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About Kate Marshall 
Kate Marshall is Director of Global Service Desk at Arcadis. She is responsible for Global 
Service Desk and it’s strategy. 

Kate has maintained a career within an IT Service Desk environment spanning 15 years.  
During her career she has held the positions of Service Desk Analyst all the way to Director of 
Global Service Desk. She has managed teams ranging from 5 staff members to currently 40.  

@Kate_from_IT linkedin.com/in/KateFromIT 
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About Andrew Hardwick 
Andrew Hardwick is Director of Global Service Management Office at Arcadis. He is 
responsible for IT Processes, ITSM toolset and Service Level Management. An accomplished 
IT Professional with over 15 years’ experience of IT Service Management, Andrew is an ITIL 
Expert and a Lean Six Sigma Green Belt. 

Andrew joined Arcadis in 2010 as a Service Desk Team Leader, progressing to Service Desk 
Manager in 2012. In 2015 he took on a new role as ITSM Manager within the EMEA region and 
commenced his current role in 2018. Prior to joining Arcadis Andrew worked as a Service Desk 
Manager for Wincor-Nixdorf. 

 

@HardwickAndy linkedin.com/in/andrew-hardwick-76026521 
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About Arcadis 

Arcadis. Improving quality of life 

Arcadis is the leading global Design & Consultancy firm for natural and built assets.  

Applying our deep market sector insights and collective design, consultancy, engineering, project and management services we work in 

partnership with our clients to deliver exceptional and sustainable outcomes throughout the lifecycle of their natural and built assets.  

We are 27,000 people active in over 70 countries that generate €3.3 billion in revenues. 
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Arcadis History 
Arcadis has a long and rich 
history, tracing its roots back to 
the Association for Wasteland 
Redevelopment in the 
Netherlands in 1888.  

 

From our strong heritage, we 
have grown organically and 
through acquisition to be the 
leading Design & Consultancy 
firm for natural and built 
assets.  
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The resulting IT landscape in 2015 therefore was very fragmented 

2015 
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• Multiple loosely coordinated groups 

• Desktop Support methodology 

• Isolated regional support for isolated regional systems 

• Limited sharing of knowledge – Limited knowledge to share 

• Few Global systems 

Where did we start from with Arcadis IT Support – pre 2016 

Evolution of IT Support 



ADD TITLE 
Add subtitle 

Global Support Model 

Asia-Pacific 
Outline Support Model Principles 

• Global Service Desk with global telephony and service desk tools 

• Single global queues in our ITSM Tool 

• Unified service management processes and virtual teams 

Standardising our offering - 2016 
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UK Service Desk to Global Service Desk 
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Redeploying UK staff 
As the UK Service Desk was being transitioned, we involved all of the UK staff affected in what was 
happening. Each of them was given an opportunity to be involved in new emerging areas where we want 
to develop our capability. 

As part of on-going reviews each person has been asked what areas they were interested in. As such, 
each individual was able to be assigned to an area that they had expressed an interest in, such as 
Problem Management, Transition Management or Process Management. 

They were given the ability to develop their skills in these areas and provided training and work on 
projects. This ensured that when the UK Service Desk was disbanded, the individuals concerned were 
able to transition into new roles within Arcadis. These individuals went from Service Desk Analysts to 
managers within their respective disciplines. 
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Leadership 
• Performance related bonuses given to top three who achieve >100% on the weighted basket 

• GPS 

• The Best Buddy Vote 
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Employee Happiness 

“The biggest reason employees stay at their job is because they love the people they work with” 
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How would you rate your enjoyment of our team's culture? 

How meaningful do you find your work? 

How invested do you feel GSD Management is in the success of the team? 

“The main reason 
employees stay here is 
because they love the 
people they work with” 

 
• Training 

• Customer Service Excellence 

• IT Service  

• Technical 

• Workload 

• Keeping it interesting 

• Automating or removing mundane parts of processes 

• Career Progression 

• Leadership 

• Technical 

• Service/Practice 
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Workplace Culture 
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Career Pathway 
Role within IT Support 

Service Desk Analyst (entry level) 

Service Desk Analyst (experienced) 

Senior Service Desk Analyst 

Service Desk Supervisor 

Service Desk Supervisor (experienced) 

Service Desk Manager 

Director of Global Service Desk 

Associate Director of IT Support 

Director of IT Support 

CIO 
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2/3 Supervisors started on the 
Service Desk as Analysts 

 

All 6 Senior Analyst roles started 
on the Global Service Desk as 
an Analyst 
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Efficiency Through the Right Technology 
ITSM Tool – The Service Desk’s first venture into the cloud 

Contact Centre – The ability to answer support calls anywhere in the world from anywhere in the world 

Remote Control – enhancing our ability to support users PCs remotely 

Asset Management – enabled us to start moving away from spreadsheets to manage assets. 

Discovery – dependency mapping and assisting in creating services in our CMDB 

BI – Allowing us to visualise and understand our data 
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ITSM Tool 

You cannot manage what you cannot see. 
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Self Service Portal 
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Contact Centre Software 
• Cloud solution – need it to work anywhere with an internet connection. 

 

 

• Route to most appropriate agent 

 

 

• Ability to have multiple call centres 

 

 

• Integration with ITSM tools 
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Remote Access  

When creating the Global Service Desk it was apparent that we had no single 
Remote Access tool that would allow the Global Service Desk to connect to all 
users computer globally. 

Whilst we had Skype for Business, which could be used for Screen sharing, this 
did not work when elevated credentials were needed. 

We therefore went to the market to procure a Remote Access tool. 

The tool we ended up with however did this, and much more too. We also 
gained the ability to do file transfers, see services running, edit the registry 
amongst other things. 
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Hardware Asset Management – One use case 

How we used to manage Laptop replacements 
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How we now manage Laptop replacements 

 

 

Hardware Asset Management 
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Creating Services 
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Power BI Reports 
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Results 
IT Support service is better than ever. 
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Questions? 

@HardwickAndy linkedin.com/in/andrew-hardwick-76026521 

@Kate_from_IT linkedin.com/in/KateFromIT 



THANK YOU FOR LISTENING 

12th September 2019 

Kate Marshall – Director of Global Service Desk 

Andrew Hardwick – Director of Service Management Office 

@HardwickAndy linkedin.com/in/andrew-hardwick-76026521 

@Kate_from_IT linkedin.com/in/KateFromIT 


