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Those of you who attended the Sydney event last year might well
have noticed the work the Conference Committee did to address
this important aspect of running a conference – creating a feeling of
community by way of engineering the environment so interaction
between people was enhanced and we could socialise more easily.
We were even more successful this year or at least that was the
message I received from you on numerous occasions.
This year’s conference was marked by a dramatic rise in attendance
over recent years and my own view is that we have the roadmap we
require to continue to produce events that provide meaningful
learning for industry professionals while meeting those very
important social requirements as well. (No-one wants to go to a dull
conference, and indeed, no-one will!)
As your CEO I made numerous contacts that I will be working with
over the coming months to broaden the operating environment of
itSMFA. I discovered a number of people who are very keen to
partner with us for the sake of our community and this will produce
opportunities for further learning and professional development
that you will start to see quite soon.
I would also like to avail myself of this opportunity to
extend my thanks to the Queensland Branch – the work they did
over the twelve months leading up to Conference to get their members along was outstanding. The result was a hefty Queensland
presence - a contribution that saw attendance rise to a level not
seen for years. ‘Well Done’ to everyone involved.
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A Word from the Chairman
Dear Members,
With our Brisbane Conference now behind us we can draw our
collective breath and look towards the conclusion of a successful 2016.
While the year is far from over, much of our work has either been completed or is in train with the result that, barring any unpleasant surprises, we can already provide a reasonably clear assessment of our work.
My view is that in general this has been a year where our plans have
come together in a way I had hoped for, but was by no means certain
of. The big issue in this regard was our conference where we were
looking to capitalise on the success of the new format we trialled in
Sydney last year. I wanted a much greater level of connection with our
Members and with the numbers we got I can safely say that this aim
was realised.
As well, the still relatively new format for our sponsors worked
splendidly once more and they enjoyed a level of connection to the
delegates that many remarked on very favourably. A less appreciated
aspect of the simplified exhibition area is the dramatic lowering of
overheads for our exhibiting sponsors making supporting our forum
more cost effective for them.
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We are excitedly working on the 2017 event and I’ll have exciting news
about this in the next week or two. One thing I can say for sure though,
is that next year’s conference will adopt the same model as this year’s.
This relates to two things in particular; one is the layout and physical
spaces will mirror those of our last two conference, but more importantly I want 2017 to also mirror the change in focus of the presentations.
Your Conference Committee widened the net with member reviewers
selecting the best presentations from the many submissions. This
change saw far fewer ‘war stories’ of implementations, far fewer
presentations relating to the ‘nuts & bolts’ of Service Management and
a much, much greater emphasis on the bigger picture themes we face
in our professional lives.
The result of this was that people went away from our conference with a
better grasp of the dynamics of change in their professional lives –
members remarked on this to me directly on many occasions as the
presentations unfolded. It is this more forward-looking approach that I
want to see continued next year and as your Chair I’ll be making my
contribution to ensure that is what we deliver.
Enjoy the magazine.
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Is it really possible to make
ITSM profitable?
By Fabian Henzler and Oliver Kluenter, Matrix42 Product Management

How can corporate IT departments become
value-producing profit centers?
It’s 10.30 on Monday morning at a mid-sized
business consultancy. IT Service Manager Barbara
Brown is already longing for the weekend. On Friday she learned that her budget was to be cut for
the third year in a row. One of her best staff just
resigned. Complaints about service levels and the
lack of device and app choice are mounting.
And it seems like the head of sales and
marketing has been speaking to Salesforce – without involving her or her boss.

Standing still is not an option
This scenario is being played out in many
corporate IT departments today. User needs and
expectations, especially those of the ‘digital native’
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generation, are outstripping IT’s ability to meet
them. Service Managers like Barbara cannot
provide business people with transparency over
what IT services cost and the value they deliver.
And increasingly, individual departments are
bypassing the IT department altogether to get the
tools they need to perform. The IT function needs
to change, to avoid becoming a commoditized
infrastructure management provider.

