
 

Service Desk Manager v9 (SDM) 

Course Description 

The Service Desk Manager v9 (SDM) course is designed for current and aspiring service desk 

managers to develop the skills required to lead and manage high-performing IT support 

operations. Aligned with the SDI Service Desk Manager Professional Standard, this globally 

recognized certification focuses on leadership, strategic planning, team management, IT service 

management practices, performance measurement, and continual service improvement. The 

course equips participants with the knowledge and tools to enhance service quality, optimize 

resources, and drive business-aligned service desk performance. 

Audience Profile 

• Service Desk Managers 

• IT Service Managers 

• Service Delivery Managers 

• Service Desk Team Leaders 

• Senior Service Desk Analysts aspiring for leadership roles 

Prerequisite 

• Experience in IT service desk or support environment 

• Basic understanding of IT Service Management concepts 

Course Objective 

• Understand roles and responsibilities of a Service Desk Manager 

• Define and align service desk strategy with business goals 

• Develop leadership and team management capabilities 

• Manage resources, workforce, and service delivery models 

• Implement IT Service Management best practices 

• Measure and improve service performance using KPIs and metrics 

• Drive continual service improvement initiatives 

• Understand AI and automation in service management 
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• Leadership vs management 

• Planning and coordination 
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• Benefits and challenges 

• Use cases including rules-based AI and neural networks 
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• Practices vs processes vs procedures 
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