providers can start to use all of their
capabilities, whether they are IT, marketing,
finance or customer service, to deliver value.
 

Back to Basics – VeriSM explained
in simple terms
 

VeriSM describes a service management
approach from the organisational level,
looking at the end-to-end view rather than
focusing on a single department, like the IT
department only.
 
Based on a model (see below), it shows
organisations how they can adopt a range of
management practices in a flexible way to
deliver the right product or service at the
right time to their consumers.  VeriSM allows
for a tailored approach depending upon the
type of business, the size of the
organisation, it’s business priorities and
culture.
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VeriSM does not replace current practice, but
provide a model to clarify their place and allow
for improvement and augmentation of these.
Unlike many best practices, the focus of VeriSM
isn’t on specific or detailed process flows.  It’s
about creating a fully functioning service
management capability in which processes will
be part, as will selected management practices,
a governance model and a defined operating
approach.  In other words: the tried-and-tested
processes, practices and tools do not have to be
replaced, but can be ‘positioned’ within the
model and augmented, where required, with
other process, practices or tools.
 
In the model, governance forms the outer ring
as it surrounds or overarches every activity,
ensuring a focus on value, outcomes and the
organisation’s goals.
 
Service management principles are then agreed
for the organisation (forming the next ring).
 
These principles act as ‘guard rails’ and are
relevant to all products and services.  The
principles include areas like security, quality,
cost and risk and make sure that all services are
aligned with the needs of the organisation.
 
 In theory, this means that teams can work with
a variety of management practices, but still need
 

 to meet the requirements of the service
management principles.
 
The unique element of the VeriSM model is the
Management Mesh which can be adapted
depending on the requirements for a product or
service.  The Management Mesh includes:
 
• Resources
• Environment
• Emerging technologies
• Management practices
 
For each product or service, these areas are
considered and the Management Mesh is flexed
where necessary.  This makes perfect sense,
because if we look at the myriad of enabling
practices, technologies and management models
available, it can get confusing.  What do I
choose? Can they be combined? Is one better
than the others?
 
In VeriSM we know that not all those practices
will be relevant for every organisation (or for
every service or all the time).  It tells us to
identify the capability gaps and issues to be
resolved before selecting a management
practice.  Careful consideration should be given
to any new practice added to an organisation’s
Management Mesh to make sure it adds value, is
well defined and integrated.



Within the Management Mesh are then the
high-level activities for the stages of product
and service development and provision:
• Define
• Produce
• Provide
• Respond
 
Product and service development is not
always a linear, sequential process.
Sometimes stages happen in parallel, or are
repeated.  Sometimes different capabilities
will work on different stages, and in other
situations the same capabilities will be
involved throughout all four stages.  These
stages are also where the different practices
can be applied (and integrated).
 
 
 
 
 
 
 
 
 
 
 
 
 

Aside from the theory…
 

When looking at that VeriSM book, one of the
things we feel adds real value is the huge
amount of non-theoretic content.
 
The publication is bursting with fabulous
real-life case studies, interviews with
business leaders, quotes, examples and
scenarios from organisations all over the
world such as Happy Skills, Auto Trader,
ServiceNow and the BBC.
 
 
 
 

 This adds authenticity to the VeriSM model
and helps enhance understanding of its core
principles, especially when considering non-
traditional and non-IT environments. It isn’t an
IT book.  It is a service management book and
above and beyond the VeriSM Model, the
Management Mesh, the governance and
service management principles, it offers a
huge amount of interesting information about
other best and enabling practices, skills
required for the digital age, organisational
change management, customer relationships
and so much more.  It really does cover the
gamut of information required by todays
service management practitioner (for instance
it outlines what it calls ‘progressive’ service
management practices like SIAM, Agile, Lean,
Shift Left, UX/CX to name but a few).
 
The VeriSM Foundation certification has
recently been launched, and you can expect
accredited training to appear shortly.  Work
has already begun on the ‘next level’ or VeriSM
Professional, which can be expected in the 2nd
half of this year.
 

So, is VeriSM the future of service
management?
 