Dawn of a new ITSM order
Above all Barbara Brown needs to have a good
answer to the question: “Why is our IT so
expensive?”. To do this, she needs to be able to
offer services proactively based on changing user

needs. She also needs to make the associated costs
transparent for all, and prove the value that those
services deliver.

question is how to make it happen ...?

A holistic approach to IT Service
Management can help achieve
this by:

We have successfully implemented a huge amount
of Matrix42 Service Management products over a
number of years. We have learned that there
are five key steps to take to complete the
transformation.



Integrating IT service processes with business
processes



Making the steps involved, from service request
to fulfilment and eventual retirement, easy to
follow for everyone involved



Assigning a price to every service that generates a
value higher than costs entailed in delivering it



Enabling continuous service and cost optimization

Once IT departments achieve this, they can take the
next step towards becoming a full-blown profit
center. This involves replicating this integrated
service management environment and providing it as
an outsourced service to other businesses. The result:
new, profitable revenue streams for the organization.
So how can you make this happen?

Five steps to awesomeness

1) Analyze the business needs
First you need to know what services you
have. Try to understand how they're being used.
You can easily achieve this if you have a single
solution for Asset, Contract and License
Management. Generate a big picture about the
needs and costs out of this. Your Service
Management and Compliance solution should be
able to do that out of the box. If not then just use
the Reporting or Business Intelligence capabilities
to generate the overview. You can use this
snapshot as a basis for identifying where the gaps
are. And you can save money by eliminating assets
and services that are underused.

2)Establish service cost transparency
You need a clearly priced Service Catalog. This
process must be at the heart of your service
management environment. You also need well
defined processes linking service requests to
approval, delivery and eventual withdrawal or
retirement. This will give you a complete, precise
picture of service costs.

3) Simplify and accelerate IT service
delivery

© vgajic / istockphoto.com

Delighting users
So, you’re convinced that you need to adopt a
holistic approach to Service Management. You want
it to integrate with all the relevant business
processes and provide complete cost transparency. In
addition, of course you want to delight users. You’re
also excited about the idea of replicating your
approach and selling it to other organizations. The
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What do you need to reliably deliver Services in
minutes or hours, instead of days or weeks? Ease
of use, comprehensive reporting and automated
workflows. A completely integrated tool that also
makes it easy to create new services or adapt
existing ones can provide it. The best solutions
also enable you to perform service management
tasks via mobile devices.

4) Make the value visible
An integrated, catalog-based service management
system makes it easy to price services. Of course
it's aligned to demand and service levels. This

creates a clear connection between service cost
and value.

5) Productize and extend
Once the environment is in place, you can
replicate it for other organizations. The most
straightforward way is to provide cloud-based
access to an instance of the same centralized
solution. In fact, a number of Matrix42 Service
Management customers are already doing this
today.

Integration is key
Matrix42 Service Management is a fully
integrated service management solution,
backed by decades of successful service and
workspace management experience. It is
recognized by the ITAM Review as best-in
class in the service management space. As
such, it can help organizations like yours
achieve the transformation outlined in this
article.
This article is extracted from the Matrix42
blog post series and is available in two parts:
http://bit.ly/MakeITSMprofitable and http://
bit.ly/MakeITSMprofitablePart2
Please visit the Matrix42 blog at https://
blog.matrix42.com to find out more!
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Imagine this……..and
then turn it into a
reality!
Your internal customer and IT personnel are expressing
dissatisfaction with the incident management process.
There is a long list of things they believe need to be
improved.
The Process Owner collects all of the requirements from
all stakeholders as user stories in the following format.
As a <type of user>, I want <some goal> so that <some
reason>.
“As a service desk analyst, I want easier categorisation so
that I can log incidents more quickly and get them to the
right resolver team”.
“As a marketing manager, I want better prioritisation so
that the incidents with the biggest impact on my
business get dealt with first”.
Some of the requirements are also extracted from the
CSI register and converted into user stories.
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All the user stories are placed into a process backlog and
prioritised by the Process Owner. The product backlog is
visible to everybody so they can see all the work that
needs to be done.
A cross-functional team of 6 including process owner,
service manager, customer, process architect, tool
administrator and documenter is formed.
They hold a time-boxed meeting to plan what they are
going to work on over the next 2 weeks. As a team they
define what “done” looks like so that they are all on the
same page. It is the team that determines how the
requirements are going to be.
The work to be done is placed in a to-do-in-this-period
backlog.
The team are self-organising and empowered. There is no
one “leading” the team. The Service Manager ensures that
any impediments to work getting done are removed. No
one can change what the team are working on apart from
the Process Owner.
Each morning the team meets briefly and each member
states what they did yesterday, what they are going to do
today and any impediments they have in completing
their activities. The Service Manager deals with these.

