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These are exciting times for your Forum.
At our Conference this week we will launch a couple of new initiatives
aimed at strengthening our ties with the industry generally, and
importantly with you as an individual member.
In regard to the first of these itSMF Australia is about to start a ‘Buyer’s
Guide’ where we will host marketing insights for companies which
partner us and where clients and potential customers will be able to
access their details, and download information.
This is an important addition to our own suite of sponsor services and
may well be a world first for the Service Management Forums
worldwide.
As well as the Buyer’s Guide with its undeniable commercial focus, we
are launching a ‘Jobs Board’ which will function as an internet hub
where members will be able to both look for positions and also
advertise their availability for work.
One of the features of working in the service management arena is that
people move quite frequently between jobs and this is an expected
occurrence and generally regarded as part and parcel of the profession.
Our job, as we see it, is to facilitate these transitions from one
workplace to another and do this in a way that doesn’t in itself become
part of the problem – high fees to post a vacancy or your availability
for a position would be an example of a potential solution becoming an
actual problem.
Check out our website and log in with your member ID to access the
Job’s Board and see how this might work for you. And feel free to give
us a call about utilising it for your own ends – that’s what it’s there for.
Conference App
We are able to bring you a new Conference App this year, but it is one
that is very different from any you might have used for our previous
LEADit conferences.
The difference lies in the fact that this one is a ‘multi-even’ App and we
will use it for our national seminar program too.
So for the first time, we’ll have a seminar App usable across all states
and territories to alert you to upcoming events and to promote the
remarkable benefits the seminar program brings to our industry.
It gets better – we envisage using the App to facilitate our ‘Feedback’
program too, so hopefully we’ll see the end of the traditional
paper-warfare evaluation process we have been using for so very long.
Because this is essentially electronic, the return of the results of the
feedback, the ‘turn-around’ will be remarkably sped up and that will be
a benefit for us all.
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A Word from the Chairman
It is exciting to be writing this on eve of our 18th National
Conference; one where we introduced so many changes that have
been so well supported by you, the service management community. A new conference organiser, new format, dramatically lower
pricing, the list goes on. I am looking forward to the chance to chat
to you in person about these changes and your ideas on Service
Management. One of the most important things we do at
conference in my view is we get a chance to really celebrate our
heroes.
As an industry we don’t do this enough. Many of our practitioners
are world leading in their field and they often bring to the service
management domain a pragmatic approach to managing the
human sides of the issue that has seen them gain international
reputations. This combination of strong technical skills and
intelligent insight is often highly sought after and appreciated,
both in the workplace but also among the worldwide community in
which we find ourselves working.
I am looking forward to seeing many of you at our Gala dinner
where we will once more celebrate the tremendous achievements
of individuals and teams working in our industry. There are still
some seats left so I would love you to join us.
In regard to itSMFA, your organisation, I will be chairing my first

‘Face to Face’ meeting with the combined Board and State Branch
Chairs on Wednesday. This is one of those relatively infrequent
opportunities we get to canvas the views and benefit from the
collective intelligence of our community while we’re all sitting in the
one room.
There’s a lot on our plate: these remain challenging times for any
Member association, but in our case, dealing with technologies that
are evolving so quickly those challenges amplify both in their scope
and potential impact. I am looking forward to the collective wisdom
of our board and state branch chairs being brought to bear on some
of the greatest challenges we face. Harnessing these minds to find
the solutions to the tasks ahead of us will generate the strategies
required to forge a strong Forum and ensue our growth and
relevance over the course of the next twelve months. There’s a lot
to be done and speaking personally, I’m pleased to be one of the
people driving these changes.
In any case I do hope you enjoy the conference, that you get a
chance to pat one of our heroes on the back, or accept a pat if you’re
are one of them and that you, like me, are ready for the enjoyable
‘ride’ that will be the year ahead.
Best Wishes
Bradley Busch

