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The challenges facing those in charge of the service desk are usually similar, but nonetheless very
special for each IT organization.

How can the service desk improve the external presentation and perception without crossing the
financial limits? Is there a need to expand the technology or personnel, or will training do the job?
The quality and performance need to be improved in conjunction with the business requirements.
But what can a continuous improvement process look like?

Your questions will be answered with our tried-and-tested action model.
Benefit from our experience gained in ca. 1,000,000 person-days in management and operation,

as well as with ca. 100,000 managed clients.

How good is you service desk — how good are the others?
IT service units? We apportion the blame.

Because of the central function of a service desk many factors impair the performance.

Standardization boosts the quality of every service — the IT technologies thus also need to be an

essential part of the considerations.

Our action model:

The action model is based on our H&D Smart Check. We tell you where exactly you stand!

Marturity level Performance Benchmark H&D SMART Service Desk
Capacity Performance shown Relative performance - Check -
basis for ...
Employees = Skill level = Calls per employee = Comparison
« Lead level « First solution rate performance » Performance profile
= Team level = Customer satisfaction measurement/ = Quick wins
HD Benchmark DB = Optimization modules
Processes = ITIL®-compatibility = Process throughput = Comparison
= 1SO 20000 = Process runtime performance = Performance profile
compatibility = Error rate measurement/HD = Quick wins
= CMMI maturity level Benchmark DB = Optimization modules
= COBIT®maturity level
Technology = Tool maturity level = Support level = Comparison
= QM model = Error rate performance = Performance profile
= Lifecycle = Cost/income ratio measurement/HD = Quick wins
Benchmark DB = Optimization modules
Partner = Partner maturity level = Performance-KPls = Comparison
= Process maturity = Quality-KPIs performance = Performance profile
= QM model = SLA check measurement/HD = Quick wins
Ooo Benchmark DB = Optimization modules
Strategy Effectiveness Efficiency
Business alignment — Does the service desk Summarizing conside-
Management is the service desk meet its targets ration of the cost
aligned with the regarding the effectiveness = Management summary
business, clients’ and = Service offering = Costs per user - Res\jllt.rep.ort
user requirements portfolio = Employees per user * Optimization roadmap
=SLA .




The results answer the following questions:
= Where do you stand in comparison with others?

= Which measures guarantee immediate benefits for you?
= What can we do for you?

This is how we go about it:

\

Preliminary talk: assignment clarification, specification of the parameters and KPIs to be considered

\

Identification of the KPIs and further information by way of data analysis,
self-assessment workshops, interviews, process support

Consolidation of the data and information, analysis of the results, performance of own
benchmarking, identification of optimization potentials

‘e
/
Creation of a result report, preparation of the optimization potentials as modularized
performance packets incl. ROl considerations and fixed price offer, creation of a list of
immediate measures (quick wins)

/

e Presentation of the results

You know where you stand, and now? Our experts will gladly advise you!
We develop a road map which is specifically tailored for you! Benefit from our experience and identify the

= Module-based implementation options for optimizing your service desk jointly
® Planning certainty through guaranteed fixed price with us.

m Project control and transparency

= Tangible, measurable improvements in the performance Make an appointment for an initial interview at
consulting @hud.de

One is never really finished ... but we will also not turn it into

an endless project: our project targets amongst others include

enabling your employees to continuously improve the quali-

ty of the service desk independently.
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