Time will tell but VeriSM certainly looks like an
exciting development.
 
It addresses the reality of our world where
organisations and governments offer their
services in a rapidly changing environment
(and where established, tried-and-tested
practices may no longer suffice, or at least not
on their own).
 
VeriSM is a holistic, business-oriented
approach to Service Management,
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Aside from the theory…
When looking at that VeriSM book, one of the

things we feel adds real value is the huge
amount of non-theoretic content.  



which helps make sense of the growing landscape of best
practices out there, and can help you integrate them to add
business value.  VeriSM isn’t about blindly following ITSM ‘best
practice’ – it’s about building a model that works for your
organisation.  VeriSM supports how to use all organisational
capabilities, available practices and utilising emerging
technologies to deliver value.
 
We would recommend VeriSM as essential reading for anyone
who works with products and services.
 
Disclaimer: Whilst Michelle and Simon have contributed to VeriSM, they derive no
financial benefit from the sale of publications or exams.
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Michelle Major-Goldsmith
 

Michelle.Major-Goldsmith@kineticit.com.au / @MMG9898
Manager, Service Management Capability, Kinetic IT
Michelle Major-Goldsmith is originally from the UK but is now based in Perth,
Western Australia. She has over 25 years industry experience and has worked in
almost every continent across the globe. Originally from a social sciences
background, Michelle crossed over into IT with a Master’s Degree in Computer Based
Information Systems.
Michelle is the Lead Architect for the Scopism Service Integration and Management
Professional Body of Knowledge (BoK) and was a founder member of the SIAM
Foundation BoK architect team, as well as a Subject Matter Expert for both EXIN and
BCS in developing the accreditation around this. In 2017 the team were awarded the
title Thought Leaders of the Year at the Professional Service Management Awards by
the itSMF UK.
More recently Michelle has been involved in the creation of the IFDC’s VeriSM
approach and she is also one of the authors of the VeriSM Pocket Guide.
Michelle has been an active committee member of various service management
groups and forums for many years. She is currently a committee member of the
itSMF, Western Australia Branch as well as a representative of the AXELOS
Accredited Training Provider Working Group.
Michelle is currently engaged ostensibly in the consulting and training space, she is
passionate about service management and all best and enabling practices.  In 2010
she was awarded the UK itSMF Trainer of the year Award.  In 2017 Michelle was
awarded the Service Management Champion of the Year by itSMF Australia.

 

Simon Dorst
 

Simon.Dorst@kineticit.com.au / @ITILZealot
Manager, Service Management Service, Kinetic IT
Simon has over 25 years’ international experience in the development and delivery
of various Service and Project Management consulting and training assignments.
Known as the ‘ITIL Zealot’, he is always looking for the most effective and efficient
way of delivering managed services, using ITIL, SIAM or whichever other enabling
practice.
Simon is the Lead Architect for the Scopism Service Integration and Management
Professional Body of Knowledge (BoK) and was a founder member of the SIAM
Foundation BoK architect team, as well as a Subject Matter Expert for both EXIN and
BCS in developing the accreditation around this. In 2017 the team were awarded
the title Thought Leaders of the Year at the Professional Service Management
Awards by the itSMF UK.
He is also the WA State Branch Chair for the itSMF Australia and has been active in
the committee, seminars and conferences for over 15 years. He is a pragmatic
thinker, who is always looking for the most effective and efficient way of
conducting business. Combining a technical background, service orientation,
industry best practices, analytical mind and his knowledge of and experience in IT
Service Management, he is exceptionally qualified to advise organisations on
improving their (IT Service) management processes.
 
 



Take advantage of
your itSMF Member Benefits now

PI INSURANCE
 

AFFORDABLE Professional Indemnity
Insurance  for smaller businesses in

Service Management
 

To organise your cover today please contact Charles
Stewart at Capital  Insurance on 0455 044 885 or via

email at Charles@capitalinsurance.com.au

BrightTALK 
WEBINARS

 
Click here to access BrightTALK

 or Click here to explore BrightTALK
Summits
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IT
GOVERNANCE

 
10% OFF ALL PURCHASES FOR

 itSMF MEMBERS
 

Click here for more information

ITIL ONLINE
 

ITIL Online access to the Lifecycle
Suite available only to Members

 
Click here to access 
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Transitioning
People Through
Constant
Change

I have been doing considerable work recently examining what I
think are the changes needed within organisations in which
change is constant. I am looking at these from an organisational
change management perspective – the people side of change.
 
