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SDI’s Service Desk Certification (SDC) programme is the only industry, standards based, accreditation 
programme specifically designed to certify service desk quality. The Service Desk Certification Standard 
Model provides a clear and measurable set of benchmarks for your service desk operation; many of 
which are not included in ITIL or ISO/IEC 20000.

To achieve certification, the maturity level of your service and support operation is benchmarked 
against the globally recognised SDI Service Desk Standard. SDI’s auditors will assess your compliance 
with the standard and verify the level your service is operating at – you’ll be awarded reactive, proactive, 
customer-led, business-led or world class status.

WHAT IS SERVICE DESK CERTIFICATION? 

Service Desk Certification provides an independent quality mark and a detailed road map for continual 
service improvement. By achieving certification you are able to demonstrate to senior management, 
your team, your customers, and in some cases your key competitors, that your support operation is 
truly dedicated to best practice. Your service desk’s reputation will grow, your IT team’s morale will rise 
and your customers, whether internal or external, will experience higher levels of service.

To see real life examples of what service desks have achieved as a result of going through the 
certification programme flip to the end of this booklet.

WHY BECOME CERTIFIED ? 



To your organisation

 l The feedback you receive at 
each stage of the programme 
enables you to prioritise and 
target resources to deliver 
the greatest business value

 l Committing to the 
certification journey shows 
that the service desk is 
dedicated to best practice 
and fosters a culture of 
business-focused service 
improvement

 l Being SDI certified is a 
differentiator for your 
organisation and provides 
a positive PR and publicity 
opportunity

To your customers

 l Understanding exactly where 
to make improvements 
allows you to very quickly 
start to make changes that 
raise the quality of service 
and benefit the people you 
support

 l Improved customer 
communication and 
engagement will lead to 
increased levels of trust 
between IT support and other 
departments 

 l Your relationship with your 
customers will continue to 
strengthen over time. Seeing 
their feedback acted upon 
drives customer engagement 
and advocacy 

To you and your team

 l Your team’s morale will be 
boosted, frustrations with 
work flows and processes 
will diminish and you will 
enjoy the benefits of having 
an engaged and motivated 
workforce

 l You will be able to track 
measurable improvements 
in performance and customer 
satisfaction and show the 
business a clear return on 
investment

 l Successfully leading a service 
desk through certification is 
a significant achievement 
and a great testament to your 
professional competencies

CERTIFICATION BENEFITS



The full Service Desk Certification Standard concepts and criteria can be found in the Service Desk 
Certification Your Essential Handbook, available as a free download on the SDI website.

THE SDI SERVICE DESK CERTIFICATION STANDARD 

The standard is made up of nine ‘concepts’ each with its own detailed set of criteria. These concepts are: 

1  Leadership

2  Policy and Strategy 

3  People Management

4  Resources

5  Processes and Procedures

6  Managing Employee Satisfaction 

7  Managing the Customer Experience

8  Management Information and   
 Performance Results

9  Social Responsibility



WHAT ARE THE STEPS TO BECOMING CERTIFIED?

Informatics Merseyside, at their 3 star Service 
Desk Certification presentation in 2014

EVALUATION
Complete the free online assessment 
or take part in a pre-assessment 
workshop.

1 ASSESSMENT 
Your journey starts with a two day 
assessment with group interviews 
where our experts will give you 
feedback and recommendations.

2
AUDIT

Full four day audit against the nine 
concepts using: written evidence, 
interviews, observations, metrics 
review, customer feedback review.

3 CERTIFICATION 
You will receive an in depth report 
and presentation with concept 
scores and maturity rating. SDI 
will help you to promote your new 
certification.

4
CONTINUAL SERVICE IMPROVEMENT

You will get your CSI road map to help you make 
improvements and development on your certification 
journey. We will then perform two surveillance audits.

5



TANGIBLE, MEASURABLE RESULTS 
Vocalink

These statistics were part of a presentation delivered by the 4 star certified service desk team at 
Vocalink, where they explained the tangible improvements they have achieved as a result of SDC.

30%
Staff satisfaction 
increase

92%
Customer satisfaction

<5% 
Staff attrition for 
3 years

£250K
Saved over 4 years

20% 
Reduction in number of 
interactions per month

MAY



OUR JOURNEY TO SERVICE DESK CERTIFICATION
Leicestershire County Council

Rising To The Challenge
“We knew we were taking on a huge challenge, so before I made the call I asked everyone in the team 
for their commitment.  I knew we would achieve something brilliant and the process turned out to be its 
very own team building exercise.”

“Every team member was involved in the service improvement programme relating to certification. 
Hearing the service desk technicians discussing their different responsibilities each day and charting 
their progress was music to my ears. They were so focussed.”
 
Lasting Benefits
“Members of staff have started to build a career within the service desk instead of viewing it as the first 
step towards a career in ICT.

Why SDI?
“SDI staff are very helpful and knowledgeable about best practice in the ICT industry and if they don’t 
know the answer they will try to find it out for you. The auditors are as sharp as birds of prey. They twitch 
the moment you even think about embellishing on a point and you know you are not going to get away 
with it. This makes the experience all the more worthy”.
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