The Holistic Service Manager
Panel debate, global ITSM Thought Leaders Q&A

www.servicedeskinstitute.com



Your Panel
Global ITSM Thought Leaders Q&A

{

Jeff Rumburg Mauricio Corona Barclay Rae Andi Kis Nabil Azar

www.servicedeskinstitute.com




Service
Desk
Institute

Key trends?

www.servicedeskinstitute.com



Service
Desk
Institute

‘Across all industries, by 2022, growth in emerging professions is set
to increase the share of employment from 16% to 27%. Whereas the
employment share of declining roles, is set to decrease from currently
31%to21%.’

‘Current estimates would suggest a decline of 0.98 million
jobs and a gain of 1.74 million jobs. One set of estimates
indicates that 75 million jobs may be displaced by a shiftin
the division of labour between humans and machines, while
133 million new roles may emerge that are more adapted to
the new division of labour between humans, machines and
algorithms’.

‘Extensive evidence of accelerating demand for a variety of wholly new
specialist roles related to understanding and leveraging the latest
emerging technologies: Al and Machine Leaming Specialists, Big Data
Specialists, Process Automation Experts, Information Security Analysts,
User Experience and Human-Machine Interaction Designers, Robotics
Engineers, and Blockchain Specialists’.
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The Future of Jobs Report 2018

Table 4: Comparing skills demand, 2018 vs. 2022, top ten

Today, 2018 Trending, 2022 Declining, 2022

Complex problem-soving Aciive leaming and lsaming sirategies Memory, verbal, auditory and spatial abiites
Critcal thinking and analysis Creatvity, ongnality and ntiative Managament of firancal, material resources
Attantion to detail, trustworthiness Complex problem-solving Management of parsonnal

Reasoning, problem-soiving and idaation Emaotional intedigance Coordination and time managemant
Leadarship and social nfiusnce Reasonng, problem-soving and idaation Vizual, audiory and speech abilties
Coordination and tima managemeant Systams analysis and evaluation Technology use, monitoring and control

Source: Future of Jobs Survey 2018, World Economic Forum,
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The future of service
management?
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What skills will service
managers need and how will
that effect service
management?
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What changes do you predict in the
future that will have a big impact on how
service desks operate?
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What is value and how does the
service desk support or drive value
co-creation?
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6.6 Measuring Success

What is the main indicator of success for your service desk?

48%
39%
37%
34%
18%

T% 7% 5% %

HE >
[ 1

Customer Number of calls/ Productivity Improvements to  Reduced cost per
Satisfaction issues fixes vs improvements service quality head of IT support
measures number received

W 2017 W2015

During the next 12 months, which
you expect to see?

Greater focus on the customer (end-user) support experience
73% 69%

Greater use of self-service and self-help
73% 67%

Greater use of ITSM tools and processes in non-IT business units
44%

Increase in the provision of support for personal mobile devices
42% 40%

of the following do

Do you find more value in Customer Satisfaction measures
or traditional metrics, i.e. first-time fix?

B Customer Satisfaction
B Traditional Metrics
B Unsure

What were the motivations behind undertaking a Digital

Transformation Project?

Improve customer experience

nereased produeY _ 7e%
Improve relationship with other _ 54%

areas of the business

Cost saving

Reduced workload of analysts - a8%

89%

Please rank these in terms of
importance to your organisation.

15%

Have you noticed a shift of focus
towards monitoring Customer
Experience over/alongside SLAs?

B Yes- and my service desk is
focusing more on it

B Yes- within the industry but not
on my service desk

B No- I have not noticed a shift

10%
8%

10%
21%
22%
36% 32% 22%
53%
16%
15%
21%

Customer Speed of Service Desk Adherence Cost per
Experience Service  Staff Moral  toSLATargets call

Wist M 2nd W 3rd
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What’s the main measurement
of success for service desk in
2020 and beyond?
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How Is the customer experience
changing?




What is SDI doing to support the
changing landscape?
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1.1 Alignment with business outcomes
of the supported srganization(s)

1.2 Service desk influence

1.2 Collaboration

14 Promoting teamwork

1.5 Promoting the senvice desk

1.6 Service performance transparency

1.7 Diriving continual improvement

1.8 Customer-centricity

1.9 Service desk scope

1.10 Leadership skills

Leadership

Policy and Strategy -

21 Wision

2.2 Mission

2.3 Service desk strategy, critical
success factors (CSFs) and key
perfoermance indicators (KPls)

2.4 Strategic planning

2.5 Relationship management

2.6 Financial managemeant

2.7 Information security management

28 Stravegic value of the service desk

2.8 Project methodology

People Management -

3.1 Role profiles

3.2 Recrutment

33 Onboarding

3.4 Skills program

35 Career development program

36 Personal performance reviews

37 Talent management

38 Remuneration

38 Informal reward and recognition

310 Absence

3N Service desk management
competencies

212 Communication

Global Best Practice Standard for Service Desk

Processes and Prm:edure'.

