
 1

 

this issue 
 

itMSF Asia Survey P.1 
Visits to our Neighbors P.3 

itSMF Conference 2009 P.4 
Professional Development P.5 

New Additions to Bookshelf P.5 
Volunteer Recruitment P.6 

 
 

QUARTERLY 
Newsletter itSMart  

I S S U E  

Ja n  2 009  

02

Happy New Year!  

Welcome to the second issue of 
our newsletter the itSMART. As 
this is the holiday season let me 
wish you all a happy New Year 
2009. Although in the middle of 
economic crisis those of us in 
Hong Kong are still able to 
celebrate the Christmas and 
New Year with our family. There 
are many people in other parts 
of the world who are less 
fortunate.  After due 
consideration the Council 
decided not to organise a 
Christmas gathering in 2008, 
instead we will donate the 
budgeted funding for the event - 
$12,000, to the One Laptop Per 
Child (OLPC) movement. I am 
sure we will have your support 
for this charitable act. Even 
without a networking event 
there is no shortage of 
communication channels with 
you. Apart from this newsletter, 
there are also links to the 
newsletter - Service Talk, 
published by the UK Chapter. 
We will soon launch video 
clippings of our professional 
events, starting with the event 
to share ITIL v3 books by our 
study groups.  Perhaps what is 
the most important of all is the 
Discussion Forum on our web 
site which was launched a few 
months ago. This is where we 
can hear your voice, interact 
and share. During the time of 
economic downturn, the 
challenge for IT is to become 
more effective and efficient, that 
is when sharing of experience 
and minds in best practices will 
be of greatest value. After 
enjoying this issue of the 
itSMART please take a look at 
the forum. I look forward to 
meet with you there. 

C.K. Li 
Director of Membership 
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itSMF Asia Survey 2008 was the first survey 
conducted by the itSMF Asian Chapters from 
end of August to early October on IT Service 
Management adoption, and to understand 
their implementation experience within Asia 
environment and culture. 
 
There were 155 respondents to the survey; 
majorities were from seven countries in Asia - 
Hong Kong, Korea, Malaysia, the Philippines, 
Singapore, Taiwan and Thailand.  
 
Electronics & IT, Services, Professional 
Services and Banking Sectors were among 
53% of the respondents. In particular, 11% 
the respondents were from Hong Kong which 
was behind Singapore (38.1%), Philippines 
(15.5%) and Thailand (12.3%). The biggest 
percentages of respondents were from very 
large organizations that have more than 5000 
employees and more than 250 IT staff (31%). 
It was encouraging to know that there were 
also a large number of smaller organizations 
that are implementing or planning to 
implement ITSM, with approximately 20% of 
responses coming from small organizations 
with less than ten IT staff. 
 
According to the survey, ITIL (IT 
Infrastructure Library) v2 is the most 
commonly adopted framework in the region 
(54%), followed by ISO/IEC 20000 (25%). 
Project currently in progress are primarily 
implementing either ISO 20000 or ITIL v3.  

Of the organizations in Asia that have plans 
to put a framework in place, about 30% 
indicated ITIL v3; 22% opted for ISO/IEC 
20000 and 20%, COBIT. 
 
Majority of the Hong Kong respondents has 
implemented ITIL v2 framework or in 
progress of implementing v2. ITIL v3 is 
picking up slowly in Hong Kong as it is less 
well understood than v2. 
 
Hong Kong has 56% of respondents that 
have either fully or partially implemented ITIL 
v2. Of which one was fully implemented and 
two were partially implemented and two in 
progress and one planning for future 
implementation. 
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The most important success 
factors are senior 

management commitment 
(55%) and sufficient funding 

(43%). Effective change 
management, existence of an 

ITSM champion, team 
commitment, sufficient 

allocation and provision of ITIL 
training to IT staff are other 

contributing factors. 
 

- itSMF Asia Survey 2008 

 �  
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The desire to improve the quality and efficiency of IT services is a 
key driver followed closely by the need to comply with 
management or business requirements.  
 