We rely on organisational change management to manage the
people side of change but organisational change management,
 
 
 

as an approach needs to undergo radical transformation if it is
to be of any value when constant change is the new black!
 
Organisational change management practitioners and
everyone else in the organisation will have to fundamentally
change their thinking and approach to be relevant.
 
 



by Karen Ferris

Disruption?
 
 

We are hearing a lot about digital disruption
and digital transformation.
Digital transformation is nothing new. The first
computers were introduced in the 1930s but
we have been finding faster and more
automated ways of doing things long before
that. The dishwasher was invented in 1886 and
the first electric vacuum cleaner introduced in
1901.
 
I don't think it's so much about digital
transformation but more so the disruption we
are feeling today, as change gets faster and
faster and less predictable and manageable.
Organisations that will survive and thrive
amidst the disruption are the ones that truly
accept that change is now constant.
 
This is an organisation in which the volatility,
uncertainly, complexity and ambiguity (VUCA)
of change that is ever increasing in velocity and
shifting in direction, is embraced.
 
These organisations don't have a change
program in which change is dictated from the
top and cascaded down through the hierarchy.
In these organisations, change is a platform on
which everyone can initiate and execute
change.
 
Over the coming months I will explore how
organisations and the people within them need
to transform to become the organisation that
says ‘We’re always ready – bring it on!’
The key areas that I believe we need to focus on
I have called:
 
People transitions
·       Kill the hierarchy
·       Evolve
·       Give it up!
·       Adaptive leadership
·       Speed
 
 
 
 
 
 

as an approach needs to undergo radical transformation if it is
to be of any value when constant change is the new black!
 
Organisational change management practitioners and
everyone else in the organisation will have to fundamentally
change their thinking and approach to be relevant.
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People Transitions
 

As William Bridges famously said, “It’s not the
changes that do you in, it's the transitions”.
This has never been more relevant than it is
today.
 
We have to recognise that transitioning people
through change is now continual and multi-
faceted. We must have an agile, iterative
approach to organisational change whilst
remaining cognisant of people’s needs and
individual journeys.
 
When you look at the ‘traditional’ organisational
change management approaches widely used
today there are a myriad of roles to be played.
Sponsors, executive sponsors, supporting
sponsors, stakeholders, change agents, change
champions, change targets, change consultants,
change analyst and so on.
 
In our ‘brave new world’ we don't have time to
ensure all these roles are in place, ready for the
next change and that people have the right skills
and capabilities to fulfil their role. We have to
keep things simple so that they are ‘agile’.
 
In the same light, we do not have time to create
comprehensive change plans covering
sponsorship, coaching, communication, training,
resistance management and reinforcement.
Those days are gone!
 
I believe there are only three roles required if we
have a change platform - managers, coaches and
players.
 
I am using a soccer analogy because I am from
Liverpool in the UK and a staunch Reds
supporter. But you can align those three roles to
most field sports.
 
In a nutshell these roles are:
•Managers who determine the strategy that is
going to be played out and direct the gameplay.
They provide instruction and motivation.
 
•Coaches ensure that Players are game fit.  They
develop the skills and capabilities of the Players.
They communicate the strategy and game plan
that Players are being asked to fulfil.
 

They are change sponsors supporting and
reinforcing the change.
 
•Players are ultimately the people that will win
or lose the game. It is the Players that actually
make things happen. They use the gameplay and
capabilities with which they have been
equipped to win.
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Kill The Hierarchy
 

Whilst acknowledging that leadership is
important, we need a collaborative workplace in
which transparency and creative freedom reign
over hierarchical boundaries. In order to
respond to constant change we need to be
innovative, agile, enable rapid decision-making,
and ensure employee engagement.
 