5.1

5.2
5.3
54
5.5
5.6
57
5.8
2.9
210
a1
5.2
5.3
514
215

206
2.7

518
2.19
5.20
2.21
5.22
5.23

Resources

Capacity, performance and reliability
Distribution of channel contacts
Workforce management

IT service management (ITSM) toolset
IT service management system
utilization

Remote support

Imtegrated systemns of suppart
Support of lagacy systems

Taols and collaboration

M easurerment and reporting tools
Knowledge management
Self-service

Service catalog

Supplier managemeant

Optimization and automation

Governance of processes and
procedures

Risk management

Service level management (SLM)
Managing feedback

Incident management

Service request management
Incident and service request logging
Status assignment

Service level monitoring

Incident and service request closure
Interaction quality menitoring
Maonitoring and event managamant
Problern management

Change control

Release and deployment
management

Service transition

IT asset and service configuration
management

Service catalog management

IT service continuity management
Information security management
Supplier management

Continual imprevement
Maodemization and transformation

Managing Employee
Satisfaction

6.1  Employee satisfaction
monitonng program

6.2  Skills and capabilities

6.3 Training plans

6.4  Staff morale

6.5 Employee engagement

6.6 Career development
opportunities

67  Employee feadback

6.8  Positive tearn culture

6.5 Team mestings

Managing the
Customer Experience

7.1 Customer experience program

72  Capturing customer feadback

7.3 Analyzing customner feadback

74 Customer feedback
management

7.5 Relationship management

7.6 Customer profiling

7.7 Customer engagement

7.8  Service design

Management Infor i
and Performance Resul

81 Business related metnics

82 Reporting activities

83 Target alignment

84  MNumber of incidents

45  Mumber of service requests

8.6  Awverage time to respond to
an inbound enquiry

47  Awerage time to respond to
assigned incidents

8.8 Average time te respond to
assigned service requests

a9 Abandon rate

a.10

a1

a2
813
814
815
a.l6
A
818
a.19
820
8.21

822
823

8.24

825

8.26

8.7

828
829

830

831

832

833

Awerage time taken to resolve
incidents that are not resclved
on first contact

Awerage time taken to fulfill
requests that are not fulfillled
on first contact

First contact incident
resolution rate

First contact request
fulfillment rate

First level incident

resolution rate

First level request fulfillment
rate

Re-opened incident rate
Re-opened service request rate
Incident backlog managsment
Senvice request backlog
management

Percentage of hierarchic
escalations

Percentage of functianal
escalations
Mumber of reasignments
Awerage incident resclution
time by pricrity

Awerage request fulfillmeant
time by priority

Awerage resolution time by
incident category

Awerage fulfillment time by
senvice request type
Comparison of service level
targets to performance
Senvice desk knowledge usage
Customer facing knowledge
usage

Senvice desk knowledge quality
ard effectiveness
Customer-facing knowledge
quality and effectivensss
Self-service monitoring
measured against targst
Monitoring incidents caused
by changes measured against
target