Bruce Harvey, our immediate past Executive Officer is
standing down from his current role as itSMFA
Company Secretary at the end of the year.
Since moving on from the EO role, Bruce – or ABH as
he’s often known – has stayed on in a governance
capacity.
I have appreciated the chance to work alongside him
since I commenced in April ’14 and have often turned
to Bruce for insights and advice.
While officially stepping down, he remains very happy
to assist and I’ll be equally happy to take him up on
the offer.
We all wish A. Bruce Harvey the very best for a long,
happy retirement and a strong continued association
with the Forum.
Alan Hollensen CEO
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4 critical components of
successful IT metrics and
reporting
By Nikki Nguyen

Let's do the numbers
In IT, we love to measure and report. We just can’t help ourselves.
But in our efforts to track every statistic possible, we often lose
focus.
So let's change that. Let's start asking questions like... Who will
use the metrics? Why do we need them? Are we setting the right
performance goals to reinforce the goals of our business–or could
we even be working against them?
Today, we'll look at four very practical guidelines for measuring
and reporting on IT performance, and for setting the right goals
from the start.

1: Make sure IT performance goals jibe
with your business goals

More importantly, what about customer satisfaction? I didn’t feel
my issue had been resolved. Now, I had to open another ticket and
waste more of my own time. I grew frustrated. I gave up on the
product.
In a haste to meet their operational performance metrics, they lost
sight of much more important business goals: make customers
happy and encourage referrals and repeat business.
To avoid this trap in your own organization, look for ways to set
meaningful goals and measurements that encourage behaviour in
line with company and organization-wide goals. Incentivizing a
low-level support team to close or escalate tickets quickly can
actually cost the company more, and HDI even has the math to
prove it:

I recently opened a ticket online with a hardware vendor to ask
about repair service. They responded quickly, and answered many
(but not all) of my questions. Most concerning, though, was the
email that I received a few minutes later: “Your ticket has been
successfully resolved.”
Had it? Says who? While I appreciated the fast response, my issue
had not, in fact, been resolved. Did someone close a ticket just so
they could say it had been closed? The front line support team was
clearly being evaluated on time-per-ticket, or percentage of
tickets successfully resolved, or both.
Certainly, time-per-ticket and percentage of tickets resolved are
legitimate measurements for IT operations. But what about the
underlying problem I reported? If you’re not tracking at the
incident and problem level (to look for common, overarching
problems and a high volume of incidents associated with them),
you’re missing an opportunity to help your business solve
problems proactively instead of just reacting to them.
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So encourage your Level 1 support team to spend a bit longer
collecting more information before escalating, and give them the
training and resources they need to be more effective at resolving
tickets, not just triaging them. The savings adds up quickly.

2: Share different metrics with different
stakeholders
Have you ever sat through one of those tortuous meetings where
one or more managers each deliver ten slides to share their key
accomplishments and metrics for the quarter? The reason they are
so torturous is simple: the reports lack context, and they aren’t
relevant to you.
There are two primary reasons you should cater your reports to
the individual stakeholder you are sharing them with:
To give stakeholders the information they need to do their own
jobs better.
To keep them from meddling.
The first is pretty obvious. Different stakeholders care about
different things: a front-line IT manager cares deeply about
technical performance data, while a CTO cares much more about
the bigger picture. Avoid distributing generic, tell-all reports to
large audiences altogether, and instead, meet with your key
stakeholders and agree on the right measurements to help them
achieve their goals.

Trending reports can be even more helpful, because you can
compare your performance over a period of time, and look for any
anomalies that might be worth exploring further. If you looked at
your time-to-resolution data in a vacuum each month, you would
never notice that July and August showed a strong upward climb
in the number of issues opened.