The Top processes implemented in Asia or in progress are 
primarily focused on the core ITIL v2 processes that include ITIL 
v2 Service Support processes of Incident, Problem and Change 
Management, follow by ITILv2 Service Delivery processes of 
Service Level Management and IT Service Continuity 
Management. New ITIL V3 are seen as equally as ITIL V2 in 
partially implemented and even more in Project in Progress such 
as Knowledge Management, Service Portfolio Management and 
Service Catalogue Management. There is a good indication of a 
switch of how people are now adopting Service Management to 
manage the business and IT relationship. Main tools that are 
implemented are Service Desk and Platform Monitoring tools. 
 
The three key skills that were rated as most important for ITSM 
projects are Process Design (45%), Security Management (42%), 
and Service Desk/ Customer Relationship Management (41%).   
This is followed closely by Networking/ Infra/ Operations 
management, IT project management and Organizational change 
management. 
 
The most important success factors attributed by respondents are 
senior management commitment (55%) and having sufficient 
funding (43%). Effective change management, existence of an 
ITSM champion, team commitment, sufficient allocation and 
provision of ITIL training to IT staff are other contributing factors.  
 
The majority of respondents (44%) have delivered their projects 
within budget and on time. However, internal costs and planning 
seem to be more susceptible to slippage than external costs. 
 
 
 

The top benefit is improved customer satisfaction (31 
respondents). This is in line with the top driver, which was to 
“Improve the quality and efficiency of IT services”.  
 
Other benefits include delivery of IT Services in accordance with 
agreed service levels, improved management of change requests, 
improved IT service reliability and improved incident resolution. 
Reduced cost of IT services was the lowest prioritized benefit. 
 
Hong Kong respondents shared the same top benefit between 
“improved customer satisfaction” and “improved incident / event / 
request response & resolution”. This may indicated a strong 
believe of the correlation between customer satisfaction and good 
response & resolution in this city. 
 
The majority of the respondents (50.5%) are satisfied with the 
results of their ITSM implementation in Asia. Whilst 11.5% felt that 
their expectations were exceeded, only 5.3% indicated that ITSM 
program had not meet expectations. The rest 32% indicated that it 
was too early to tell benefits. 75% of Hong Kong respondents 
stated that their ITSM program had met or exceeded expectation, 
the rest equally shared that ITSM program had not meet 
expectations (12.5%) or too early to tell benefits (12.5%). 

 
- Raymond Yu, Vice-Chairman 

 
 

 

 
 
About the survey 
 
The itSMF Asia Survey 2008 is the first ever coordinated effort by 
itSMF Asian chapters to identify the status and common adoption 
patterns for IT Service Management projects in Asia, based on 
implementation experience rather than vendor service and product 
positioning. The survey results will provide guidance to those who 
want to understand what works and what does not work when 
undertaking an ITSM project within the Asian environment and 
culture. 
 

Deadline: 25 January, 2009  
 
ACT NOW! 
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 We are also participating in events organized by other itSMF 
Chapters to exchange our ideas and views in supporting the 
promotion of good practices.  

The itSMF International Board has organized its first Chapter 
Leadership Conference (CLC) followed by the Annual General 
Meeting (AGM) and Annual Chapters Meeting from 12th to 14th 
November 2008 at the Hilton, Warwick in UK. Of the 53 Chapters 
currently chartered worldwide, 43 Chapters have sent their 
representatives to attend this very first CLC with the objectives of 
sharing knowledge, experience and leadership in building up and 
running a successful local chapter. 

The one and a half days conference mainly consisted of 
presentations made by itSMFI Board members to introduce 
responsibilities and plans of their respective areas, followed by 
breakout sessions for chapter leaders to exchange experiences in 
different aspects in running a local chapter, including:  
Membership, Sponsorship, Member services, Governance & 
performance management, Events & conference, Qualification & 
certification and Chapter collaboration 

 
 

itSMF International –  Chapter Leadership Conference & A GM 
 

 

The conference has also spent some time to discuss about 
the accreditation and examination arrangement between 
OGC (owner of ITIL), APMG (the accreditation agent) and 
various examination institutes. (e.g. ISEB, EXIN, Loyalist, 
etc.)  

