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For many service desks, the prospect of a culturally accepted and embedded vision and mission statement is out 
of reach. Often, this is due to the challenges of making the vision and mission relevant to the day jobs of service 
desk staff whilst tying it into the objectives defined by the business. Service desk professionals should take 
heart, however, as there are several organisations that have effectively formed relevant visions and missions 
that are cascaded to service desk staff through critical success factors (CSFs) and key performance indicators 
(KPIs).

This method of breaking up a top-level vision and mission and disseminating it down to different teams and 
individuals in relevant chunks is an effective route to culturally embedding the service desk’s objectives by 
making them actionable and meaningful for the individuals who will be working towards achieving them. 
Without this, the service desk’s vision and mission are unlikely to hold any meaning for service desk staff and,  
as a result, will hold little value for the organisation.

Furthermore, a truly effective vision and mission will underpin those of the wider business. Supporting the 
organisation’s vision and mission ensures the service desk is aligned to the direction of the business and adds 
further credibility and relevance to the work undertaken by service desk professionals. If the organisation 
is working to improve patient care, for example, then the service desk should be working to support 
improvements to patient care with the technology and services they provide.

Effective visions and missions, then, need to be culturally accepted through their meaning, relevance and value 
to those that work towards achieving them and to those that they represent.

Introduction
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The importance of a vision and mission is identified in the Service Desk Certification Standard under concept 
2.01. The standard requires a service desk to have vision and mission statements that reflect both the service 
desk’s role in, and contribution to, the organisation’s success. For full maturity in this concept, the vision and 
mission statements should be aligned with those of the organisation, and efforts should be made to market 
these messages across the organisation and to support partners.

To achieve this alignment, research and engagement is required on the part of the service desk to ascertain 
areas of the organisation’s vision and mission that the service desk equivalent can align to. Identifying the core 
objectives of the organisation will help the service desk construct a supporting vision and mission that can 
subsequently be disseminated to the individuals who will be working to deliver them.

Additionally, the standard argues that the vision and mission should involve service desk staff in its creation 
to ensure it is culturally embedded. Arguably, a crucial step is to ensure all stakeholders are involved in the 
creation of the vision and mission. It is advisable, then, to research how the vision and mission will align with the 
wider business and then engage with service desk staff to form formal service desk equivalents.

Furthermore, the vision and mission will also need to be regularly reviewed, revised and promoted – with all of 
the details contained within a single documented procedure. This ensures there is an easily monitored process 
to ensure relevance to an environment that is frequently changing – perhaps more pronounced in information 
technology than in other industries – and that they continue to deliver the most value to the organisation.

To this point, we have discussed both the vision and mission in a similar light, however, there are important 
differences. A vision should be seen as a high-level conceptual statement that is focused towards the future 
– what does the service desk want to achieve? Conversely, a mission is a statement from the present that 
underpins the vision – what will the service desk do, today, to make the vision a reality, who does it do it for and 
how does it do it?

Examples:

Vision: To be the number one point of contact for all our customers

Mission: To provide our customers with a one-stop shop service desk experience by ensuring customers can 
access all IT services through the service desk. 

Building A Service Desk 
Vision And Mission
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Creating a vision that underpins the organisation’s equivalent is important, ensuring the end result is visible to 
all stakeholders is crucial. If there is limited visibility of the vision, it will be challenging for the service desk to 
‘sell’ the vision to stakeholders and, subsequently, it is unlikely the vision will ever be culturally accepted.

As a vision is a conceptual view of the future state the service desk and organisation are working towards, it 
is essential to provide – in clear and understandable language – a longer-term view of what the service desk 
wishes to become. The SDI Service Desk Manager training course argues that it should ‘promote the image of 
the service desk, be written carefully and coherently so that it is easily understood so that service desk staff 
are able to consistently work towards achieving it.’ Furthermore, it should engender pride for being part of the 
service desk in team members, and encourage them to develop the skills to support and achieve the vision.