834 Total cost ofservice delvery

835 Awerags cost per incident by
channel

B.36 Awverage cost per service
request by channel

837 Employes satisfaction
feedback

838 Employes turnover

839 Unplanned sbeence days

B840 Perodic customer
satisfaction measurement

841 Event-based custorner
satefaction messurement

8.42 Comnplaints, suggestions ard
compliments

B.43 Problem records created
through proactive problem
management

8.44 Incdent reductien through
prokslem management

Corporate Social Responsibility |

2.1  Community engagement and
chantable actreities

9.2 Environmental protection

9.3 Health and safety

9.4  Professionalism and ethics

95  Menital health and ermotional
wellbeing

96  Flexble working practices

97  Physical environment and
Ergenomics

98  Diversity and inclusion
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Leadership -

1.1 Alignment with business outcomes
of the supported srganization(s)

1.2 Service desk influence

1.2 Callsboration

14 Promoting teamwork

1.5 Promoting the senvice desk

1.6 Service performance transparency

1.7 Diriving continual improvement

1.8 Cusmmer—centri-:ii

Policy and 5tr

21 Wision

2.2 Mission

2.3 Service desk strategy, critical
success factors (CSFs) and key
perfoermance indicators (KPls)

2.4 Strategic planning

2.5 Relationship management

2.6 Financial managemeant

2.7 Information security management

28 Stravegic value of the service desk

2.8 Project methodology

People Mﬂnnser-

3.1 Role profiles

3.2 Recruitment

33 Onboarding

3.4 Skills program

35 Career development program
36 Personal performance reviews
37 Talent management

38 Remuneration

38 Informal reward and recognition
310 Absence

Global Best Practice Standard for Service Desk

41
412

5.1

5.2
5.3
54
5.5
5.6
57
5.8
2.9
210
a1
5.2
5.3
514
215

206
2.7

518

410 Measurement and reporting tools

413 Service catalog

4.14 Suiilier maniement

———

Capacity, performance and reliability
Distribution of channel contacts
Workforce management

IT service management (ITSM) toolsat
IT service management system
utilization

Remote support

I rated systemns of support

Knowledge management
Self-service

Processes and Proc

Governance of processes and
procedures

Risk management

Service level management (SLM)
Managing feedback

Incident management

Service request management
Incident and service request logging
Status assignment

Service level monitoring

Incident and service request closure
Interaction quality menitoring
Maonitoring and event managamant
Problern management

Change control

Release and deployment
management

Service transition

IT asset and service configuration
management

Service catalog management

6.1

6.2
6.4
65
6.6
67

6.9

7.1

73
74

7.5

Managing E
Satisfaction

Employea satisfaction
monitonng program
Skills and capabilities
Training plans

Staff morale
Employee engagement
Career development
opportunities
Employee feedback
Pasitive team culture
Teamn mestings

Managing

Customer Expel

Customer experience program

Analyzing customer feedback
Customer feedback
management

Relationship management

Management Infor
and Performance

i il it

Business related metrics
Reporting acthvities

Target alignment
Mumber of incidents
Mumber of service requests
Awerage time to respond to
an inbound enquiry

810 Awerage time taken to resole
incidents that are not resclved
on first contact

811 Average time taken to fulfl
requests that are not fulfillled
on first contact

812  First contact incident
resolution rate

812  First comtact request
fulfillment rate

814 First level incident
resolution rate

815  First level request fulfillment
rate

8.6 Re-opened incident rate

8. Re-opened service request rate

818 Incident backlog management

819 Service request backlog
management

8.20 Percentage of hierarchic
escalations

8.21 Percentage of functianal
escalations

822 MNumber of reassignments

8.23 Awerage incident resclution
time by pricrity

8.24 Average request fulfillment
time by priority

825 Awerage resolution time by
incident category

8.26 Average fulfillment tirme by
senvice request type

8.27 Comparison of service level

targets to performance

Self-service monitoring

measured against targst

8.33 Monitoring incidents caused
by changes measured against
target

834 Total cost ofservice delvery

835 Awerags cost per incident by
channel

B.36 Awverage cost per service
request by channel

837 Employes satisfaction
feedback

838 Employes turnover

839 Unplanned sbeence days

B840 Perodic customer
satisfaction measurement

841 Event-based custorner
satefaction messurement

8.42 Comnplaints, suggestions ard
compliments

Corporate Social

2.1  Community engagement and
chanitable actrvities

9.2 Environmental protection
9.3 Health and safety
9.4  Professionalism and ethics

96  Flexble working practices
97  Physical environment and
Ergenomics

98  Diversity and inclusion
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Leadership Resources Managing Employee 519,29 &0 Aweragetime taken to resobe (5,11 B34 Total cost of service delivery
Jents that are notresobved |5,1] 8.35 Average cost per incident by
5

1.1 Alignment with business outcomes Satisfaction

of the supported srganization(s)
! Service desk influence

channel
,1] B36 Average cost per service

on hrst contact

2,14 61 Employes satisfaction 5,29,30 a1l A crage time takento fulfill

= ts that are nat fulfillled request by channel
} Collaboration 12,13,3 2,14 52 and capabilities on first t...\r,.-r 837 Er?'.pl--- _3" satisfaction
14 Promoting teamwork 2,3 6.3 51929 =12 | ...;ra. 2 |.|'|- et ) Feedh::'l.c. :
28| 1.5 Promoting the senvice desk 2,14 ©.4 o [~ = 838 Empl-'-‘;;l';turno‘cq'
5,16 [ 1.6 Service performance transh2:dr3;30,34| 4 5 por 2,14 &5 5,29,30 812 First contact request 839 Unplanned sbsence days
2|17 Driv ing continual impr 1512;13,38,34 47 , ated systerns of support 2,14 cr T ——— B.AD Periodic customer
1.8 Customer-centricity 7.27 5 )t fagacy sysisme 51 ) - sattsfan:;:l-;-n m-+asu rement