The second is less obvious, but equally important. People love to
meddle. We all do. I’ve watched a very senior IT executive review a
very low-level list of unresolved IT incidents. He didn’t need that
data. In fact, he had directors and managers he completely trusted
to achieve the goals he had put in place. Once he had the data in
front of him, he couldn’t help but ask questions and get involved.
Distraction ensued.
The moral? Don’t include data for data’s sake. Yes, you need to be
completely transparent about your performance, what you’re
doing well, and how you can improve. But you don’t want to give
the entire sink to every person who asks for a drink of water.

3: Use visuals to make reports easier to
understand.
Excel spreadsheets full of raw data aren’t very effective as
report-outs to your team members, peers, and leadership,
because they require the viewer to interpret the data.
Fortunately, adding context to the data isn’t always so hard if you
are already using a strong reporting dashboard. You want to
provide clean, crisp, and easily understood reports that provide
enough context to quickly communicate how you are doing
against your goals, your benchmarks, and your history.
For practitioners and front-line managers, consider using daily
reports to show the top 10 issue types over the last 24 hours.
They’re easy to read and understand, and can help your staff
quickly hone in on any emerging categories that may growing in
popularity.
5 itSMF Bulletin—August 2015

What caused that influx of new issues? Was a new software
revision released? Did you ship a new product? Why were nearly a
third of July’s issues unresolved, when most months the
percentage was much higher? It’s important to look at the entire
picture, and to understand the data you are looking at (and if
possible, what caused it) before you share reports and discuss
results.

4: Keep a scorecard
When a store clerk or passerby asks you how you are feeling, it’s
customary to respond briefly with “I’m fine” or “A bit tired today.”
It’s a quick way to summarize how you are feeling, without giving
them the blow-by-blow account of every event over the last
month or more that has lead up to how you are feeling today.
The same principle should apply in IT metrics and reporting. If
you’re not using a scorecard as a simple, high-level way to both
evaluate and communicate your team’s performance, it’s time to
start now. An effective scorecard will include the objective or
measurement you are scoring yourself against, and an easy “traffic

By

light” system to indicate your current progress: red (at risk), yellow
(caution), or green (good).

Putting it all to use

The most important thing about a scorecard is to be honest.
Nobody performs perfectly at all times, so giving yourself a green
smiley across every category at every reporting interval will likely
cause more alarm and disbelief than praise. Plus, when something
truly does go wrong, you are more likely to get support and
understanding if you have been candidly assessing your
performance and flagging the areas that are putting you at risk.

The above are just guiding principles to help you narrow in on
what you want to report, and how. To learn more about
implementing SLAs and metrics in JIRA Service Desk, watch Lucas
Dussurget’s killer presentation at Atlassian Summit 2014. It’s full of
our own top tricks, examples, and best practices based on tons of
customer implementations. And for a deep-dive on figuring out
what you should be measuring, be sure to check out another
excellent presentation from Summit 2014–this one by John Custy.

A basic scorecard for operational performance might look
something like this, and is a great way to quickly update
stakeholders without burying them in unnecessary technical data.
More advanced scorecards, like balanced scorecards, can measure
IT’s contribution to larger business goals, and are effective at
tracking the performance across entire organizations and
companies.

This article was originally published on the Atlassian website

ABOUT THE AUTHOR
Nikki Nguyen
Associate Product Marketing Manager,
JIRA Service Desk
Although my life in IT is behind me, it's not too far away. I'm now
a recovering systems administrator evangelizing the way teams
work by using JIRA Service Desk. I've found a love of combining
customer service with technology.
Nikki is presenting at Service Management 2015.
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Many problem management implementations fail or have
limited success because they miss one key ingredient in their
practice: having trained problem managers leading problem
investigations using structured methods. By following a few
simple guidelines, your problem management function can be
successful from day one or rescued from its current low levels of
performance.

