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We connect ITIL 
with Knowledge, 
not just Concept 

 
Welcome to the fourth issue of 
our newsletter.    The chapter 
always strives to achieve one of 
its objectives of "Facilitating 
Knowledge Sharing among 
members and practitioners". 
The Council and its sub-
committees, links up members 
and practitioners directly with 
Knowledge Network of IT 
Service Management through 
various kinds of activities. 
  

ITIL itself is a concept and 
framework. Application of the 
concept to our work is 
knowledge that provides value.  
When pieces of knowledge join 
together, they form a knowledge 
network that consists of the 
followings:- 
 

- Knowledge .   Knowledge itself 
is dynamic. It grows and closely 
relates to our day-to-day work. 
For example, ITSM and 
Business Continuity Planning 
for Influenza Pandemic. 
  
- Community .  It refers to the 
groups of ITSM practitioners. 
We organize site visit, study 
group and online forums to 
establish the community and 
connections so that members 
can obtain tips and tricks 
directly from peers. 
  
- Interface . It is essential for 
communications and knowledge 
exchange. That drove the 
revamp of website as well as  
the launch of the Knowledge 
Library. 
  
Take a look at the articles in this 
issue to discover more and 
more.  Enjoy reading! 

 
William Lam 

Director of Knowledge and 
Web management 
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 In late April 2009, World Health Organization 

(WHO) declared H1N1 (“Human Swine 
Influenza”) outbreak as a global pandemic.  
While in Hong Kong, the Emergency 

Response Level under the Government's 
Preparedness Plan for Influenza Pandemic 
has been activated since 1 May 2009. 
 

“Same as ours, too” said Juliana, “Based on the 

experience from SARS and previous Pandemic Flu 
threats, the contingency procedures and 
communication protocols used for H1N1 are largely in 

place in a short notice. Some measures were revised 
as the severity of H1N1 is less than that of SARS.  
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VOICE 
FROM THE 
INDUSTRY 

In pandemic planning, 
balance need to be taken 

based on the actual 
situation and business 

needs.  There is no “one 
size fits all” approach. 

. 

Hong Kong has been going 

through some major pandemic 
situation like H5N1 and SARS in 
last few years, organizations are 

getting matured in facing the 
challenges brought.  itSMART 

has invited four of our council 

members, namely CK Li, Eric 
Lung, Juliana Li and Wiliam 
Lam from different industries 
including statutory body,  

terminal business, financial institution and public 

transportation, to participate in a round table 
discussion, sharing their experience and insight 
on Influenza Pandemic preparedness planning. 

 
itSMART: How long does it take for your 

organization to respond to the outbreak of 

H1N1? 
 
Eric: “It is actually much faster than many 

people think.  Our disaster and contingency 
planning team has been constantly maintaining 
the pandemic handling plan since the H5N1 

Avian Flu outbreak in HK.  After reviewing the 
applicability, we start executing the plan in a 

short period of time” 
 
 

Take for example, stay home 

quarantine is not required for 
colleagues who have H1N1 case 
identified in same residential 

building”, Added by CK, ”The airport 
is at the forefront of Hong Kong’s 

defense against H1N1. By late April 

we have already put in place a 
number of precautionary measures. 
In terms of coverage the measures 

cover not only our offices but also 
the whole Hong Kong International 

In addition we work closely with Port Health to 
implement health declarations form by passengers. 
The airport's Customer Care Team, who is back 
office staff, is deployed to assist passengers during 
the first few days of implementation.” 
 
itSMART: What are the major measures being 
planned for handling pandemic situation? 
 
Both Eric and Juliana: “As we got multiple office 
locations available, split operations is one of the key 
measures that has been planned.  Other planning 
includes home office policy and remote access 
provision, etc.”  “However, split operations would not 
be activated unless the influenza outbreak is getting 
much more severe.   
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Left to right:  Mr. CK Li,  Mr. Eri Lung, Mr. 

