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ITIL & THE SERVICE DESK: MENTORED TRAINING SOLUTIONS 

ITIL & the Service Desk Integration 

The performance of a service desk in an indicator of the overall health of an organization’s IT. 
As well as being a key business function, the service desk enables organizations to thrive. 

Cost reductions are a necessity in today’s economy and internal support groups are a frequent 
cost reduction target. Service desks need to ensure that their services are clearly defined and 
aligned with the business needs.  

Our customer focused mentored workshops are built upon the principles of the ITIL Framework 
and address a wide variety of models and structures including: 

 Local Service Desks

 Centralized Service Desks

 Virtual Service Desks

 Specialized Service Desk Groups

 Building a single point of contact

 Follow the Sun (24 hour service)

A strong emphasis is placed upon establishing and implementing a set of metrics that will 
ultimately have an impact on the overall performance on the service desk. 

Example service desk metrics include: 

 First Level Fix (FLF)

 First Contact Resolution (FCR)

 Number of calls over a defined period (per day/per week/per month, etc.)

 Number of call over a defined time period (0800-1000, 1000-1200, etc.)

 Call duration

 Incident Turnaround Time (ITAT)

 Average Speed to Answer (ASA)

 Abandoned Call Rate (ABR)

 Number of incorrectly assigned incidents

 Number of Calls/incidents per analyst

 Cost per call or per incident
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To Ensure Service Desk Results 

To maintain success it is essential that all service desk team members and management 
thoroughly understand: 

 The company or organization business needs

 The company or organization customer requirements

 Clearly defined company or organization service objectives and goals & deliverables

 Service level definitions (practical, agreed, and regular reviewed)

The Benefits of a Service Desk 

To achieve an end result of a highly functional service desk the team members must also live 
by a company or organization creed that acknowledges the following end results: 

 Improved Customer Service perception and satisfaction

 Increased availability to assistance/help through a single point of contact, communication and

information

 Better quality and quicker turnaround of customer/user requests

 Improved teamwork and communication

 Enhanced focus and a proactive approach to service provision

 Better managed infrastructure and control

 Improved usage of IT support resources and increased productivity of business personnel

 

The Workshops 

The goal of our workshop series is for all participants to develop an appreciation of: 

 The ITIL Framework and the processes needed to deliver effective, high-quality IT service

 The key elements of the ITIL concepts and processes in relation to the service desk

 The ability to articulate the purpose and objectives of IT Service Management to a customer

focused sufficient level

 How Service Level Management and a Service Improvement program are fundamental to

ensuring that IT delivers the services the customers demand
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The following components of the ITIL Framework are reviewed: 

 ITIL/ITSM

o Overview of the framework and its structure

 The Service Desk

o Review its objectives, structure, scope, and activities

 Incident Management

o Learn about the service desk’s responsibilities, activities, benefits, and the Incident

Management Workflow

 Problem Management

o Review its responsibilities, activities, benefits, and review the Problem Management

Workflow

 Change Management

o Review its roles and responsibilities and learn about the normal change procedure)

 Service Asset & Configuration Management (SACM)

o Learn about its scope, the concepts, and its activities

 Release & Deployment Management

o Examine its purpose, benefits, its main elements, and the deployment lifecycle

 The Incident, Problem, and Change Lifecycle

o Learn how to manage the lifecycle

 Service Level Management

o Establish the importance of planning for SLA’s, learn about their typical content and how to

implement a service improvement program

 IT Service Continuity Management

o Discover its importance to the business along with the options, and the steps required for

developing a successful ITSC plan

 Availability Management

o Explore the terminology and its meaning, and review the relationships and techniques

required to underpin Service Level Management



ITIL and the Service Desk Integration – Mentored Workshops

Version 1.0 The Sage Group LLC 
5300 Maryland Way – Suite 103
Brentwood, TN 37027 
(Office) 619-316-2226  (Mobile) 619-588-9333  (Fax) 615-376-5432

CONFIDENTIAL -- Page 4 of 4 June 30, 2015 

Service Desk Management Workshop

The Service Desk Manager ITIL based Workshop is highly interactive and from the beginning 
involves participants via discussions, exercises, and presentations. The workshop reviews the 
participant’s understanding of the Service Desk/Support environment and their pivotal role 
within the organization while promoting a greater understanding of the current market place 
and the responsibilities of the Service Desk Manager. 

The workshop reviews current working practices, identifies ways to assess and improve their 
service offerings in line with best practices and the importance and benefits of having sound 
processes & procedures in place. Additionally participants will review the skills, attributes, and 
knowledge that is required of their staff in order to ensure that they meet the demands of their 
service environment. 

Managers will learn and practice ways/methods to motivate their staff and identify ways in 
which they can actively build better relationships with their customers and peers: including 
methods to develop the staff and individuals within the team. Approaches to the recruitment 
and retention of staff are also reviewed. 

Service Desk Analyst/ITIL Help Desk Workshop

The Service Desk Analyst Workshop encourages participants to engage in group exercises and 
discussions in order to identify the roles and responsibilities of the modern or their own Service 
Desk. Participants debate the skills, knowledge and attributes required for a staff to succeed in 
their roles, learn the importance of customer relationship management, and review the service 
skills required to develop and maintain good working relationships with customers and peers. 

The Service Desk Analyst Workshop also looks at support methodologies, technologies, and the 
tools utilized within the Service Desk. It reviews key issues such as service level agreements; 
benefits and pitfalls, the importance of metrics, implementation of service management 
processes, and effective problem solving techniques. 