Typical implementation
A typical problem management process document usually covers
roles and responsibilities, how the process works and a little bit
about governance.
Roles and responsibilities usually covers just resolver groups and the
process owner. It is surprising how frequently the problem manager
role is not defined at all. Responsibilities for the resolver group
usually includes ‘investigate root cause’ and ‘update and close
problems’. The problem manager is often given responsibilities like
‘assign problems to resolver groups’ and ‘track problem progress’.
The process normally covers the steps but does not say how to go
about solving problems. Commonly, the process is simply ‘assign the
problem to a resolver group for investigation’. Usually the resolver
group also owns closure. This means that there is no way of knowing
if the root cause found is correct or if the solution is adequate.
The result is that many implementations do not achieve their
expected results. I call this approach ‘passive’ or administrative
problem management. The impact on reducing incidents is usually
minimal.
If your monthly major incident data looks like this, you may have
one of these typical implementations:
Figure 1: Monthly Occurrence of Major Incidents.

The Alternative – ‘Active’ Problem Management
The missing ingredient in a typical implementation is skilled
problem managers using a structured approach to solving problems.
By structured, I mean a consistent, evidence-based method, either
by adopting one of the major problem-solving frameworks such as
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Kepner and Fourie, or by agreeing your own set of steps (I set out
one version in my book). Deciding on a standard method that
everyone will use with NO exceptions is the critical success factor for
effective problem management.

major incidents – problem management also needs to apply a
structured approach to finding solutions, getting approval to
implement and tracking the implementation to an agreed target
due date.

The benefits are:

The Results



Speed to root cause – a standard approach yields results
more quickly –around 60% quicker in fact (see Figure 2)



Consistency – all your problem managers can be equally
successful



Certainty that real causes are found – because investigations
are based on evidence and not guesswork and theories, you
can show that the causes found are correct



Collaboration – if you do problem management the same
way every time, teams know what to expect, they can see
the good results and they get used to working together
without confusion

This is what successful problem management looks like when you
have skilled problem managers using a structured approach to
finding root cause and finding and implementing permanent

solutions. When problems stop causing incidents, the incident rate
goes down quite rapidly.
Figure 3: Monthly Occurrence of Major Incidents.
© Copyright Real-World IT 2015. All rights reserved

Michael Hall
Figure 2: Average time to find root cause in two problem management implementations.

Problem Managers Lead Investigation Sessions
Because it is the problem managers who are highly skilled in
problem solving techniques, they should facilitate problem
management investigations in conjunction with the technical
experts, then work with subject matter experts to determine
solutions to problems and track implementation to ensure the
problem is entirely fixed. The problem management function should
be responsible for reporting root cause, progress on resolution and
all the metrics and KPIs related to problem management, but (very
important!) making sure that the subject matter experts get the
credit for solving the problems.

Track and validate solutions
To gain the main benefit you are after – reducing the occurrence of
9 itSMF Bulletin—August 2015

Michael has over 25 years
experience in IT,
developing and leading
teams, managing change
programs and
implementing Service
Management. Now a
specialist in Service
Operations, he founded
Problem Management as
a global function at
Deutsche Bank and is a
Chartered IT Professional
(CITP). Michael will be
leading a workshop on [Implementing Real World Problem
Management] at Service Management 2015.
Click here to register
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Q & A with Sharron Spratt
attention to the most important information and
not get bogged down in minutiae


Comfort with fellow riders having different styles
and approaches because they know it’s more
important to get to the goal than what method
you use



Greater ease with risk and ability to have a clear
line of sight



Awareness that blind spots can be your undoing



Getting out of the office. Riding pares everything
down to the bone – and its so engrossing that
other worries don’t get a look in.

There are so many principles that transfer across and
we are still discovering them.
Sharron Spratt is a specialist in transitioning technical
professionals into great managers and leaders and a
bestselling author to boot. We talked to her about
leadership and motorbikes!
You are an avid motorbike rider and have translated
that enthusiasm into your executive training program
- On Yer Bike. Tell us a bit more how the principles of
riding can apply to lessons in leadership and change
management.