William Lam and Ms. Juliana Li 
 

Reasons to consider included that the split 
operations may create some resource issue 
and communication overhead which the 
business functions have to address. "  Juliana 
said. 
 
itSMART: Seems all of your organizations 
would align the counter measures based 
on the severity and latest development of 
the outbreak.  Are there any organization 
and/or procedures established, on a 
regular basis, to review the situation and 
decide any escalation in action needed? 
 
Eric: “Yes.  For such purpose, right now we 
have weekly meeting of all department heads, 
lead by corporate safety and security 
departments.  The team would review the 
situation and decide any new measures or 
precautions need to be taken.  They will also 
define criteria in determining the severity of 
pandemic situation.  Take for instance; we 
have defined four level of criticality which 
based on the total number of community 
cluster in Hong Kong being infected.” 
 
Further comment from William, “In my 
organization, there is an Influenza Pandemic 
Command Team that holds regular meetings 
with representatives from all departments to 
review the situation.  In view of my 
organization’s business that provides services 
to mass public, staff needs to be well 
prepared for the event and the highest level 
of pandemic response had been activated.  
Procedures like split operations, body 
temperature check, regular communications 
and home office provision, social distancing 
at work, are well in place already. 
 
itSMART: What do you see as the key 
challenges of planning and executing the 
pandemic planning? 
 
CK: “I think one of the key challenges is how 
to develop a plan that best fits the business 
nature of your organization.  You cannot just 
copy what other people doing or follow the 
so-called best practice.  For instance, a well 
adopted pandemic respond measure like 
home office won’t apply to our organization at 
all as most of our operations rely on physical 
presence of our staff.  That’s why our plan 
focused on ensuring that we won’t lose 
certain skills or roles when a single group of 
people are being infected and cannot report 
to duty”. 
 
“Totally Agree”, said Eric.  “Such as in 
terminal business, our operations and support 
staff must work on-site even during pandemic 
situation. 
.  

Therefore we have special arrangement 
(during pandemic outbreak) that roster and 
working locations of different teams (of similar 
duty) would never meet each other, not even 
sharing changing and resting facilities.  It is to 
minimize the chance of cross infection and 
make certain workforce of same function 
totally unavailable.”, said Eric. 
 

Timely measures include intensive 
sanitation and cleaning procedures, as well 
as the provision of personal protective 
equipments (masks and gloves) and 
dissemination of hygiene information 
through display systems at stations”  
 
All participants agreed that testing of the 
pandemic planning is crucial.  Even only 
“walk-through” testing is adopted, there will 
still be lots of weakness and gap from 
reality that could be found.  As mentioned 
by Juliana, some very small items, like as 
simple as the availability of a company 
chop and preprinted stationery in the 
secondary site, could ruin your plan which 
couldn’t be discovered if you don’t test your 
plan regularly. 
 
Talking further about critical success 
factors, it is pointed out that effective 
communications is a must to make the 
planning become executable in case of 
emergency.  Shared by CK, on top of 
regular email updates, they will have daily 
briefing on the development of the 
pandemic flu and any change in operations 
arrangement to the operations staff. 
 
Added by Juliana, “Together with regular 
meeting of crisis management team (which 
composed of representatives of business 
functions).  Corporate Communication team 
will also publish regular and ad-hoc 
updates to all staff to ensure everyone 
understand the development of the 
situation.  Our BCM (business continuity 
management) team would also keep top 
management of any recent update or 
exceptional events happening.” 
 
Finally, our panel observed that the trend of 
increased rate of pandemic disease 
outbreak in recent years does raise the 
awareness of the company back on 
business continuity planning.  Top 
management is more willing to invest 
resources in pandemic and business 
continuity planning.  It could undoubtedly 
help enhance the risk management 
capabilities of companies in Hong Kong.  
However, what is unanimously agreed 
among our panel is that for pandemic 
planning, management need to be more 
flexible and constantly keeping up to date 
on the latest development of the outbreak, 
seriousness of the disease and its potential 
impact to the community and the business 
operation.  Balance need to be taken based 
on the actual situation and business needs.  
There is no “one size fits all” approach.  