At the end of 2 weeks, the team meet again to review the
work that has been done. There is little that has not been
“done”. The Process Owner places any work that has not
been done into the process backlog.
The team also meet to perform a retrospective of the past
2 weeks. This looks at how the team can improve.
The Process Owner reviews the process backlog and
ensures that all the requirements are still valid and in the
right priority.
The next planning meeting takes place to determine what
activities will be “done” over the next 2 weeks.
Rinse and repeat!
Meanwhile in the next building the change management
Process Owner is also collecting feedback on their
process. Just like the incident management Process
Owner, the list is long. The change management Process
Owner decides to initiate a 6-month project to overhaul
the process and fix all the issues. When the project was
complete, the change management Process Owner found
out that the stakeholder requirements had changed! The
project therefore did not deliver what was needed.
Which Process Owner is going to be more popular with
their stakeholders?
The approach that the incident management Process
Owner took:








Met stakeholder requirements faster
Managed changing stakeholder needs
Improved collaboration between development and
operations
Overcame constraints in workflow
Took an iterative approach to process
improvement
Improved the velocity of the team
Got more “done”

Welcome to the world of Agile Service Management
(ASM) and Scrum.
In this world the Process Owner is the Agile Process
Owner and the Service Manager is the Agile Service
Manager.
Agile Service Management and Scrum introduce the
concepts of process backlog, sprint backlog, sprint, and
sprint burndown to measure progress, sprint reviews,
retrospectives and sprint planning meetings. All
meetings are strictly time-boxed. Only the Agile Process
Owner can change the team’s work in progress and the
‘user stories’ in the process backlog.
The process backlog can act as a CSI register. Work is
organised into short 2-4 week sprints, each having the
team work on a sprint backlog taken from the process
backlog.
Tools such as Kanban boards clearly show the work to be
done, the work in progress and the work completed.
Limiting the work-in-progress allows the team to focus,
have more attention to detail and deliver higher quality
outcomes.
There is more to Agile Service Management and Scrum
and their benefits than I have covered in this brief
scenario. So, you may want to delve a little deeper and
see if its something you could adopt in your organisation.
It is a very different way of working for many and so
organisational change management will need to be
employed.
Perhaps start with a pilot on one process and see how it
goes? The old waterfall approach is no longer the
solution for all process design and process improvement.
Remember, once you get to the bottom of the waterfall,
its very hard to climb back up again! A rapid and regular
iterative approach saves you that climb.

Karen Ferris is a Director of Macanta
Consulting – a service management and
training company. Karen is a service
management expert and organisational
change management practitioner. In 2014,
Karen was given the lifetime achievement
award by itSMF Australia for her
contribution to the industry. In 2015 she
was selected by AXELOS as one of the six
global architects to work on the new ITIL
Practitioner publication and certification.
Karen is a sought-after international
speaker.
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Congratulations to our
2016 itSMF Industry Award Winners
ITSM Project of the Year Winner—Australia Post
Finalists—Kinetic IT/QANTAS and ANZ

Innovation of the Year Winner—Australia Post
Finalists—SkillsTx and Clean Energy Regulator
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ITSM Capability of the Year Winner—NAB
Finalist—Clean Energy Regulator