Your book 'LEAD I.T. Moving from technical leader to
people leader - FAST' has resonated with a large
audience. If you could condense one piece of advice
from your book that every great leader should know,
what would it be?
Oh wow – only one piece... if I can have two they would
be:


One of the differences between riding a bike and
driving a car (or being a passenger in a train) is that
you have to have total focus on the road, other traffic
and your own riding at all times. This gives many
motorcyclists a different way of ‘being’ and thinking

which can transfer veryitSMF
easily into
leading
others,
Australia’s 18th Annual
particularly through a period of change. Successful
leaders share many of the same attributes and modes
of thinking as good motorbike riders:

Be a constant learner and open to developing
your skills based on feedback from all sources.
E.g. seeing every ride as an opportunity to get
better by responding to the feedback you get
from the bike, the road, other riders and your
own responses
Invest time in developing your self awareness so
that your ego
does not limit your potential. E.g.
National
Conference
the best riders are more than happy to admit
when they make mistakes both to themselves
and others. Excuses are not in their vocabulary.

BUILDING CUSTOMER VALUE



Focus and total engagement, ability to pay

SOFITEL SYDNEY WENTWORTH AUSTRALIA l 20-21 AUGUST 2015
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Transitioning technical professionals into great
managers and leaders is your forte. In your experience
have you found that anyone can be an excellent leader
with the right guidance, or does it take a certain type
of personality?
In my experience everyone can be a competent
leader if they are willing to put in the same effort to
learn as they did with their technical expertise. What
makes a great leader is not so much a personality as a
number of attributes - many of which can be learned
(thank goodness). It is quite a long list but in my view
the most important are:


A balance of intellect, and curiosity and care for
people



A strong drive for high performance from
themselves and their people



Ability to communicate (both speak and listen)
- constantly about performance



Very high levels of trust – from and in their
team



Mindfulness- aware of what is going on around
them, their impact on others



Flexibility. Part of this is being able to put ego
aside and be flexible to achieve the objective.

THE SMILE MANAGEMENT FORUM

Service Management 2015’s theme of Building
Customer Value is something you are very
knowledgeable about, please explain why you think it's
so important.
For me this is a no-brainer if you are in business these
days. Your people are the deciding factor in almost any
business. Your competitors are probably offering the
same products or services as you – but they don’t have
your people delivering it – there is gold right there for
the companies that are willing to invest in this long
term.

Secondly, customers have access to so much
information now, are so much more knowledgeable
about what is available and more than willing to tell
the world (quite literally through social media) about
their experience with your business. You have no
choice but to strive for the highest standard and that is
delivered by people.
Even though we all like to think of ourselves as
pleasant, helpful members of a team it becomes very
challenging to maintain high quality service if we are
constantly bombarded with unhappy customers,
frustrated by clunky systems or constantly restricted by
unfair policy decisions and working in a culture that
pays lip service to great customer experiences but is
unwilling to value the people who deliver it.
The challenge of course is in providing the right
systems and culture that make it easy for our people to
deliver and give them the autonomy to use their brains
to make on the spot decisions on your company’s
behalf. Not easy when the very nature of our brain’s
hardwiring works against us at times.

itSMF Australia’s 18th Annual National Conference

BUILDING CUSTOMER VALUE
SOFITEL SYDNEY WENTWORTH AUSTRALIA l 20-21 AUGUST 2015
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itSMF Industry Awards
2015 Project of the

Finalists
The IT Service Management Project of the Year 2015
will be awarded to the
organisation that, in the
judges’ view, completed the most successful and/or
challenging IT Service Management project.

Department of Immigration
and Border Protection
Our project introduced a new and innovative solution, while at the same time reducing the forward costs of providing these
services

ANZ Bank
Trust is crucial. The facilities
delivered by this project make
it easier for the bank to live up
to the trust our stakeholders
place in us.