 

Juliana: “Our contingency planning and 
recovery solution focuses on impact-based 
analysis rather then scenario-based analysis 
to develop our core recovery plan. For 
example, to cater for staff recovery, some 
functions can implement split operations even 
in normal time so people of similar roles 
would be available in separated locations.  
For function with fewer resources, “transfer 
function” practice would be established so 
that other team could pick up their functions 
during emergency.  It can be applied to 
pandemic scenario as well as other undesired 
disruption that would have impact to staff 
availability. Of course, we may need to adjust 
our core plan in order to address different 
type of disaster scenarios.  Another challenge 
is to ensure security when allowing people to 
work from home and connect to company’s 
systems.  We have to evaluate which firewall 
rules can be lifted to allow access and what 
remote access right the home users can be 
granted . For certain business functions which 
need to access high sensitive data, additional 
access control measures (use of company 
PC, location awareness checking, etc.) will be 
imposed to allow home working.” 
 
William: “For a public transportation company, 
the major consideration and challenges is of 
bigger scope.  The focus is on measures to 
reduce infection risks.  Extensive programme 
was run to communicate both customers and 
staff about taking precautions, and the 
Influenza Pandemic Project Team was in 
operations to coordinate activities in relation 
to influenza pandemic preparedness in 
accordance with the action table. 

- Stephen Chan 
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 We are also participating in events organized by itSMF 
international or other itSMF Chapters to exchange our ideas and 
views in supporting the promotion of good practices.  

itSMF International is planning to produce its own series of 

Service Management publications in 2010. In order to help 

determine the way to go, the publication team has prepared a 

survey and is asking feedback from members of itSMF 

chapters. 

By answering the questions in this survey you will have the 

opportunity to shape the future of itSMF publishing. The survey 

will be available for completion up to Friday 25th September  

so please this opportunity to help us.  

You can complete the Survey at:  

http://www.surveymonkey.com/s.aspx?sm=rrsdUGhnfHZPyH6z

hpUbBw_3d_3d 

itSMF International Global Publishing Survey  

 

Juliana Li (Director of Strategic Development), Yantl Sze (Director of 

Communications), William Lam (Director of Knowledge and Web 

Management) and H P Suen (Chair of HK Chapter) met International 

Affairs Executive of ASL BiSL (Application Services Library, Business 

information Services Library) Foundation.Several interesting topics 

were discussed in the meeting including: 

1. ITIL and ASL BiSL are complementary, where ASL BiSL offers 

frameworks on Application Management  

2. Changing IT quickly in order to respond to time-to-market 

demands is a major challenge  

 

Sep 09 itSMART 04 

Oct 09 ITSM Journey – Part 3 Round 
Table Discussion 

Oct 09 Member Survey 

Nov 09 PD Event - Workshop 

Dec 09 X’mas Gathering 
 

itSMF HK Chapter Upcoming Events 

Dec 09 itSMART 05 

e-Symposium runs on monthly basis – next one is 
“Drive IT's Business Value with Integrated IT 
Service Management”  on 24 Sep 2009  
 
Register NOW at 
http://www.itsmf.org.hk/eng/e78.asp 

 
 

For more information about the upcoming activities, please visit our Events page at 
http://www.itsmf.org.hk/eng/p4_2.asp.We look forward to seeing you in our events. 

3 Meeting with ASL BiSL Foundation  

3. ICET which refers to Information, 

Communication, Engagement and 

Technology  

4. Strong division between What 

(demand: IT Service Consumers) & 

How (supply: IT Service Providers): 

outsource the How but own the What 

(and the business is the Why, the 

justification)  
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 On 16 July, as part II of our ITSM Journey- Visit to ISO/IEC 20000 Organization, we have 

successfully conducted a visit to HK Housing Society.   All participants enjoyed every minute of 

the visit including face-to-face experience sharing.  The programme began with an introduction 

of itSMF HK Chapter by Peter Miao and a brief promotion on Chapter's publication "ITIL V3 

Glossary Cross-Reference" by William Lam.  