The last day of this event were running smoothly without too 
much argument amongst Chapters’ representatives. Apart 
from accepting the Chairman’s report and the budget for 
FY09/10, most of the time was dedicated to discussing the 
publishing strategy of itSMFI and the IP ownership argument 
with the existing ITSM Library publisher Van Haren 
Publishing (VHP). 

With the successful completion of the CLC and AGM, Sharon 
Taylor, Chairman of itSMFI, has expressed her appreciation 
to all those individuals who organized this, as well as 
Chapters representatives for their support and contribution 
before and during the events. 

 - Eric Lung, Honorary Treasurer 
 
 

On 20 October 2008, over 150 people attended the one day 
Inaugural Conference of the Malaysia Chapter which was held in 
the Grand Millennium Hotel of Kuala Lumpur. Mr. H P Suen and 
myself attended the event together with guests from other 
chapters including Korea, Japan, Thailand, Singapore, US and 
UK. Both HP and myself were invited as panelists to share views 
on “Life after ITIL” and “Life before ITIL” respectively. The 
conference programme includes several sharing sessions on IT 
Service Management survey done by different groups. Most of the 
other speakers focused on introducing IT service management to 
encourage adoption. Naturally there was little sharing of success 
story in the conference as ITIL is only just introduced to Malaysia. 
Nevertheless, one can feel the passion and faith the organizers 
have on IT Service Management.  
 
Although still at the initial stage of promotion, many participants 
felt that Malaysia has a huge potential in the adoption of IT 
Service Management best practices and standards.  
 
 

The country is well positioned to be an IT service centre due 
to its language advantage over other South East Asia 
countries and the fact that the IT industry is being promoted 
by the Government as one of the country’s main industries.  
Multimedia Development Corporation, the Malaysian 
government owned institution responsible for the 
development of the Multi-Media Super Corridor, is supporting 
the ITSM movement and spoke in the conference.  Monetary 
assistance is being offered to local companies certified for 
ISO 20000. Upon certification companies are reimbursed with 
50% or maximum of RM 50,000 (about HK$120,000). 
Currently, only a few multi-national companies in Malaysia 
are certified in ISO 20000.  
 
Being the first time to Malaysia I was impressed by the 
language talents of the Malaysian, their global perspective 
and the Petronas Twin Tower. I was pleasantly surprised by 
the many Cantonese speaking people - taxi driver and people 
at the conference reception who make me felt like home. It 
was a pity that there was no time for me to tour the Petronas 
Twin Tower or to have a taste of authenticate Laksa. 
 
 
 

- CK Li, Director of 
Membership 
 

itSMF Malaysia Inaugural Conference  
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itSMF A sia Summit 2008 at Singapore  

The itSMF Asia Summit 2008 held on 
October 13 – 14 at Singapore. The theme of 
the event was “Jump-Start your ITSM 
implementation”. Experts from different 
countries, including US, Australia, UK and 
Japan assembled at the event. 
 
Ms. Sharon Taylor, chair of itSMF 
International, brought us the latest update on 
ITIL version 3, as well as insight of strategic, 
design, cultural and organization implications 
of V3 on value to business. She also chaired 
the first day of the event 
 
The summit was a show of many superior 
regional ITIL implementation stories. Mr. 
Peter Miao, our Honorary Secretary, 
delivered a presentation on his successful 
ISO20000 Journey of Hong Kong Housing 
Society. Participants also gained excellent 
implementation experience from others like 
Singapore’s OCBC Bank, India’s ING Vysya 
Bank, Stock Exchange of Thailand, and 
Industrial Technological Research Institute of 
Taiwan. 
 