Fortescue Metals
The work undertaken in this project was
completed on schedule and within the
existing IT operating budget, the work
was completed with no downtime to the
Change Control systems, minimizing
impact on users and the business
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2015 Innovation of the Year

Finalists
The Innovation of the Year 2015 is awarded for the most novel ITSM project,
product or service. It distinguishes innovative ideas that demonstrate results
and clear evidence of benefits, including financial benefits that flowed from the
development of an innovative project, product or service.

Motorola Solutions
The essence of our innovation wasn’t
the creation of the SMO; instead it
was the realisation that no matter
how careful we were in setting up
the structure the expectations, the
future remained uncertain.

NEC
The ambitious Services Information
and Intelligence Centre (iCentre)
project was designed and
implemented, within six months, by
NEC Australia. It is an easy to use,
centralised access point that
simplifies problem reporting.

Silversix
CIOPulse performs a sophisticated
analysis that uses survey data for
each client to determine which aspects
of the customer experience are the most
important to that particular client’s
customers.

13 itSMF Bulletin—August 2015

itSMF Industry Awards
2015 Service Desk Team
Project of the Year Finalists
The Service Desk Team Project of the Year 2015 is awarded to the service desk
team who, in the judges’ view, made the most distinguished, outstanding
contribution within the Service Management Industry during the year.

Brisbane City Council
Brisbane City Council’s ICT Service
Desk has a single goal, which is to
deliver the best ICT service and to
align all support provided to the goals
and direction of Information Services
Branch and the organisation.

Datacom
The Service Desk team are active
participants in identifying
methods of delivering innovative
improvement for the customer.
This is incentivised by the reward
and recognition program.

Queensland University
of Technology
QUT’s project was initiated with the
primary objective to add value to
the university’s teaching, learning
and research activities.
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2015 Whitepaper of the Year

Finalists
The Whitepaper of the Year Award will be awarded to
the best Australian Whitepaper which will need to focus on the interests of the itSMF community while
avoiding areas such as specific products, services or so-

Scott Tunn
MLAS - My Life as a Service

Jayson Kurisinkal
The State of CMDB Federation

Anusha Raju
Business Results Drive Business
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2015 Sponsor Profiles
Platinum Sponsor
Alemba is a creative IT Service Management software and consultancy
company that is trusted by a rapidly growing number of global enterprises to
deliver truly beneficial IT Service Management Solutions.
As the successor to VMware Service Manager (formerly infra Enterprise),
Alemba’s v Fire IT Service Management Software has inherited over 20 years of
knowledge and offers a truly innovative User interface that puts customer
experience front and centre.

Gold Sponsors
Atlassian unlocks the potential in every team. Our products help teams
collaborate, build software and serve their customers better. More than 43,000
large and small organisations – including Citigroup, eBay, Coca-Cola, BMW and
NASA – use Atlassian’s tracking, collaboration, communication, service
management and development products to work smarter and deliver quality
results on time. Learn about products including JIRA, JIRA Service Desk,
Confluence, HipChat, Bitbucket and Stash at atlassian.com.

Since 1988 Axios Systems has been committed to delivering innovative Service
Management solutions that help customers improve IT infrastructure &
operations. With many thousands of successful on premise and SaaS
deployments globally, Axios is a worldwide leader with a 100% focus on Service
Management and Business Transformation. assyst is purpose-built to transform
departments across your organisation into profitable business-focused
customer service teams. In 2014, assystTM was accredited for all fifteen
PinkVERIFY™ ITIL® processes, and was the first technology vendor to do so
within a single solution.

CA Technologies helps customers succeed in a future where every business—
from apparel to energy—is being rewritten by software. From planning to
development to management to security, at CA we create software that fuels
transformation for companies in the application economy. With CA software at
the center of their IT strategy, organizations can leverage the technology that
changes the way we live—from the data center to the mobile device. Our
software and solutions help our customers thrive in the new application
economy by delivering the means to deploy monitor and secure their
applications and infrastructure.
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Gold Sponsor Cont...

