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SDI Philosophy 

To support our vision our philosophy is to.. 

 

 

 

For our customers, each other and the community  

www.servicedeskinstitute.com 

Suprise Delight Inspire 



SDI Value 

www.servicedeskinstitute.com 

First introduced in 2000 

The only globally recognised 
Best Practice Standard 
specifically for service desks 

Based on existing quality reference 
models such as EFQM and ISO 9000 

9 concept areas 
138 best practice criteria  

Global Best Practice Standard for Service Desk 

Service improvement 
mapping 

Certification and accreditation 



The Panel 

www.servicedeskinstitute.com 

Damian Bowen Lynne Nash Barclay Rae David Wright 

ITSM Consultant, 
Advisor & Auditor 

Consultant & Customer 
Experience Expert 

Consultant, Auditor 
& ITIL®4 Author 

SDI Chief Innovation 
& Value Officer 
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