Mr. Eric Lung, our Honorary Treasurer, 
participated in a panel discussion sharing 
experience of adopting ITIL with other chapter 
representatives from Singapore, Thailand, India 
and Philippines. Pioneers of the region shared 
similar challenges ahead like cultural issues and 
getting top management’s buy-in. 
 
On the whole, presentations, successful stories 
and panel discussions revealed that adoption of 
ITIL proliferates in Asian countries. This event 
helped forward adoption of ITIL by exposing 
attendees to useful knowledge of ITIL 
implementation of different countries. 
 
Finally, I was very delighted to attend this Asia 
Summit. Apart from gaining the latest 
development of ITIL in the region, I learned a lot of 
valuable experience from representatives of other 
chapters during networking slots. Photo gallery is 
available at: http://www.itsmf.org.hk/eng/n08.asp 
 

 
itSMF HK Chapter will host 
the 4th Annual Conference 
on 25th February, 2009. This 
year, our theme aims to 
share with the delegates 
some common concerns for 
adopting/implementing ITSM 
in the current cost-sensitive 
environment.  This is a forum 
that enables you to meet up 
with our renowned local & 
overseas speakers and 
ITSM practitioners for 
exchanging insights and 
sharing practical experience.  
In view of receiving 
tremendous positive 
feedback from the attendees 
in 2008 Conference, the 
organizing committee strives 
for delivering another not-to-
miss event to our members. 
Watch out your mailbox for 
details of the conference and 
the registration date.  
 

2009 Annual Conference 
Organizing Committee 

 

2008 Conference Keynote session 

 

itSMF Promotion on HP Open Day  

The HP Education Day held on 10 September 2008 in the Excelsior Hotel was attended 
by over 70 corporate clients of HP. The theme of the event was Virtualisation for Better IT 
Management. We are honored to be invited to support the event. A promotion booth was 
set up to introduce the itSMF Forum to the participants. The itSMF website was shown, as 
well as, video clips of one of our past event. Council members including Mr. H P Suen, Mr. 
C K Li, Mr. Y K Chau and Mr. Fred Shu attended to answer enquiries from organizations 
and individuals who were interested to join the Forum. We managed to recruit a few new 
members from the event. 
 
 

 
- William Lam, Director of Knowledge 

and Web Management 

 

25 February, 2009 

Service Management 
in the midst of the 

global financial 
crisis 
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Apollo 13 Workshop - Using ITIL concepts to save the astronauts?  
In Round 2 , the team needed not 
only to implement improvements 
aimed at removing non-compliant 
processes but they also needed to 
implement a process for dealing 
with Changes. A significant 
change needed to be planned, 
built, tested, accepted and 
implemented. 
 
The team needed to manage 
priorities of incidents and changes 
and resolve resource conflicts. 
Process Managers and Line 
Managers needed to discuss and 
agree on priorities and align 
decision making with the 
business. It was just like real life, 
only now they had structured their 
work using the ITIL principles. 
 

On 9th October a group of 13 
itSMF members took part in the 
‘Apollo 13 – an ITSM case 
experience ‘™ business 
simulation, run by GamingWorks 
and Deloitte. During this workshop 
participants saw, felt and 
experienced the benefits of 
applying ITSM best practice on 
organizational performance and 
the impact and risk to business 
operations when their ITSM 
capabilities were not working.  
 
The participants played the roles 
of the Mission Control team of 
Apollo 13. They had to use their 
ITSM theory to translate NASA 
business goals into a Service 
offering combining ‘People’, 
‘Process’, ‘Product’ and ‘Partner’ 
capabilities. In other words apply 
ITIL concepts in a simulated 
environment.   
 
Round 1  After the team had 
designed their own processes and 
procedures it was time to test 
them. Apollo 13 lifted off the 
launch pad. The team was soon 
confronted with actual events and 
situations as experienced in 1970. 
Requests for service, incidents 
and major problems occurred. 