28| 1.9 Service desk scops 2 2,14 &7

84 Event-based custorner

14 | 110 Leadership skills 4275 als 214 ) 5,29, e
'27'3 2,14 65 Team mestings 842 Comnplaints, suggestions ard
Policy and Strate i T compliments
X B Managing the 5,22 843 Problem records created
12 ( 21 Vision 1,2,4,6,31,3 Customer Experience through proactive problem
12| 2.2 Mission J i maragement
12| 2.3 Service desk strategy, critical “ustomer experience pragran _ management 5,22 8.44 Incident reduction through
atscreds Factban P Sl mred B Processes and Procedures Capturing cus ol LB 19,29 820 Percentage of hierarchic problem managemerit

erformance indicators (KPls] | T el escalations
12| 24 Etl'at+g|-: planning =1 ance of processes and . k5,‘| 9,30 821 Percentage of functional Corporate Social Responsibility
9 | 2.5 Relationship management 10| 5.2 escala - :
11| 2.6 Financial management 29| 5.2 A e 5,19,30 ""'-"' reassignments 12,14 91 Community engagement and
3 | 2.7 Information secunity management 54 [ e |-r--h|nu. 5,19.29 Auerage ""'3""5':” resg -~ activit
12 | 2.8 Strategicvalue of the service desk | 19| 5.5 Slriore 2 ™ ’\""" b oy 14 9.2 :
8| 2.9 Project methodalogy 30| 5.6 [ 5,29,30 824 Average request fulfillment 12 83 Health and safery
1929 3 Ity 14 24 Professionalism and ethics
C o 8.25 UTIon e Oy [= n -
People Management i gg '-': Management I|'|1“->r'rr|-.=n:iu:r|§'1"7'29 o "_:dr_ﬁ." meby 1214 95 ,_;-m _,I|n|;_\,|,| e

-

9,30[ 510 and Performance Results 59 3,

826 A . srapge fulfill rment: tirme by 12.14 24

14| 21 Role profiles 1930 =1 L= .5 Flexible warking practices
j:: i‘ F!i—iil"-"t"d“'t""'t 21| 512 16| 8.1 Business related metrics 529 5.7 C ...-.s:l.:m ¥r ;..’ e ey L Fh; mese Is

13 Onboar Ing 22| 512 5| 82 Reportingactivities ’ . R :
14| 2.4 Skills program 18| 504 ; 3|83 T IJ_r el 12 28 Diversity and inclusion
14| 25 Career development program  28,32| 515 = and deployment 519 2 4 Number of incidents 2 g
14| 26 Personal performance reviews = L (o e -

T T 5,30 25 Mumber of service requests

14 | 37 Talent management V.31 516 2= ne = & A k knowledge
14| 28 Remuneration 20.25| 5.7 IT asset and service configuration 5,29 8.6 Average time to respond to 4,5 nowledge qualiy

ok . T an inbound enquiry | HE
“:: . i,ﬂ, ||:;_;mnirewar-i and recognition 5.119 29| 87  Average time to respond to 4,5 831 J.IiltL nn—cifaﬁ: 2 knowledge

20U Absenc A M ~ ¥ jality and effectveness
14 | 31 Service desk management asslgn—d O » el

5,11,27,34 B32 Self-service monitoring
measured against target

5,18 .33 Mo

5,29,30 &8 Aweragetimeto respond to
assigned service requests

5192942 Abandon rate

l:DlTIPEtEn':lE$
14 | 212 Communicaticn

oring incidents caused
pes measured against
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Assessment

Start where you are
Focus on value

Certification

Progress iteratively with feedback
Think & work holistically
Collaborate & promote visibility
Focus on value

Surveillance

Optimize & automate
Focus on value

QIS
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Audience Questions
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Thank You!
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. hello@sd-e.com
5

@sdi_insititute
n facebook.com/TheServiceDesklinstitute

m linkedin.com/company/the-service-desk-institute-sdi
[[] linkedin.com/groups/1912222
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