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• Ideal Situation 

• Circle of Influence & Control 

• Technology, People, Processes & Environment 

• Intro to KAUST Service Desk 

• Agent Competition 

• Closing remarks on the SDI Audit 

 

 

Discussion Points 
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Consistently achieving high customer satisfaction 

ratings in post-call and post-ticket surveys 

High customer satisfaction 

Ideal Service Desk Situation 

Whether waiting for an Agent to answer the 

phone, or an email, or a response to a ticket 

Low on-queue waiting period 

SD Agents are “happy” to come to work, and are 

treated in a fair and productive manner 

High Agent Moral 

Customer issues and requests correctly and 

expeditiously resolved in a professional manner 

Requests correctly resolved 

Whether it is process and procedure 

documentation, or relationships with internal 

company units 

Internal Processes well Aligned 
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Technology People 

Processes Environment 

• ITSM suite 
• Agent's Computers 
• Remote control software 
• Telephone system 
• Headsets 
• IVR / Call Recording 
• VM-Virtual machine 

software 

• Noise 
• Lighting 
• Desks 
• Distributed work places 
• Closeness to other IT 

units 

• Automation 
• Documention 

• Internal IT Ph#'s 
• Org user info db's 

• Reports 
• Service Catalog 

• Collaboration tools 
• Customer Surveys 

• Shift Schedules 
• Organisational structure 

• Daily routines 
• Timesheets 
• Staff Moral 

• Training 
• Promotions and 

rotations 



Technology 

• ITSM suite 
• Agent's Computers 
• Remote control software 
• Telephone system 
• Headsets 
• IVR / Call Recording 
• VM-Virtual machine software 
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People 

• Shift Schedules 
• Organisational structure 
• Daily routines 
• Timesheets 
• Staff Moral 
• Training 
• Promotions and rotations 



Processes 

• Automation 
• Documentation 
• Internal IT Phone Number's 
• Organisation user info databases 
• Reports 
• Service Catalog 
• Collaboration tools 
• Customer Surveys 
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Environment 

• Noise 
• Lighting 
• Desks 
• Distributed work places 
• Closeness to other IT units 



The KAUST  
IT Service Desk 





Powerful 
reports 
& Apps 

ITSM 

Email 

Schedules 

IVR 

Powerful, yet easy integrations 
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Agent Competition Report 



Sample Month 
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2015-Sample 



2018-Improvement 
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SDI-Service Desk Certification 









Thank you for your 
time 

 
 

Q&A 



• Old computers: https://b2b-knowhow.com/whitepapers/1600-why-you-
shouldn-t-be-afraid-of-replacing-your-legacy-itsm-suite 

• BMC Remedy: http://www.columnit.com/bmc-software/bmc-
products/remedy-it-service-management-suite.html 

• Platonic headset: https://www.headsets.com/ 
• Cisco IVR: https://www.cisco.com/c/en/us/support/unified-

communications/unified-communications-manager-callmanager/tsd-products-
support-series-home.html 

• SD cubicles: http://www.memphis.edu/umtech/service_desk/index.php 
• Frustrated worker: thinkstock.com 
• Budget: https://www.marketing-mojo.com/blog/maximizing-your-adwords-

budget/ 
• Student SD: http://student.uva.nl/en/contact/central-student-service-

desk/central-student-service-desk.html 
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