At the end of the round the team 
reflected on what happened. 
What went well?   What went 
wrong?  Did they meet their 
agreed levels of service?  The 
reflection was that ‘people felt 
frustrated:  there was chaos and 
confusion; they felt they had too 
much work; they felt the 
workload was unrealistic and 
they could not possibly handle 
all the business requests; they 
were not in control ;  they had 
failed to meet crew safety 
(customer satisfaction) they 
failed to achieve availability 
demands and they wasted 35% 
of their budget on rework and 
downtime. The business  

Book Shelf 
What’s new in the 
collections? 
 
·  ITIL® V3 Foundation 

Exam: The Study Guide 
(english version) 

 
·  Implementing IT 

Governance A Pocket 
Guide (english version) 

 
·  ITIL® and the Software 

Lifecycle Practical 
Strategy and Design 
Principles (english 
version)  

 
·  IT Service Management 

Based on ITIL® V3 - A 
Pocket Guide (english 
version)  

 
·  Process Management 

Based on SqEME® 
(english version)  

 
·  BiSL – A Management 

Guide (english version)  

 
·  Continual Service 

Improvement (ITIL V3, 
CSI) (english version)  

 
·  Business Perspective 

Volume 2 - The Business 
View on Successful IT 
Service Delivery (english 
version)  

 
·  Introduction to ITIL 

(ITILV2) (english version) 
 
 
In order to enjoy 
purchase discount on 
e-Bookstore, 
remember to register 
as a member of the 
Hong Kong Chapter 
 
 

 
IT is becoming increasingly 

important to business 
operation and business 

continuity. In the words of 
Gene Kranz Flight Director 

of Apollo 13 
 ‘Failure is not an Option !’ 

 �  

�  

(Mission Director) and 
the business users 
(Crew) played by the 
simulation facilitator were 
not happy.’ The team 
was confronted with 
the business impact 
and risks caused by 
their poor processes 
and behavior.   
 
It looked very much like a 
typical IT organization. 
Struggling under 
workload and being 
blamed by the business. 
The team applied 
Continual Service 
Improvement (CSI) 
principles and identified 
issues and improvements 
to People, Process, 
Product, Partner and 
Performance  
management capabilities.  
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Following Round 2  the team reflected on whether their improvements had had any 
effect. The reflection revealed: ‘People felt less frustrated; there was less chaos and 
they were less stressed; they felt under control and could show that they were able to 
meet their Service Level targets. They also saw that the business and the crew were 
more satisfied and that the relationship with the business had improved.’   
 
We then asked the team ‘What did YOU do to go from chaos, frustration, str ess 
and poor performance, to control, satisfaction and the ability to perform’ . This is 
where the most significant, evidence based learning occurred.  
 

 

CSI initiatives? 

The team named aspects relating to ‘People’ 
(clearly defined and executed 
responsibilities), ‘Process’ (Priority & 
escalation and Monitoring & Tracking), 
and ‘Technology’ (Workflow 
management & Known error database) 
and showed evidence to support their 
learning. In less than 4 hours they had 
turned their ITSM capabilities into a 
strategic asset, delivering Value and 
managing risks.  

To them ‘Failure was not an option! ’ 

 

- Sherwin Wong, Director of Professional Development, 
and Paul Wilkinson, Director, GamingWorks BV 

 

Editorial Team  
 

Yantl Sze (Chief Editor ) 
Stephen Chan 
William Lam 

Juliana Li 
Sherwin Wong 

EMAIL us at 
info@itsmf.org.hk for 

comments, suggestions and 
contributions. 

WE want to hear 
YOUR voices! 

 

 

 

 

Looking for a “Fun” and 
“Skill” raiser for your life? 
 
Look no further – participate 
as a Volunteer. 

There are 2 vacancies available for the 
Membership sub-committee. Besides, 
the Chapter needs volunteer workers on 
an as needed basis for special projects.  

We invite you to join us as a team if you 
have passion to professionalize the 
industry! 

 


