
Complete SDI free on-line SDC evaluation to discover
the maturity of your service desk and to establish

whether you are ready for certification. Complete a
selection of simple questions based on the full

certification audit and you will be given a guide to
your current performance and service desk maturity

levels.

Once you have decided that certification is
appropriate for you, SDI’s auditors will carry out a

preliminary assessment of your service desk
providing you with a benchmark for each of the nine

key audit areas. This initial assessment provides you
with the opportunity to make improvements

recommended by the auditor to key areas of your
operation before completing the full audit.

The audit reviews your service desk operation and assesses
your ‘enablers’ and ‘results’ according to each aspect of the
dynamic EFQM Excellence Model. The auditor will conduct
interviews with your team and your customers about their

service experiences, review your service level reporting and
carry out desk-side observations. The auditor will ask over

300 comprehensive questions in order to assess your
service desk’s maturity rating .

Following the audit and the auditor’s final report
(approved by a SDI Master Auditor) you will be
presented with your Certification award. A real

moment for celebration, the presentation of your
certification is a great opportunity to encourage senior

management and the whole of your IT service
operation to share in your achievement and success.

1.010 Alignment with core
business

1.020 Interaction with IT
1.030 Resource optimisation
1.040 Promoting teamwork
1.050 Promoting the service

desk
1.060 Distribution of

information

Leadership
5.010 Pro-active Detection and

Remediation
5.020 Customer Satisfaction

Management
5.030 Service Level Management
5.040 Communication
5.050 Incident and service

request logging
5.060 Incident and service

request management
5.070 Prioritisation
5.080 Incident Status
5.090 Incident Resolution
5.100 Incident Closure
5.110 Problem Management
5.120 IT Change Management
5.130 Configuration Management
5.140 IT Service Continuity

Management
5.150 Call monitoring
5.160 Incident monitoring
5.170 Continuous Improvement
5.180 Release Management
5.190 Service introduction

Processes

8.010 Number of incidents and service
requests

8.020 Average time to respond
8.030 Abandon rate
8.040 Incident resolution Time
8.050 First contact resolution rate
8.060 Percentage of incidents resolved within

Service Level Agreement
8.070 Re-opened incident rate
8.080 Backlog management
8.090 Hierarchical escalations (management)
8.100 Functional escalations ( re-assignment)
8.110 Average resolution time by priority
8.120 Average resolution time by incident

category
8.130 Comparison of SLA goals to actual

results
8.140 Remote control and self-help

monitoring measured against goals
8.150 Total cost of ownership
8.160 Relative cost per incident by channel

(method received)
8.170 Cost per incident or service request

Performance Results

6.010 People Satisfaction
Feedback

6.020 Staff attrition
6.030 Employee unplanned

absence days

People Satisfaction

7.010 Periodic customer
satisfaction measurement

7.020 Event-based customer
satisfaction measurement

7.030 User complaints,
suggestions and compliments

Customer Satisfaction

9.010 Community integration
9.020 Charitable activities
9.030 Environmental protection

Social Responsibility

4.010 Financial
4.020 Physical environment and

ergonomics
4.030 Infrastructure
4.040 Incoming call distribution
4.050 Testing environment
4.060 Staffing and scheduling processes
4.070 Service management system

Partnerships & Resources

2.010 Vision and Mission
2.020 Goals and Objectives

Policy & Strategy

3.010 Job Descriptions
3.020 Training Plans
3.030 Career development plans
3.040 Personal performance appraisals

People & Management

Continual and repeatable business- led
delivery • Constantly reviewed and
optimised services and operations • Further
commitments to quality and business
improvements • Continual service
improvement embedded into the
organisation

Service costs and business value reviewed
• High degree of accountability •
Performance and reward related to
business value • Demonstrable
management of business risk • Key part of
development and implementation process
• Focal point on ITSM Processes

SLAs and OLAs implemented • Account
management and reviews • Customer
surveys and reviews • KPIs linked to
SLAs and OLAs • Staff reward and
recognition • Industry recognised
measures • Wider ITSM implementation •
Mature internal Marketing

Structured processes and procedures •
Developing reporting and analysis • Better
tools and implementation • Establishing
consistent performance • Training and staff
development • Developing communications
with IT and the business • Stable staffing
levels

Initial development • Minimal stats in full
or reports • Fire-fighting and chaotic •
Unable to change or influence
operations • Tools not helping • Lack of
process • Staff attrition

2.030 Business and operations plans
2.040 Stakeholder Input

3.050 Employee Satisfaction
3.060 Compensation, formal reward

and recognition
3.070 Ad hoc reward and recognition

4.080 Service Management System –
product capability

4.090 Remote access and control
4.100 Knowledge management
4.110 Self-help
4.120 Integrated systems
4.130 Reporting systems
4.140 Security
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