A successful vision:

 Omits statements that are not achievable

 Is a direct, clear and brief statement

 Promotes the image of the service desk

For a service desk vision to be visible and effective, it should focus on statements that are aspirational – to 
promote the image of the service desk and build pride in service desk staff – and achievable to ensure service 
desk staff are able to identify with the strategic objectives. The service desk vision should succinctly sum up the 
long term objectives of the service desk to ensure these can be easily communicated to service desk staff.

Increasing Your 
Visions Visibility
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A meaningful mission statement is built up of two distinct parts, a purpose statement – what the service 
desk is trying to achieve, and underpinning objectives – the business practices required to achieve the stated 
purpose. The purpose of the mission is to define the service desk’s reason for existing, in a clear, simple and 
straightforward manner – In other words: what we are doing and why we are doing it.

To achieve this purpose, the ‘who, what and how’ need to be considered.

An effective mission statement describes: Who you are, what makes you special and how you want to be seen 
by others. A mission that is effectively aligned with the organisations will also describe what unites the service 
desk with the rest of the organisation.

The SDI Service Desk Manager official curriculum advises that ‘a clearly defined mission statement provides 
service desk staff (and customers) with an overall objective against which they can measure performance. You 
must then trust and support your staff and empower them to serve their customers well.’

Arguably, then, to ensure service desk staff ‘buy in’ to the mission and are empowered to deliver it, they should 
be involved in its creation. This will ensure the service desk mission holds the most meaning for the individuals 
and teams it represents. To assist your team in creating a mission, it is important to outline the key objectives 
that will need to be accomplished by the finished product.

The objectives of a mission statement can be outlined as:

 To identify the main role and purpose of the service desk 
 To align support objectives with the organisations objectives
 To inspire commitment from the team

‘Not having a mission statement is like not knowing where you need to go’ the official curriculum goes on to 
argue, ‘but getting on an aeroplane anyway.’ The mission statement, then, should provide an instrument for 
both measuring progress and moving ahead day-by-day.

Engaging with stakeholders to define the mission is an effective way of making the mission more meaningful 
for service desk staff. Additionally, defining measurable objectives that support the mission is a crucial step to 
building a mission statement that holds value and meaning to those who will be delivering it.

An example of a mission statement that fills the defined criteria is:

The service desk supports the business by providing value for money information and technology services and 
delivering a consistently efficient and quality service.

Making Your 
Mission Meaningful
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Arguably, one of the most effective ways a service desk’s vision and mission can be cascaded to stakeholders 
and staff is through carefully defined critical success factors. The objective is for these CSFs to integrate with 
the vision and mission and underpin the top level objectives. If we take the example mission of: ‘To provide 
our customers with a one-stop shop service desk experience by ensuring customers can access all it services 
through the service desk’, our underlying critical success factors should support and underpin this with focused 
statements that are relevant for service desk staff.

Example

Mission:

To provide our customers with a one-stop shop service desk experience by ensuring customers  
can access all IT services through the service desk.

Critical success factors:

 All IT services can be requested through the service desk

 The service desk continues to enable the business by providing new  
 and innovative services and technologies

 100% of IT interactions begin at the service desk

In this way, the service desk’s vision and mission - which may initially appear to be generalised and lacking 
a direct bearing on the work of service desk staff - are cascaded through focused statements that steer the 
success of the service desk. The mission of a one-stop shop service desk experience can only be achieved if 
these critical success factors are also achieved. If any IT interactions are directed towards other departments – 
thus breaching an area deemed as critical to the success of the mission – action should be taken to remedy this 
to ensure the success of the mission, and subsequently the vision, of the service desk.

Critical success factors are pivotal to the service desk’s strategy and drive business outcomes. Significantly, if a 
critical success factor cannot be met, the strategy or business objectives it drives cannot be achieved.

Identifying areas that are critical for the success of the service desk mission and vision can be challenging, 
however, the guiding principle is that they should be both relevant to stakeholders and be ‘critical’ to delivering 
the strategic objectives identified in the service desk’s mission and vision.

Cascading Through Critical 
Success Factors (CSF)
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For service desk professionals, key performance indicators are a clear and transparent way of gauging their 
personal and team performance against clearly defined criteria. This can be achieved by ensuring KPIs have 
multiple levels - a KPI for the service desk, such as a first contact resolution rate of 75%, can be cascaded to 
staff as an underpinning individual KPI. As a result, KPIs can act as the final stage of the vision and mission 
definition process – linking to CSFs which link further up the chain – making the defined objectives relevant to 
the individual’s job role.

