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The IT Team



About CCCU

 3 Campus Sites

 17,000 Students

 1,800 Staff



The next 40 minutes

 Why Service Desk Certification

 Our Journey through the SDC

 The Results

 Our next steps

 Your questions



Why Service Desk Certification?

 Merge of two 
departments

 Common 
processes, 
procedures and 
language

 Technology 
focused 
department



Why Service Desk Certification?

 Student experience

 Competitive sector



Our Journey

 November 2015 - Pre-assessment workshop

 December 2015 - Service desk assessment

 October 2016 - Certification audit

 November 2016 - Audit report received 



Pre-Assessment Workshop

 18 staff from IT

 Clearer understanding of SDI & SDC

 Helped us interpret the standards

 SWOT Analysis

 Workshop report and recommendations



Service Desk Assessment



Certification Audit Preparation



Certification Audit Evidence

 Evidence template

 Evidence storage

 Evidence by maturity level

 Process creation

 Evidence binder



Certification Audit Preparation

 Audit teams identified

 SDI Online Tool

 Room with a view

 Customers engaged

 Evidence submission



Certification Audit

 Audit took place over four days

 No hiccups

 Team felt engaged and a real sense of 
purpose

 Indicative score presented back to the 
department

 The long wait……



Audit Report



Audit Report



OUR RESULT



What we Learnt

 Do not underestimate impact on your 
resources!

 Do not develop processes, procedures or 
evidence for “the audit” ensure they add value!

 Do not chase stars!

 Do not underestimate the impact operational 
change has on your institution!



What we Learnt

 Do get senior buy-in!

 Do spread participation wide across your IT 
department!

 Do engage early with your customer base!

 Do embrace the journey!



The Actual Results

 Joined up IT Service Management processes

 Service focused department

 Team collaboration

 Student support service

 Respected department



The Actual Results

Quotes from external IT departmental review



The Impact to CCCU Staff



The Impact to CCCU Staff

“While I was initially sceptical of a customer service initiative due to 

most problems I personally encounter coming from issues beyond/above 

the service desk lines, I have noticed a marked improvement over the last 

year of the overall IT-services generally. The IT-service desk seems to 

have been very effective in facilitating and advising on these matters, and 

generally, the whole process of IT support seems to be making great 

improvements. The IT service desk staff are always keen to help out and 

will always do everything in their power to help if they can, for which 

they should be rewarded. Well done.” 



The Impact to our Students
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The Impact to our Students



Next Steps

 IT Service Management Tool upgrade

 Continual review of evidence, processes and 
procedures

 Surveillance audit: 27th & 28th November



Thank you for listening



Questions?


