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Summary of day’s presentations 
-------------------------------

Notes for you: 
▪ #SMITAMconf2023 – Twitter

▪ Linked in group:  BCS Service Management & IT Asset Management

▪ Email to join: SM-ITAM@bcs.org

Twitter  
#SMITAMconf2023

mailto:SM-ITAM@bcs.org


Opening Keynote: Adrian 
Dickson 

Global Tech Strategist – CTO Microsoft

The Future of work in the AI era
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Service Management 
Stream 
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Chris Good

Mason Advisory

Reducing risk? Start with your IT service Catalog
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Summary – Reducing Risk? Start 
with your IT Service Catalogue

Commercial in confidence 

A clear and well-maintained IT Service Catalogue is the key starting point when assessing IT Service risk (as well as all aspects of 
managing IT Services)

Ensuring all (or at minimum, critical) services have the appropriate Service Mapping enables a fact-based risk assessment to be 
completed for each underpinning component

Executing the identified risk reduction initiatives will address those risks at a point in time. Embedding effective risk management into 
every day operations ensures IT service risk remains within an organisation's risk appetite. 

Although tooling, including discovery and service mapping, can help maintain or reduce risk positions, they are not fundamental to 
make a meaningful start to increasing your service resiliency profiles



Colin Eberhardt
Scott Logic

Destination AI: Navigating the path to the next technology 
epoch
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.

Drew Beamer  - Unsplash

1. General purpose AI 
models

2. Human language APIs

3. Reasoning capabilities

4. Use of tools



Stephanie Ward

Scopism

SIAM – Building community
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SIAM & AI 
Takeaway Process should be monitored just like infrastructure, ensuring optimal 

process is crucial to cost efficiency, staff satisfaction and customer 
experience. 

Embracing emerging technologies such as AI and RPA allows 
organisations to move from reactive to proactive to predictive in a way 
that has never been possible before. 

For any further information or questions please contact Digital Clarity
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WEBSITE

digitalclarity.co.uk

CONTACT

+44 (0) 20 8050 3136

LINKEDIN

www.linkedin.com/company/digital-clarity-ltd/
If you’d like to know more or be 

involved in our SIAM+ series, scan 
the QR Code or contact 

steph@scopism.com 

http://www.linkedin.com/company/digital-clarity-ltd/


Steve Morgan 

Syniad IT

Can ITSM tool vendors meet their AI promises?
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To mitigate these issues and ensure that AI functionality in ITSM tools 
delivers value to customers, organizations should focus on:

Data Quality
Ensure that the data used to train AI models is accurate, 
relevant, and representative of the organization's IT 
environment.

Data Governance
Implement robust data governance practices to maintain data 
quality and consistency over time.

Regular Model Evaluation
Continuously monitor and evaluate the performance of AI 
models to identify and address issues promptly.

Data Model Improvement
Invest in refining and improving data models through ongoing training and 
retraining with updated data.

Feedback Loops
Establish feedback mechanisms for users and IT personnel to provide input 
on the AI functionality's performance and accuracy.

Alignment with Business Goals
Ensure that AI-driven capabilities align with the organization's 
broader ITSM and business objectives to maximize their value.

By addressing these aspects, organizations can enhance the quality and effectiveness of AI functionality in their ITSM tools, 

ultimately delivering better service and value to their customers and stakeholders.



David Barrow

Sol Seven Studio

Co-creating value in organisations
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Our Journey together

Where to StartIT's not just IT

Value Co-Creation

Peeking under the cover The Value of One LanguageThe Value of Reporting

The Value of Community

The Value of Knowledge



IT Asset Management 
Stream 
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David Foxen 

SAMBeast Consulting

Can AI really help with your ITAM processes?!
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KEY TAKEAWAYS
⮚ AI plays a role in ITAM today but use with caution!

⮚ Likes of ChatGPT can help with suggestions for ITAM 
documentation.

⮚ Organisations investigating the use of Chatbots to support 
Software and Hardware Requests.

⮚ The future of AI and ITAM must be embraced – allows 
ITAM to focus on the strategic, important challenges.

⮚ AI will automate the mundane tasks and become an 
additional ASSET to your team.

⮚ No, it is not “the death” of ITAM or your jobs, AI will 
CREATE jobs in ITAM that are more fulfilling and strategic.

⮚ AI will take ITAM to the next level!

⮚ We must be mindful of the energy consumption and 
environmental impact of AI. 



Antonela Agbaje

Sainsbury’s

Where do you hide when there is nowhere to hide?
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* monotype.com

• Raise the risk to your Finance 
team

• Determine where each app or 
website sits in the business

• Check for Entitlement

• Start remediation work

• Limit the scope of the audit 

• Divide and conquer 

• Check that you really own the 
pages or apps under review 



Stuart Dicken

Bedigital

Understanding Software licence compliance – the peril of 
relying on AI
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Brian White

Anglepoint

Unleash the business value of your ITAM programme
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Act to Adjust the Plan
Remediate & prevent nonconformities

© 2023 Anglepoint Group, Inc. Confidential. Distribution prohibited. All rights reserved. 26

Correct nonconformities and address incidents

Prevent potential future performance 
failures

Continuously improve the ITAM 
system

• Correct nonconformities in the ITAM program (deviations from the standard 
or plan) identified in the prior phase

• Address incidents and exceptions identified in the prior phase

• Adjust the plan to address underlying root causes behind nonconformities 
and incidents identified

• Identify additional opportunities for improving the suitability, adequacy and 
effectiveness of the ITAM program

• Identify opportunities, and implement measures, for early detection and 
prevention of Reason developing issues in the ITAM program



Marilyn Birt

Vice Chair of SM ITAM  

Fun with the big boys - negotiating AI licencing agreements
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Gen Ai negotiation takeaway  
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▪ Who owns what?  Internal Gen Ai 
model vs Open source generated 
output

▪ Data protection and breaches – 
kicked off – limitation of liability

▪ Which cloud Gen Ai is best for 
each use case

▪ What if you merge / fuse multiple 
products – how do you ensure 
you do not infringe any copyright

▪ Voice data audio files – do you 
have consent to use a voice?

▪ Tokens, Consumption of Gen AI 
vs licenced products (Co-Pilots)

▪ What guardrails does your user 
base need, policies

▪ What approval boards and gates 
do you need to set up for 
managing Gen AI

▪ How will you do responsible AI



Closing Keynote: Claire 
Drake

Lead Service Architect, Fujitsu Services

It’s World Mental Health Day!
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Thank YOU 
for your 

attendance 
and 

contributions 
to the 

conversations!

Twitter  #SMITAMconf2023 
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THANK YOU
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