Lifetime Achievement Award
—Aileen Cater Steel

Thought Leaders of the Year
—Rachel Seiniger
& Chris Morrison

Service Management
Champion of the Year
—Justin Gasparre
11 itSMF Bulletin—September 2016

THE SMILE MANAGEMENT FORUM

itSMF Strategic Partners

NT Q3 Seminar

SA Q3 Seminar

ACT Q3 Seminar

Thurs 15 Sept

Thurs 22 Sept

Thurs 15 Sept

QLD Q3 Seminar
Wed 21 Sept
State Sponsor
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2016 itSMF
Q3 Seminar
Series

State Sponsor

VIC Q3 Seminar

NSW Q3 Seminar

Wed 28th Sept

Thurs 25 Oct

The Bulletin has a long and distinguished history with itSMF.
Now is the perfect opportunity for you to make
a tangible contribution to your own industry
journal. We are calling for articles from
Members for publication in The Bulletin based
on your direct experience.

Your First Step?
A initial approach directly to the Editor is a
sensible first step and you will find my contact
details below. I will also work closely with you

Articles should be in the order of 800 – 1,000

during the preparation of your article and will
provide any assistance you might require.

words, although both shorter and longer
contributions will be welcome depending on

alan.hollensen@itsmf.org.au

space and of course content. They may reflect
your own workplace triumphs, (or tragedies)
or relate to your analysis of issues you see
playing out in the Industry.
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Five Essential
non-ITSM books for
ITSM Professionals






Many problem management and CSI practices are
As ITSM
professionals,
are all familiarSome
(to varying
with the
struggling
to make
a realwedifference.
havedegrees)
become
ITIL books. Likewise we are all good at applying the concepts contained
secretariat
functions delivering reports instead of real
therein, but does this make us as a cohort a bit too one-dimensional?
improvements
I thought about non-ITIL books I have read which have had an impact on
These practices
can however deliver real improvements
my work in ITSM. Which books have helped me grow as an ITSM
when they
address
a mission
the they
organisation
for,
practitioner?
Why
and how have
helped me? cares
There are
plenty of
books that
have helped me,
but here are satisfaction
the five books that
I keep going
for example,
a reduction
in customer
from
back to, and share with colleagues. They have had the biggest impact
the Service Desk
across the breadth of skills I have had to develop over the years.
Solution – apply your problem management and
Continual Service Improvement skills to an existing
missionBook
to make
a real
difference
Details:
“Drunk
Tank Pink” by Adam Alter (1st Ed.,

2013)
Why is it relevant to ITSM practice? Successful implementation of any
ITSM initiative relies on people above all else. This book provides a view
on how an individual’s set of behaviours are influenced by who they are,
their interactions with other people, and their interactions with their
environment.
There are a couple of very interesting chapters on how a person’s name
can really affect their view of themselves, as well as the importance of
carefully selecting labels and symbols (in your processes?) to avoid (or
promote) unconscious behavioural biases.
How can the ideas be applied? Learning from the section on the
environment, I set up in one organization a room for technical teams to
brainstorm ideas when trying to restore service during major incidents.
The room was painted blue, and had images of lightbulbs on the walls
(both of which, according to research, foster creativity and lateral
thinking). I have also continued my practice of using red ink to review
drafts of documents (reviewers using red ink find more errors than
reviewers using other colours).

Book Details: “How to Measure Anything” by Douglas
Hubbard (2nd Ed., 2010).
Why is it relevant to ITSM practice? Consider any ITIL process, and a critical
success factor for its successful implementation is a good measurement
regime. The Continual Service Improvement book is written largely about
measurement. But how good are we at measurement? Do we fall into the
trap of measuring something because it is easy to measure rather than
being useful? How do we deal with measuring things that, on first blush,
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appear to be qualitative aspects (customer satisfaction,
anyone)? This book provides excellent guidance on these
questions and more.
The section that simplifies statistics will grate with anyone
who has formally studied statistics. Otherwise the book is gold,
and essential reading for anyone who has to measure
anything. The argument he makes for range measurements
versus point measurements could (should!) transform the way
we report in ITSM.
How can the ideas be applied? I had a client who was trying to
understand some qualitative aspects of how well a
supplier was performing. By encouraging the use of range
measurements and also using Hubbard’s calibration
techniques, we were able to produce two ranges of
performance: one that showed how well the supplier was
performing and another showing a baseline range. Full overlap
of ranges was fine; no overlap was a problem; and partial
overlap kicked off many good discussions further improving
delivery of the supplier’s services.