Unisys is a global information technology company that applies innovative
modern approaches and technologies to mission critical IT operations for many
of the world’s largest companies and government organisations.
Unisys’ proven approach to service management, was recognised as a leader in
the 2014 Forrester Research, Inc. “Wave” report on ITSM Implementation Service
Providers, provides an enterprise-wide framework for delivery of services crucial
to the operations of a digital business.
Our innovative solutions include Edge Service Management, a solution that
simplifies core Service Management processes and quickly aligns people,
processes and technology to improve service delivery while lowering costs.

For the 18th consecutive year, UXC Consulting is sponsoring and exhibiting at
the annual itSMF conference. We’re looking forward to seeing many new and
familiar faces in August. Come and have a discussion about the latest industry
trends in business technology, cloud, service integration and management
(SIAM), and the effects of hyper-connectivity on service management.
We’ve got a distinct vision of what the future looks like – and how you can build
value for your customers. As the only provider to offer comprehensive end-toend services in service management, we’ve seen it all. Here’s some thinking
to consider in the meantime, we’d love to hear your perspective during
the conference. www.uxcconsulting.com.au/blog

Silver Sponsors

Freshservice is an affordable cloud based IT service
desk software that currently serves more than 2500
mid-market and enterprise customers worldwide.
Equipped with an intuitive UI and a powerful asset
management module, Freshservice is effortlessly
customisable and is built on top of ITIL processes.

ENTERPRISE SOFTWARE
Big Data changes everything – and HP Software gives
you the power to transform it into actionable
intelligence, so you can capitalize on new
opportunities and solve real problems in the
moments that matter. More information about HP
Software is available at www.hp.com/au/software.

HEAT Software is a leading provider of Hybrid
Service Management (SM) and Unified Endpoint
Management (UEM) software solutions for
organisations of all sizes. HEAT manages millions
of service interactions and millions of endpoints
everyday for thousands of leading organisations
across IT, HR, Facilities, Finance, Customer Service,
and other enterprise functions.
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Fujitsu Australia Limited is a leading information
and communication technology (ICT) company,
offering a full range of technology products,
solutions and services with a global presence in
over 100 countries. We use our experience and the
power of ICT to shape the future of society with
our customers.

Xtraction Solutions is a product development
company that provides dashboard and reporting
solutions to hundreds of customers worldwide.
Our focus is to provide customers with an easy to
use, easy to deploy service management reporting
solution that provides visibility into company data
to support decisions at all levels in the business
and IT without technical or advanced analytical
knowledge.

2015 Sponsors Cont...

Bronze Sponsor

Other Sponsor

Media Sponsors

Leveraging best practice across organisations in
Australia. The CIO Network is an Australian
community of senior IT executives from over 40
organisations. We help senior IT executives in
Australia to face their most pressing challenges. We
bring them together to learn from the best in
industry. The insights our members get help them
to be more effective and get improved results.

Technology Decisions provides busy senior IT
professionals with an easy-to-use, readily available
source of information, crucial to gaining valuable
insight into the meeting place between business and
technology. Members have access to thousands of
informative items across a range of media channels.

Van Haren Publishing is one of the world’s leading
publishers on best practices, methods and
standards. We are the official publisher for The
Open Group, IPMA-NL, ITSqc, GamingWorks, ASL
BiSL Foundation, IAOP, IACCM, CRP Henri Tudor
and PMI NL.

Service Management 2015
itSMF Australia’s 18th Annual National Conference
SOFITEL SYDNEY WENTWORTH AUSTRALIA l 20-21 AUGUST 2015
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BU

ACT - 3rd SEPT
NSW - 3rd SEPT
WA -8th SEPT

NT - 3rd SEPT

QLD - 9th SEPT

VIC - 9th SEPT
TAS - 9th SEPT

SA - 17th SEPT

PROUDLY SPONSORED BY itSMF STRATEGIC PARTNERS
SA State Sponsor
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