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Key trends? 
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‘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 shift in 
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’. 
 

 

‘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% to 21%.’  

‘Extensive evidence of accelerating demand for a variety of wholly new 
specialist roles related to understanding and leveraging the latest 
emerging technologies: AI and Machine Learning 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 service 
management? 



www.servicedeskinstitute.com 

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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Have you noticed a shift of focus 

towards monitoring Customer 

Experience over/alongside SLAs? 

Please rank these in terms of 

importance to your organisation. 
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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? 
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What is SDI doing to support the 
changing landscape? 
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Global Best Practice Standard for Service Desk 
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Global Best Practice Standard for Service Desk 
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ITIL4 Synergies – Practices 
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Optimize & automate 

Focus on value 

 

ITIL4 Synergies – Guiding Principles 

Progress iteratively with feedback 

Think & work holistically 

Collaborate & promote visibility 

Focus on value 

 

 

 

Start where you are 

Focus on value 

 

Assessment 
 

Certification 
 

Surveillance  
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Audience Questions 
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facebook.com/TheServiceDeskInstitute 

 

servicedeskinstitute.com  

hello@sd-e.com  

@sdi_insititute 

linkedin.com/groups/1912222 

linkedin.com/company/the-service-desk-institute-sdi 

Thank You! 