Book Details: “Thinking Fast and Slow” by Daniel
Kahneman (1st Ed., 2011)
Why is it relevant to ITSM practice? Kahneman and his
colleague Taversky were economists who developed Prospect
Theory – an explanation of why people make particular
choices in given situations. Key to the theory is the idea of
framing the choice – people prefer to lock in a small profit
rather than risk a larger one, yet will risk a large loss to avoid
locking in a smaller one (this goes some way to explaining the
success of Nigerian scammers). This book moves beyond
Prospect Theory and deals with more aspects of Kahneman’s
work around how people think and make decisions: anchoring,
confirmation bias, overconfidence, outliers and rare events…
the list goes on.
This is not an easy book to read. It requires concentration (not
good late at night when you are nodding off), and is not the
kind of book you can dip into at will, unless you are well across
the material and need a quick refresh. However, the rewards
are substantial for those willing to make the effort on this
book.
How can the ideas be applied? The concepts of Prospect Theory
and anchoring provide excellent guidance for writing reports
and recommendations to implement improvements in an
organization. I have used these ideas in writing business cases,
sales proposals, and implementation recommendations.

Book Details: “The Naked Presenter” by Garr
Reynolds (1st Ed., 2011)
Why is it relevant to ITSM practice? A key part of being an ITSM
practitioner is presenting. It doesn’t matter if you are a
Problem Manager running a PIR, a technical support resource
providing an update on an incident to the CEO, or a

high-powered consultant presenting to the Board. Presenting
information is a part of our lives.
This book is the definitive guide on presentations (not
PowerPoint, on presentations). Even though I have a
background in teaching and have been presenting for many
years, the quality of my presentations improved dramatically
after reading this book and applying the concepts therein.
How can the ideas be applied? Everywhere, ranging from
conference presentations to a 10-minute briefing session for a
single person. When I am preparing or presenting, the
audience (no matter how big) is the centre of my universe.

Book Details: “The Hitch Hikers Guide to the
Galaxy” by Douglas Adams (1979-1992)
Why is it relevant to ITSM practice? There are lessons galore for
ITSM practitioners in this five-book trilogy. These range from
poor communication by the local council (a warning to project
managers everywhere), through to the importance of
understanding the questions before you seek answers
(reporting analysts and executives take note), and a
dual-personality, two-headed individual with some serious
issues (never make your Incident Manager and Problem
Manager the same person).
How can the ideas be applied? Every single day as an ITSM
practitioner. But the real value in these books comes from the
reminder that no matter how weird, baffling, and bureaucratic
we think the world of IT is in our workplaces, we are not
special. This stuff happens everywhere.
I hope that this list has been of some use to you, and possibly
exposed you to books you may not have otherwise read. I’m
always interested in hearing from people about what books
have influenced their professional development as well, so
feel free to let me know!

