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Overcoming obstacles and achieving 3-star success 
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About me 

• Originally from an ITSM background  

• Service Desk Analyst, Senior SDA, SDM, CSI Manager 

• Joined Air IT in 2017 as Continual Service Improvement (CSI) Manager 

• Now Service Delivery Manager and part of the Senior Leadership Team  

• Responsible for ensuring the Air IT Service Delivery department is 

achieving the best results and delivering excellent customer service  

 

 

 

 

30+  
SD STAFF 

6000+  
END USERS 

400+  
CLIENTS 



Our Journey So Far 
• 2005 – Air IT established with first IT support contracts. 

• 2010 – Relocation to new offices and Service Desk established.  

• 2012 – 30+ members of staff.  

• 2013 – Acquisition of telecoms provider MBC. 

• 2015 – MSP Mentor: Ranked at #1 MSP in East Midlands. 

• 2015 – Launched Air IT Service Hub – Client self service portal. 

• 2017 – 45+ members of staff and move to new larger premises. 

• 2017 – Cyber security division Air Sec joins Air IT group.  

• 2018 – ISO 27001 certification gained. 

• 2018 – 3 Star Service Desk Certification gained.  

• 2018 – 55+ members of staff 

• 2019 – 60+ members of staff 

• 2019 – SDI Award Best Small MSP 

• 2019 – Specialist Business Intelligence division Air BI launches 

• 2019 – Expansion on Business Park with additional office 
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Why we chose to work towards SDI Standard 

 Aligning our work to a best practice standard  

 Embracing a standard that doesn’t just look at processes and procedures  

 Identifying clear and measurable benchmarks for our Service Delivery Department 

 To invest in a programme that encourages employee satisfaction  

 To deliver excellent customer service and overall customer experience 
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Our goal – 3 Stars 



Our Assessment – 2.25 NOT certified 
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Our Assessment – 1 Star 

 Consider implementing strategic plan for 2018 early 

 Document all operational management activity within a Service Desk operational plan 

 Evaluate customer experience and implementing a customer experience programme 

 Consider implementing a central CSI register  

 Review all documentation 

 Launch a talent management programme 

 Define services in a Service Catalogue 
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What next? 

• Create action plan of all 

initiatives needed before 

Audit 

• Hold regular SDI 

meetings with team to 

keep momentum 

• Implement changes 

across the Business with 

Management buy in 

• Ran ‘in-house Audit’ 

• Finalise Evidence 

• Led the audit in July 2018 

• Followed by first 

surveillance in July 2019 
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Gaining co-operation and involvement from the whole 

of the team 

“What’s the benefit for me?”   

• Company-wide sessions on the SDC to provide 

clarity on how the programme benefits each 

member of the team, across the whole company 

• Company-wide involvement in audit and 

interviews  

 

“But I don’t have time to take on more work”  

• Diary management of team  

• Appropriate delegation of work 

Senior leadership 

 team 

Operational 

 team 
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“This certification is for all of YOU’’ 

 

“The improvements from the process will benefit YOU” 

 

“TOGETHER this will make us a better team” 

 

“TOGETHER this will make us a better business” 



Our improvements - Customer 

Experience (CX)  

• Introduced comprehensive CX programme  

• Aligned with mission and vision  

• Looks at all of the below areas; 

 - Employee Engagement 

 - BDM and Account Management 

 - Project and Service Delivery 

 - CCS Procedure 

 - Customer Satisfaction & CSAT 

 - Marketing 
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Customer Feedback  

• Reporting on results from event surveys to 

achieve our CSAT target – 96% 

• Non-conformance Process 

• Compliments, complaints & suggestions 

• Reporting on bi-annual customer satisfaction 

results 

• You said we did campaign 
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Customer Experience KPIs 

• Specific Customer Experience KPIs as part of our Strategic Orbit goals. 

• Our CX KPIs have targeted improvement metrics set each financial year and agreed as part of our 4-
year strategic plan. The measures are reported on weekly and reviewed monthly. 
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Our improvements – Employee Satisfaction 

• We use gamification through the tool CrewHu 

• This allows us to reward our team with ‘bucks’ they can spend on prizes when they received positive CSAT 

responses or ‘badges’ from colleagues 

• SDI best practice suggested identifying the effects of informal reward and recognition and reviewing its impact 

• Survey sent to entire business around CrewHu and improvements made off survey results 

 



Employee engagement 

 

• Peer and client recognition - CrewHu 

• Great People Awards  

• Regular team building events  

• Bi-annual employee satisfaction surveys 

• Mission, Vision and Values 
 

 
‘Since our foundation in 2005, we’ve maintained 
a strong culture that encourages staff to L.O.V.E 

or ‘Live Our Values Everyday’  
 



The Result  

• Following the audit in July 2018, 
Air IT was successfully certified 
as a 3-Star service desk 

• Total score of 3.13 
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Time to Prep for Surveillance… 

Improvement suggestions we received; 

 

• Development of Project Management and Service Transition Processes 

• Trend analysis and commentary on reporting  

• Management of Compliments, Complaints and Suggestions 

• Procedure for monitoring service levels 
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Key Improvement Made 

Transforming our reporting into Power BI. Enabling trending, cross analysing, 
commentating, drill downs and much more… 

 

 



Surveillance Audit Results 

Retained 3 star certification and increased in scoring closer to 4 star! Our goal for 2020 is 

now to hopefully achieve 4 stars and strengthen even more of our processes. 

 
 

3.13       3.65 
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My Advice 

– Be organised with creating and completing actions 

– Consider resource to own and manage project 

– Don’t underestimate time requirement to complete work 

– Prepare as much evidence as possible 

– Read standard continually – fully understand it 

– It can’t be done alone – have investment from entire business and encourage 

them to see the huge benefits 
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Any questions? 
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