Subsequently, Peter and Simon started their great story with Project Background, Motivations 

behind, Project Objectives, Implementation Path, and Lessons learnt. In particular, the two 

experts shared what they had learned. 

·  People : Clear and sufficient communications  

·  Process : Be practical and allow trial-and-error  

·  Technology : It is facilitation rather than mastering; Simple is beautiful.  

·  Different Goals  set along the journey: Implementing Quick Wins Maintaining Stability 

of IT services Establishing Service Levels with Users  

After the presentation, a 15-minute break was taken. Participants chatted and networked. 

Simon started the second part with presentations on Achievements, Experience sharing on all 

processes, and Daily and Monthly activities.  

Q&A session followed. The audience showed their eagerness for practical hints and two gurus 

kindly responded the floor with tips and tricks on managing Service Level Agreement (SLA) and 

Configuration Management Database (CMDB). 

Following the second part, our Chapter's chair, H P Suen, gave a wrap up to the event. He was 

grateful to council members for their endeavors to bring values to itSMF members and IT 

fellows. He thanked non-members for their presence at the event. The meeting was concluded 

at 7:00 pm after the speech. 

The Hong Kong Chapter highly appreciates Peter Miao and Simon Ko for their great ardor in 

hosting the visit.  Finally, the Chapter thanks to all participants for their presence. We are 

looking forward to seeing you again in future events 

 

More photos and presentation material 
can be download from itSMF HK Website 

http://www.itsmf.org.hk/eng/e77.asp 

 

With the positive feedback from the first round of study group formed in end-
2007 and demand from some members recently, the Chapter is organizing 
another round of study group to sustain the momentum of promoting the 
understanding and awareness of ITIL V3 among our members. Members 
should have received the email communication regarding this and more details 
can be found in our website. You will meet new friends there and enjoy 
exchanging ideas and experience sharing with other practitioners in a relax 
atmosphere.  

This round of enrollment has been closed on 
21 Aug with great responses.  If you have 
missed this opportunity and are looking to 
join us next time, stay tuned on our future 
communication. You can also email us of 
your interest and suggestions so that the 
next study group can be organized to suit 
your needs. 
 
Our editorial team will follow up the progress 
of the current study group and share their 
news with our members in this column. Stay 
with us.  More information can be found on 
itSMF HK website. 
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Book Shelf 
What’s new in the 
collections? 
 
·  IT Service Management 

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

 
·  Foundations of IT 

Service Management 
Based on ITIL® V3 
(english version) 

 
·  Foundations of IT 

Service Management op 
basis van ITIL® V3 
(dutch version) 

 
·  TOGAF™ Version 9 

(english version) 
 
·  E-Book: ISO 9001: 2000 

The Quality Management 
Process (english version) 

 
In order to enjoy 
purchase discount on 
e-Bookstore  
(http://www.itsmf.org.h
k/eng/p5_1.asp), 
remember to register 
as a member of the 
Hong Kong Chapter 

 
 
 
 
 
Chapter 
Connections 
Quarterly Picks 
 
·  itSMF USA Conference 

Fusion 09  
20-23 Sep 2009 

 
·  itSMF Egypt- 1st Annual 

Conference 
04-05 Oct 2009 

 
·  itSMF Singapore 2009 

Conference 
15-16 Oct 2009 

 
·  itSMF Thailand 2009 

Conference 
20 Oct 2009 

 

The itSMF Hong Kong Chapter endeavours to 
deliver better service through continuous 
improvement. We recently completed a face-lift 
project for our website with enriched contents and 
improved user experience. The new website will 
become members’ tool of connecting to the ITSM 
knowledge. Let’s unveil the new features. 
 