Paul Edwards
Paul has over 10 years' experience
working in IT service management,
ranging from senior consulting roles
through to 'on the ground'
operational experience in medium
and large organisations. A recognised
thought leader in the industry, Paul has a track record of
delivering successful and innovative ITSM solutions for clients that meet and often exceed expectations. Paul was
excited to lead the team that won the itSMFA Project of the
Year for 2015, and speak at the SM Conference in 2016.
*Disclaimer: I have no affiliation with any of the authors
except as a reader of their works.
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By Brad Schimmel

By Le
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To view more photos click here
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A big vote of thanks to
Our Service Management 2016 Sponsors

You assisted in making the
2016 Service Management Conference
Shake.IT.Up a wonderful experience
for all concerned.
Platinum Sponsor
Matrix42 is a leading provider of intelligent workspace management
software. In keeping with our motto, “Smarter Workspace – Better Life”,
our mission is to continuously make workspaces smarter, so that working
life becomes easier. More than 3,000 customers, including CBA, Mirvac
and Scentre Group (part of Westfield Group), use Matrix42’s future-proof
workspace management solutions to maximise employee productivity
on more than three million workstations. Matrix42, which was founded
in 1992 and is headquartered in Frankfurt, Germany, currently operates
in seven national markets: Germany, Austria, Switzerland, the
Netherlands, the UK, Sweden, and Australia.
Our products and solutions aim to make any modern working
environment, whether physical, virtual, or mobile, simple and efficient to
create and manage. That’s why the value of Matrix42 solutions is not
limited to individual industries, but can be applied to virtually any sector
and organisational structure that wants to deploy future-proof
workspaces on any device, via efficient and cutting-edge workspace
management solutions.
The fact that we have our own Australian based sales, product
development and product support teams ensures that Matrix42
solutions are of superior quality, can be tailored to specific customer
needs, and we are ready to provide sound pre-sales advice and
professional after-sales support.
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Gold Sponsors
Alemba is a provider of Enterprise Service Management software,
specializing in functionally robust Service Management solutions
designed to manage complex processes with ease.
Backed by a quarter of a century of heritage, Alemba’s vFire IT Service
Management software is trusted by a large number of Enterprise-scale
organizations for its out-of-the-box deeply rich workflows, user-focused
design philosophy and absolute reliability.

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.
For more information visit www.axiossystems.com

Freshservice is a cloud-based service desk and IT service management
(ITSM) solution that currently serves more than 7500 SMB, mid-market,
and enterprise customers worldwide.
Freshservice is designed, using ITIL best practice, to help IT organizations
to focus on what’s most important – exceptional service delivery and
customer satisfaction. In addition to supporting their service desk and
ITSM needs, these customers choose Freshservice based on ease to use,
speed of setup, customer service, and affordability.
Freshservice has an intuitive UI, is effortlessly configurable and customisable to meet customers’ exact requirements, and is easily integrated
with other business and IT systems.

Marval Australia is a specialist in the design and implementation of
Service Management solutions to support IT Governance. Our
solutions ensure best of fit to the ever-changing demands of IT
functions and resources. We achieve this through advanced, feature
rich, and process based integrated software. No matter what the size
or maturity of your organisation, Marval Australia can help reduce
costs, do more with less, standardise and optimise the way services
are delivered, drive ICT efficiency and effectiveness, keep customers
better informed and satisfied, improve quality, control and
accountability of your ICT support services and infrastructure.

At LogMeIn our mission is to simplify how people connect to each other
and the world around them.
For technical support, we do this via our powerful, cloud-based application – LogMeIn Rescue – that empowers customer service agents to offer
premium levels of remote support to people and the devices they use,
no matter where they are.
Now with Rescue Lens visual support, IT can literally see issues, speeding
resolution, increasing efficiency, and reducing technician field calls.
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Gold Sponsor

Cont…
For the 19th year running, UXC is sponsoring and exhibiting at the
annual itSMF conference – and this year is special!
UXC has joined forces with CSC to help you power forward on your
journey to the digital enterprise. Together, we provide you with
unsurpassed global IT capabilities and deep industry expertise
covering a wide range of technologies including SAP, Oracle,
ServiceNow, Microsoft Dynamics and more.
Come and talk to us to find out how you can benefit from our global
service management practice that combines the capability of UXC
Consulting, UXC Keystone and Fruition Partners.

Silver Sponsors
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.

