
                                                                                                                   

Service Desk Manager EssenƟals: Leadership, 
Strategy & ITSM Excellence 

 

Course DescripƟon 
Service Desk Manager EssenƟals: Leadership, Strategy & ITSM Excellence is a Koenig Original course, 
designed to prepare IT professionals to effecƟvely lead, manage, and opƟmize modern service desk and 
helpdesk operaƟons. 

This course focuses on building strong managerial and leadership capabiliƟes, aligning service desk 
strategy with business objecƟves, and implemenƟng effecƟve IT Service Management (ITSM) pracƟces. 
It combines operaƟonal best pracƟces, people management, customer experience, performance 
measurement, and technology awareness to enable parƟcipants to run a high-performing, resilient 
service desk funcƟon. 

The program is pracƟcal, industry-relevant, and tailored to client requirements, ensuring parƟcipants 
gain skills that can be immediately applied in real-world IT support and service environments. 

 

Audience Profile 

 ExisƟng Service Desk and Helpdesk Managers 

 Aspiring Service Desk Managers and Supervisors 

 IT Support Team Leads and OperaƟons Managers 

 ITSM Professionals transiƟoning into leadership roles 

 Senior Support Analysts preparing for managerial responsibiliƟes 

 

Prerequisite 

 Basic IT knowledge 

 Familiarity with IT infrastructure, applicaƟons, and end-user support 

 Comfort using technology tools and ƟckeƟng systems 

 

Course ObjecƟves 
By the end of this course, parƟcipants will be able to: 

 Define and execute service desk strategies aligned with business goals 

 Lead, moƟvate, and manage high-performing service desk teams 



                                                                                                                   

 Apply ITSM principles to incident, request, and service operaƟons 

 Improve customer experience and stakeholder saƟsfacƟon 

 Establish and monitor KPIs, metrics, and service performance indicators 

 Balance technical awareness with effecƟve managerial decision-making 

 Adapt service desk operaƟons to evolving technologies, automaƟon, and AI 
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 Managing customers and stakeholders 

 Handling expectaƟons and difficult conversaƟons 

Module 7: Staff Recruitment, Onboarding, and Development 

 Recruitment strategies for service desk roles 

 InducƟon and training frameworks 

 RetenƟon, coaching, and career development 
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 Understanding IT environments and domains 
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