The organisation needs to move from
hierarchical ‘control’ to a flatter structure.
It’s not about having no structure but using the
job of hierarchy to get rid of the bad
bureaucracy.
 
Flat organisations are not flat – they are just
flatter than tall organisations. Instead of
“shifting the responsibility” up the management
ladder, flat structures empower employees to
take charge, help make decisions and feel
responsible for the company’s success.
 
A flatter structure facilitates a greater level of
communication between employees and
management. These organisations tend to be
more democratic and offer a greater level of
innovation.
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Communication is usually faster, more reliable
and more effective than in tall structures. Direct
staff input leads to more support for decisions
and fewer behind-the-scenes power struggles
and disagreements.
 
These organisations can respond to constant
change.

Evolve
 

Organisations need to constantly evolve if they
are going to survive in a world of constant
change. They will have to evolve to remain
relevant.
 
The old approach of episodic change
(discontinuous and intermittent), driven from
the top, is broken!
 
Today, everyone in the organisation needs the
capability and permission to be self-organising
so that change is constant, evolving and
cumulative.
 
The competitive advantage lies in the capacity to
constantly change, which comes from
employees being equipped with the capability
and permission to identify, initiate and drive
change. It is only through constant evolution
that the organisation will survive and thrive.
 
Energy and ideas come from the whole of the
organisation and are the catalyst for change.
Transformation requires permission and
participation at all levels. The organisation will
only evolve by working through others. It is
power with, not power over.
 
 
 
 
 
 
 
 
 

Give It Up!
 

If the organisation is going to flatten the
structure, evolve and empower employees, one
of the biggest challenges will be overcoming the
reluctant leaders, who believe that delegation
and empowerment of employees means loss of
control.
In our turbulent world of constant change,
leaders have to move from a command and
control approach to a delegate and trust
approach.
 
The command-and-control approach is fine for
improving operational efficiency in a well-
defined environment.
 
However, in today’s fast moving, complex world,
we need to relinquish control in order to gain
control. We need to “give it up!”
 
Many leaders fear they will lose control if they
relinquish control to others. In times of stress,
the tendency is to revert to command and
control whilst still wanting employees to be
creative and innovative and able to rapidly
respond to change.
 
The issue is that employees will not be creative,
innovative and responsive and are likely to leave
the organisation if they don’t feel trusted and
respected.

Adaptive Leadership
 

Not only do leaders need to give up control, they
need to become adaptive leaders.
 
Acknowledging that we are living in a volatile,
uncertain, complex and ambiguous world, how
can leaders chart a course when they cannot
predict the outcome of their choices?
 
Today, every organisation is an information
business. Leaders need to be able to read the
right signals and act upon them.
 
Adaptive leaders learn through experimentation,
and manage the context, not the instruction set.
 
They cultivate diversity of view to generate
multiplicity of options. They lead with empathy,
reward accomplishment with autonomy and seek
winning solutions for all stakeholders.
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Adaptive leaders know what to do
when they don't know what to do.
 

Successful organisations also need adaptive
leadership teams. Leadership at the top is now a
team effort. Top teams must be more than just
high performing. They need to adapt and thrive,
regardless of the turbulence they face.
 
A BCG Strategy Institute study titled “The Value
of Adaptive Advantage” (2010) shows that more-
adaptive companies generate powerful economic
and financial gains. These companies consistently
outperform their industry peers during periods of
volatility, and they sustain superior performance
over time, whether it’s 5 years or 30 years. The
results also show a strong correlation between a
company’s adaptability index score and total
shareholder return.
 

Speed
 

And last but certainly not least is the need for
speed.
Agile is here and you had better be ready to
manage the people side of rapid change. It is time
to release your waterfall ways!
 
The only way to be truly responsive to constant
change is to become more agile. (Note: I use agile
with a small ‘a’).
 
Business demand means agile transformations
and iterative implementations and organizations
are now challenged with managing the people
side of such fast-paced change.
 