Kepner-Tregoe (KT) Tech Support Services focus on improving
troubleshooting, reducing costs, restoring service--all while increasing
customer satisfaction. The Kepner-Tregoe troubleshooting methods
and strategic approach to service management are used globally by
major support organizations. Kepner-Tregoe’s process approach
decreases recurring incidents, helping your business increase IT stability
by optimizing complete processes.

The heart of IT is about empowering people—and being able to serve
and secure all types of users, on all the devices they use, wherever they
are. With an end-to-end Service Management solution, only LANDESK
unifies and automates the delivery of all the assets and services users
need across mobile, cloud, and personal computing environments. By
making users happy, we make IT more strategic and business more
productive.

BMC Digital Enterprise Management is a set of innovative IT solutions
designed to make digital business fast, seamless, and optimized from
mainframe to mobile to cloud and beyond. It enables continuous
innovation and improvement by managing & optimising technology,
processes, and policy in real time.
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Silver Sponsors

Cont…
ServiceNow is changing the way people work. By placing a service
oriented lens on the activities, tasks and processes that make up day to
day work life, we help the modern enterprise operate faster and be more
scalable than ever before. As the enterprise cloud company, ServiceNow
provides a service model that defines, structures and automates the flow
of work, removing email and spreadsheets from the process to
streamline the delivery of services.

Fujitsu is a committed leader in the I.T service management market. As
one of the largest companies in the ANZ marketplace, we design, build,
operate and provide support for business solutions in consultation with
our customers. From strategic consulting to application and
infrastructure solutions and services, Fujitsu has earned a reputation as
the supplier of choice for I.T Service Management in Australia.

SUMMIT is an ITIL 2011 certified cloud-based, Enterprise class IT
Operations and Services Management suite that ensures higher service
availability, customer satisfaction and lower TCO. The platform is easy
to implement, easy to use & provides tight integration across key ITOM
solutions delivering higher efficiency in the form of increased
productivity, reduced downtime and optimum asset utilization.

Bronze Sponsors

HEAT Software is leading the unification
of Cloud Service Management (CSM) and
Unified Endpoint Management (UEM). We
empower IT, HR, Facilities, Customer Service
and other enterprise functions to simplify and
automate their business processes to improve
service quality, while managing and securing
endpoints to proactively detect and protect
against threats to business continuity.

Hagrid digitally transforms IT Service
Operations and Delivery into a stronger
source of competitive advantage for the
business by underpinning and aligning
with business agenda. Hagrid transforms IT
into a stronger source of competitive
advantage while also moving the costs of
running IT to the left. That is away from
keeping the lights on and perennial fire
fighting activities and towards accelerating
and enabling the delivery of the business
agenda.
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HPE help customers use technology to slash
the time it takes to turn ideas into value. In
turn, they transform industries, markets and
lives. Some of our customers run traditional IT
environments. Most are transitioning to a
secure, cloud-enabled, mobile-friendly
infrastructure. Many rely on a combination of
both. Wherever they are in that journey, we
provide the technology and solutions to help
them succeed.

Other Sponsors

Today, more than 6,000 organizations around
the world rely on Snow Software's on-premise
and cloud-based SAM platforms to manage
software licensing across more than eleven
million devices, from mobile to desktop, data
center to the cloud. Headquartered in
Stockholm, Sweden, Snow Software is the
largest dedicated developer of Software Asset
Management solutions, with more local
offices and regional support centers than any
other vendor.

Corporate & Schools Member Directory
7-Eleven Stores Pty Ltd

CGI

A

CITEC

Accenture Australia Pty Ltd

CitiPower & Powercor

ACSO

City of Gold Coast

ActewAGL

City of Melbourne

Ajilon

City of Sydney

ALC Education & Consulting Pty Ltd

ClearCost Consulting Pty Limited

Alphawest Pty Ltd - (Optus)

Cochlear

Ambulance Victoria

Commonwealth Bank of Australia

ANZ Banking Group

Corrs Support Services Trust

AON Services Pty Ltd

Courts Administration Authority

Arrow Energy Pty Ltd

CPT Global

Atlassian

Cubic Transportation Systems Australia

Attorney-General's Department

D

Australia Post

Data#3 Ltd

Australian Criminal Intelligence Commission

Datacom Systems Victoria

Australian Federal Police

DBP (Dampier Bunbury Pipeline)