If we were to take one of the CSFs – 100% of IT interactions begin at the service desk is a good example – we can 
design some KPIs that meet this CSF and further build the relevance to service desk staff. A reasonable KPI to 
help us meet the CSF example would be: 100% of service desk interactions are logged in the ITSM tool. Another 
would be, Answer 90% of calls within 30 seconds (this will reduce the potential of customers seeking IT services 
elsewhere). In a similar vein, a KPI could be abandon rates remain below 2% of the total calls.

Structuring KPIs to underpin CSFs and, subsequently, the vision and mission is a positive step towards 
embedding the objectives of the business and the service desk in the culture of the organisation. KPIs are 
relevant and clearly define targets that a member of the service desk can easily identify with – this builds the 
relevance of CSFs, the vision and the mission to service desk stakeholders.

Importantly, KPIs should be data driven with the required information captured in the reporting process. KPIs 
need to be quantified with performance metrics to provide stakeholders with the information necessary to 
gauge whether the service desk is performing in areas defined as necessary to support critical success factors.

Finally, the most effective KPIs will have SMART targets, standing for:

Specific – The goals should be as specific as possible

Measurable – The goal will need to be measurable to track progress

Attainable – The targets need to be stretching but also need to be recognisably achievable

Realistic – The goal and time frame need to be realistic to achieve maximum ‘buy-in’

Time related – There needs to be a suitable time frame attached to ensure motivation and accountability

Designing KPIs and other measurable goals and objectives in this way will ensure they provide the most value to 
the service desk and wider organisation.

Keeping It Relevant With 
Key Performance Indicators
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Effectively joining up KPIs, CSFs, the mission and the vision can be achieved through the use of visual aids. This 
is the final step in up breaking top-level objectives into relevant and meaningful objectives for service desk 
stakeholders, whilst also maintaining the top level objective in its entirety to ensure stakeholders have sight of 
how the work that they are doing affects the bigger picture.

The concept and design of the diagram opposite – created by Sally Bogg, Head of End User Services, Leeds 
Beckett University - is an example of how the journey from vision to key performance indicators can be 
portrayed and better communicated to service desk staff and stakeholders. At a glance, it is possible to see how 
a specific KPI supports a CSF that in turn supports the wider mission and vision. A service desk professional can 
easily identify how achieving a specific KPI contributes to the strategic objectives of the service desk and the 
wider organisation.

Bringing It All Together
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Translating strategic business objectives into something more relevant and meaningful to service desk 
professionals is challenging, however doing so can be enormously beneficial and lead to the cultural acceptance 
of the visions and missions of the organisation and the service desk. The method of cascading these objectives 
into increasingly concise, relevant and meaningful chunks – through defined CSFs and KPIs – will ensure all 
service desk staff are aware of the important part they play in delivering something which, at first, may have 
lacked meaning.

Conclusion
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The SDI company mission is to inspire service desks to be brilliant. To achieve this mission 

SDI has developed a set of goals by which it aims to inspire service desks to:

Embrace: To raise the quality of service delivery by valuing best practice

Engage: To create an inspiring and engaging customer experience

Invest: To empower their teams to be inspired, take action and be better

Shine: To demonstrate and deliver exceptional business value

SDI sets the globally recognised best practice service desk standards that provide clear and 

measurable benchmarks for service desk operations and professionals. The standards are 

designed to encourage service desks to embrace and value best practice in order to raise the 

quality of service delivery.

For more information about SDI please visit www.servicedeskinstitute.com

About SDI



Service Desk Institute
21 High Street
Green Street Green
Orpington
Kent
BR6 6BG

       +44 (0)1689 889100
       hello@sdi-e.com
       @sdi_institute
       servicedeskinstitute.com

Publisher’s Note © Copyright 2017 by SDI.
All rights reserved. No part of this publication  
may be reproduced or distributed in any form  
or by any means, without the prior written
permission of SDI

Contact SDI