New Contents  
 
1. ITIL® V3 Glossary Cross-Reference . This is 

the latest publication of HK Chapter. The new 
release aims to provide an easy reference to 
ITSM professionals who need to work in the 
Greater China region. The booklet provides 
translations of ITIL v3 terms and definitions 
(English) to Traditional Chinese ����  and 
Simplified Chinese ���� . Take a look at 
the reference and you will learn more and 
more!  
(http://www.itsmf.org.hk/eng/p2_4.asp ) 

2. Monthly News Highlights . This monthly 
presents the hottest news on local and global 
IT Service Management field, latest news on 
Chapter’s activities as well as update on local 
IT industry. You could now obtain the latest 
lashes by a few clicks!!  
(http://www.itsmf.org.hk/eng/n20.asp ) 

3. Learn More . This new corner offers an “Info 
Service” that provides various information 
relating to current ITSM field, say, a list of 
ISO/IEC 20000 certification organizations in 
HK. It helps complete your landscape on IT 
Service Management.  
(http://www.itsmf.org.hk/eng/p2_6.asp ) 

4. Knowledge Library (members only). This is a 
new online resources centre containing useful 
knowledge and information on ITSM in various 
formats including presentation slides, video 
clips, and even pieces of learning points. Take 
a look at our featured series of “[VIDEO] 
Sharing To Learn - ITIL v3 Service Strategy 
and Continual Service Improvement” and you 
will find interesting stuff there!  
(http://www.itsmf.org.hk/eng/p5_2.asp ) 

 

The new face of itSMF HK Chapter web site  
5. ITIL Qualification Scheme and ISO/IEC 

20000 Certification.  Introductions on ITIL 
v2 and v3 Qualification Scheme, as well as 
ISO/IEC 20000 Certification provide 
valuable guidelines to newcomers to ITSM 
field.  
(http://www.itsmf.org.hk/eng/p2_2.asp and 
http://www.itsmf.org.hk/eng/p2_3.asp ) 

 

Other than the new contents, we have also 
introduced various powerful enhancements such 
as Knowledge Helper , Info-Finder  (searching), 
Ask the community and auto Event 
Registration which can give you whole new on-
line experience on ITSM studying and knowledge 
exchange. 

Hope you will get more and more knowledge on 
ITIL and IT Service Management by visiting our 
new web site NOW (www.itsmf.org.hk)  
 
Enjoy surfing! ;-) 
 

- William Lam 
Director of Knowledge and Web Management 
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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! 

 

 

 2009/10 council /core sub-committee members 

itSMF HK Chair, H P Suen,  
presenting the Chairman's report 

The Hong Kong Chapter held the fourth Annual General Meeting in the evening of 5th June, 2009. 

The meeting started with Chairman's report. The chair of HK Chapter, Mr. H P Suen, mentioned that 2008 was another successful year to 
the Chapter. The publishing of Chapter's newsletter, itSMart, was quite an accomplishment, especially that the young chapter demonstrated 
its capability of delivering practical information to ITSM professionals. The annual conference 2009 was fabulous that regional chapter 
representatives, prominent local IT professionals, and representative from Office of the Government Chief Information Officer (OGCIO) 
attended and spoke in the event. The superb service of Chapter's Web Site was recognized as positive feedbacks had been received from 
neighboring chapters. Lastly, it was encouraged that the Chapter boosted its membership, from 286 to 392, in the past 12 months. 

Four retired council members were nominated for re-election namely Mr. Peter Miao, Mr. William Lam, Mr. Y K Chau, and Ms. Yantl Sze. All 
nominations were elected to the council.  

Please refer to http://www.itsmf.org.hk/eng/p3_2.asp#5 for the 2009/2010 Council Members. 
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itSMF HK Hon. Treasurer, Eric Lung,  

presenting the 2008/2009 financial report 

 

Chairman  

Vice-chairman  

Honorary Secretary  

Honorary Treasurer  

Director of Membership  

Director of Marketing and Programs  

Director of Communications  

Director of Internal Affairs  

Director of Professional Development  

Director of Knowledge and Web Management  

Director of External Relation  

Director of Strategic Development  

 

Core Sub-committee Members  

: H P Suen 

: Raymond Yu  

: Stephen Chan 

: Eric Lung  

: Peter Miao  

: Y K Chau  

: Yantl Sze  

: C K Li  

: Sherwin Wong  

: William Lam  

: Fred Sheu  

: Juliana Li  

 

: Derek Fu 

  Simon Ko 

Zoe Iu  

 