Australian Nuclear Science & Technology
Organisation

DCSI

Australian Taxation Office

Defence CIOG ACT

Axios Systems Pty Ltd

Department for Education & Child Development

B
Bankwest

Department of Agriculture; Fisheries & Forestry
(DAFF)

BMC Software

Department of Attorney General & Justice

BOQ

Department of Education & Training (Vic)

Boral Shared Business Services

Department of Education & Training (Qld)

Bravuro Pty Ltd

Department of Education & Training (NSW)

Brisbane City Council (Information Services)

Department of Finance & Deregulation

BVN Architecture

Department of Fire & Emergency Services

C

Department of Health and Human Services

Caltex Australia

Department of Immigration & Border Protection

Cardlink Services Ltd (The BPAY Group)

Department of Industry

CenITex
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Deakin University

Department of Justice & Attorney-General - ICJ
Service Management
Department of Justice & Attorney-General (Qld)
Department of Justice & Regulation

Henley High School
Hewlett Packard
I

Department of Parliamentary Services

Information Services, Department of
Communities

Department of the Premier and Cabinet

JK

Department of Science, Information Technology
and Innovation (DSITIA)

Kepner-Tregoe

Department of State Development
Department of Transport & Main Roads
Dimension Data Australia
DST Group
E
Edith Cowan University
ElectraNet Pty Limited
Empired
ESTA—Emergency Service Telecommunications
Authority
F
Federal Court of Australia
Flinders University
Fortescue Metals Group Ltd
Foxtel
Fujitsu Australia Ltd
Fusion 5
G
Glenorchy City Council
GR8 Service Management
Griffith University
H
Hagrid Solutions
Harbour IT Pty Ltd
HBF Health Funds Inc.
HEAT Software Asia Pacific Pty Ltd
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Kinetic IT

Korowa Anglicans Girls’ School
KPMG Australia
LM
Macquarie Group Services Australia Pty Ltd
Main Roads WA
Marval Australia / ASG Group
Matrix42
Melbourne Polytechnic
MMG Australia Ltd
Monash University
Motorola Solutions Australia Pty Ltd
MyState Bank Limited
N
National Australia Bank
NEC Australia Pty Ltd
NSW Police Force
O

Origin Energy
P
Penguin Random House
Power and Water Corporation
Precision Administration Services Pty Ltd
Public Safety Business Agency
Public Transport Authority of WA

Q

The University of Queensland

QBE Insurance

The University of Western Australia

QSuper

Toll Group

Queensland Health

Transport for NSW

Queensland University of Technology

U

R

Uecomm

RACQ

Unisys Australia Pty Ltd

RACWA

Uniting Care Queensland

Redcore Pty Ltd

University of Melbourne

RMIT University

University of South Australia

Roads & Maritime Services

University of Southern Queensland

RSLCare & RDNS Limited

University of Sydney

S

University of Tasmania

SA Health

University of the Sunshine Coast

SA Power Networks

UXC Consulting

Safety Return to Work and Support

V

ServiceNow Australia Pty Ltd

ValueFlowIT

Shared Services ICT

Vic Track

SMS Management & Technology

Vix Technology (Aust) Pty Ltd

South32

W

St John of God Healthcare

WA Police Service

State Library of Queensland

Water Corporation

Summit Software Inc

Western Power

T

Westpac Banking Corporation

Tabcorp

William Hill Australia

TAFE SA

Woolworths Limited

TAL Services Ltd

WorkCover SA (ReturnToWorkSA)

TASNetworks

XYZ

Telstra Corporation Ltd

Zurich Financial Service

Terra Firma

*Current at time of publication

Thales Australia
The Treasury
The University of Adelaide
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itSMF Strategic Partners
2016 Conference Sponsors
itSMF State Seminar Sponsors

