reﬂecting on glory at
the annual awards
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Trainer of the year – duncan
Anderson, global Knowledge
Like many trainers, Duncan Anderson is a
well travelled man.
Part of the assessment that led to his
winning the Trainer of the Year award
was based on his non-certification-based
training for a large global company,
travelling around the word, educating
people on the integration of service
management and project management.
“This advanced work has been very
exciting,” he said. “That is not to say
that there is no satisfaction in running
public courses in ITIL Foundation, for
example. It is always enjoyable to help
people develop new skills; but the deeper
conversations you get involved in during a
MALC [Management Across the Lifecycle]
training session are equally interesting and
satisfying.”

RoS SATAR CAughT uP wITh SomE oF ThE wInnERS oF ThIS
yEAR’S IT SERVICE mAnAgEmEnT AwARdS To FInd ouT AbouT
ThE PRoJECTS And AChIEVEmEnTS bEhInd ThE TRoPhIES.
Service management Team of the
year – Land Registry Information
Systems
Team of the Year is a brand new award
this year, offering recognition for the team
who really inspired enthusiasm for service
management and encouraged best practice
across their organization. How fitting,
then, that the leader of the first team
to take this trophy is a man who exudes
nothing but passion, enthusiasm and pride
for his team’s accomplishments.
Mal Young’s team of seven civil servants
at HM Land Registry have worked hard
to engage their wider audience, putting
change and configuration management at
the heart of their ethos. In doing so they
have created a culture of excellence which
has helped them to achieve their ISO/IEC
20000 certification this year.
According to Mal Young: “We wouldn’t have
received the award had we not had such
tight control over change, configuration
and all the other processes that we need to
do the job right.”
The key to their success has been to keep
the organization in the limelight, and to
make it stand out from the crowd. “It was
all about making people think differently
and say actually it can be fun,” said Mal.
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“Process doesn’t have to be dry.”
The team constantly look for ways to
improve by leveraging their service
management tool, from Marval. Mal said:
“We constantly try to think in terms of the
big picture. Can we automate through the
service management tool? Do we need to
do something different with the way our
processes interact with other people’s
processes?”
The Land Registry team is busy and vibrant
with a great culture and ethos, and they all
seem to get on well together, which really
helps. “My team is the ‘A’ Team – The A is
for attitude,” he said.
Like any good leader, Mal Young wants
the whole team to be recognised for the
achievement. The other members of the
team are:
• Deborah Pitt – Configuration Manager
• Sei Jip Wong – Senior Change
Management Practitioner
• Tony Truscott – Senior IT Service
Management Technician
• Angie Bailey – Change Analyst
• Mark Ayres – Management Information
Analyst
• Chris Beynon – Configuration
Management Analyst.

Student of the year ISo/IEC 20000 –
david Lucas, bT Solutions, bT Ireland
David Lucas achieved the highest mark in
the ISO/IEC 20000 examinations, after a
week long course, scoring exceptionally
well in both a written and multiple choice
exam.
BT Solutions in Ireland provides managed
services for 400 customers, and achieved
their ISO/IEC 20000 accreditation in
August 2012. The organization has been
focussed on attaining accreditation for
this part of the business for a while, seeing
it as a major differentiator against their
competitors.
David explained: “As a practitioner, it
gives you the knowledge to be able to
have conversations across the full ITSM
environment.
“The certification shows you know what is
required of an ISO/IEC 20000 audit, you
know what they’re looking for.”
David works as part of a team pulling
together design expertise into delivery
project management and transition
into service. His next goals are to work
within the organization to leverage the
accreditation, and to make it a success.

Duncan recently returned from Paris,
where he had run some ITIL intermediate
courses for a large global service provider.
He said: “The fact that it’s all with one
company is quite nice. To get to know
them, how they work, their challenges
and how things link together, you get that
connection.”
His aim is to continue with more projects of
this kind, and to move into other channels,
for example virtual classroom delivery,
as well as developing content for an Open
University post-graduate certificate.
He explained: “The content with some
of this work is quite deep, because the
prerequisite is ITIL Expert. It involves more
niche specialist areas, such as integration
with the Agile methodology and service
management governance.”

Innovation of the year – ‘RoamKey’
– Stockport metropolitan borough
Council
Stockport Council’s ICT Department won
this year’s Innovation of the Year award
for developing the ‘RoamKey’ – a ﬂexible
secure solution to provide users with
access to the Council’s ICT facilities from
almost any PC or laptop.
It is a secured stand-alone operating
system, stored on a portable USB pen drive
and fully locked down so users cannot
modify settings, store data or transfer
data to other media. It can be booted up
in isolation from the PC/laptop local hard
drive to subsequently gain access to their
corporate desktop services.

Andrew Kirkham, ICT Manager at Stockport
Council said: “To win an Innovation award
from an organization as big as itSMF
against big players in private industry is a
massive morale booster for the team.”
The team had to consider developing their
own solution when commercially available
products were deemed too expensive,
and not capable of meeting strict security
requirements.
Andrew said: “The technical team decided
to look at using open source software
to build our own product. The guidelines
we have to work to are very specific and
well documented so it was just a matter
of ensuring that we complied with all the
mandatory requirements.”
The team had to educate users on how to
change a computer’s boot settings so that
it would search for the presence of the
USB, and once they proved that this would
not affect the normal operation, users were
happy to adopt it.
Andrew concluded: “I think this award
has raised the profile of Stockport and
our product and this can only increase
our chances of making it a highly saleable
product.”

Contributor of the year – Steve
Straker, Fujitsu Services

CEOs and four Chairmen in those ten years.
He said: “I’ve seen the organization grow
and improve, but I’ve been part of those
improvements, and I’ve been lucky to work
with other people in the industry who feel
passionate about putting something back
in.”
The volunteer pool is understandably
ﬂuid, especially in the current economic
conditions, but Steve is optimistic. “I see
it starting to build back up again. I think
working with like-minded people there’s a
little bit of camaraderie, a little bit of spirit
that you’re all working towards one goal.
“For me, receiving this award in its first
year, I feel like I’ve won the equivalent of
the MBE.”

other winners
Other award winners this year included:
• Project of the Year - the Co-Operative
Banking Group
• Submission of the Year - Ian Macdonald,
the Co-Operative Banking Group
• ITIL Student of the Year - Peter Mullet,
Identity and Passport Service
• The Paul Rappaport Award for
Outstanding Contribution to IT Service
Management - Mark Hall, HMRC.
Many congratulations to them all!

Unlike the previous awards, which are
based on detailed submissions and
educational achievements, Steve Straker
became the inaugural recipient of an award
that is in the gift of the itSMF UK.
Contributor of the Year is awarded to an
individual who has made an outstanding
contribution to the itSMF UK organization
as a volunteer. It is a closely contested
award, as an army of volunteers give
generously of their free time and expertise
to make the itSMF UK what it is today.
Steve has been offering his spare time to
the itSMF UK since 2002, and has seen
many changes in the past ten years.
He explained: “Back in 1999 I was part of a
team that won Project of the Year.”
“You bask a little bit in the glory as you’ve
won something, but afterwards you think
maybe you ought to put something back
in.”
In 2002 he felt ready to start contributing,
and since then he has been involved in
some landmark projects. He set up the
first Special Interest Group in 2005, has
participated in numerous committees and
sub-committees, and worked with three

Ros Satar is a freelance ITSM writer
and analyst.
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