It’s not enough to rely on communications and
training alone. Many existing change
 

 management models follow waterfall rather
than agile practices.
 
The waterfall approach to change won’t work on
an agile project because agile won’t know the
end state until close to the release.
 
Organisational change management has to adapt
to an agile world!
 
Organisational change management needs to
align with agile practices in order to manage
change during iterative development cycles.
 
 Challenges for organisational change are time,
information and planning. None of which are as
available as they used to be! Therefore it is
important to build change along the way and
keep pace with the sprint development schedule
and evolving cadence.
 
Organisational change has to match the rhythm
so that agile and organisation change become
one.
 

Summary
 

This has been a sneak preview into the six areas I
have been working on and you can read more
detail here.
 
I know that organisations are currently talking
about disruption, transformation, agility,
innovation, delegation, permission and so on. I
hear these words all the time. I also know that
most organisations are struggling to determine
where to start.
 
 
 

Karen is considered a thought
Leader in Organisational Change
and Service Management. She is an
acclaimed author, speaker,
facilitator, coach and mentor. You
can find out more about Karen at
www.karenferris.com
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BOOK REVIEW
By Karen Ferris
 
Title: Tribal Unity –
Getting from TEAMS
to TRIBES by
Creating a One
Team Culture

ISBN: 978-1-365-35960-6
Author: Em Campbell-Pretty
Audience:
I could not describe who this book is for any
better than to use Em’s own words:
“This book is for everyone who aspires to make
their workplace a great place to work”.
Karen’s Comment:
This is a personal story that starts in the world
of software development. Not a world Em knew
much - if anything - about.  What she did know
was not positive!
Em was a businessperson. She was initially the
business sponsor of a $200-million program of
work to build an Enterprise Data Warehouse
(EDW).
The program of work had multiple stops and
starts over a considerable period of time. Things
were pretty bad.
Em started to look to the Agile world for help.
Just as she was doing this, the company had a
massive restructure, which resulted in Em
taking on the role of EDW General Manager and
leading the IT team responsible for delivery of
the EDW.
As Em says ‘This was utter madness’. She was a
businessperson not an IT person. When she
joined the company she didn't even know what
an EDW was! But she saw the opportunity.

What resulted was the transformation of the
worst IT team in the organization into a leading
example of a great culture on a global stage.
The book follows Em on her 2-year journey to
bring about this transformation including all of
the trials and tribulations along the way.
She takes us on her courageous journey of
building successful teams and in turn building
successful tribes – a connected group of
teams. She builds a one-team culture through
establishment of shared identify and shared
experiences.
Em’s achievements mean that she is now an
international sought after speaker and a
leading Enterprise Agile consultant. She is a
recognised thought leader on scaling culture
and creating agile tribes.
I cannot recommend this book highly enough.
It is full of great ideas that we can all leverage
to make our workplace a great place to work.
Learn about Unity Hour and Cocktail hour,
Bubble-Up and Tribal Kaizen, and how to
become an Extreme Leader.
This is a must read for everyone. Who doesn't
want to work in a great place?
 

 

Rating: 5 stars out of 5.
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Click on your state to registerClick on your state to register
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NT
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TAS
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SA
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NSW
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VALE - Ross McConnell

It is with great sadness that itSMF advise it's members of the passing of Ross McConnell.
 
Ross was a member of itSMF Australia for many years and served passionately on the itSMF
ACT Committee.
 
We all share similar feelings towards Ross through the time we got to know him.  He was a
gentle and kind man who gave his time generously to many organisations including ours.
 
His contributions were always given in excitement and enthusiasm and came usually with a
cheeky grin and glint in his eye.
 
Ross attended almost every event bar those where he was volunteering his efforts for
another worthy cause.
 
He is respected by his peers for his intellect, his manner and approach, his commitment and
credibility and for being the really great bloke that he was.
 
The ACT chapter has missed him since the day he stoically announced his illness and now
mourn his passing.
 
We will always remember Ross for his smile, his passion and his kindness.
 
From your friends at itSMF.
 
Rest in peace.
 


