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Course 4976: Service Desk Institute (SDI)® Foundation 

About this course 

This 2-day (14 hour) course provides practical introduction in the key concepts, skills and 

competencies required to deliver professional and effective support, a thorough introduction 

or induction into service desk practices to the service desk and its importance to today's 

organization, and prepares learners to pass the SDI Foundation certification examination.  

The Service Desk Foundation is an entry level course where delegates develop a clear 

understanding of the role and responsibilities of a Support Specialist. They learn about the 

service desk environment and the role that support plays within the organization and in 

today's business environment. They learn to identify, understand and develop the skills and 

competencies required of a Support Specialist whilst learning about the core service 

management processes, and the role the service desk plays within those processes.  

Other topics covered include the value and importance of Service Level Agreements, 

customer satisfaction surveys and developing an understanding of the value of, and need for, 

metrics within the service desk environment. 

Certification Examination Type and Duration   

Upon completion of the course, candidates may sit the optional AGIL SCRUM Foundation 

examination leading to the SDI Foundation Certificate. Sixty (60) minutes (75 minutes and use 

of a dictionary for those taking the examination in a language other than their first language) 

is allowed for the closed-book, supervised examination which may be online or paper-based. 

The examination is a multiple choice format consisting of forty (40) questions. A score of 45 

out of 60 (75%) or better is required to pass the examination. 

Audience  

Analysts looking to gain essential support skills and an entry-level professional qualification in 

support. Recommended for new analysts and customer service staff with less than 9 month's 

experience in an internal or external telephone customer support environment. 

Prerequisites 

While this course has no specific prerequisites, learners seeking a jump start may:  

 Read SDI reference materials 

 Browse the official syllabus, acronyms, and glossary  

Duration 

2 days (14 hours). 

Learning Objectives 

The course ensures that support specialists work to consistent, recognized industry standards 

and in line with best practice guidelines.  It reviews the three key concepts covered in the 
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standards: Professionalism, Skills and Process, on which are based the skills, competencies 

and knowledge that a support specialist requires in order to deliver professional and effective 

support.   

The course is based upon the standards and objectives for SDI’s Service Desk Foundation 

qualification and ensures that students are provided with the knowledge, information and 

tools required to take the SDF exam. 

At the end of the course, learners should be able: 

 

Roles and Responsibilities  

 To identify and understand the role and responsibilities of the service desk  

 To recognize the responsibilities of the customer    

 To understand the concepts of best practice within the support industry  

 To recognize and understand the evolution of the service  

Relationship Management  

 To develop an understanding of relationship management from the service desk 

perspective  

 To develop understanding of what teamwork is, and the benefits of teamwork  

 To learn about sharing work-space with other members of the team, and how team 
members can support each other   

 To develop understanding of methods for supporting global or multi cultured organizations 

Communication Skills for the Customer Support Specialist  

 To identify reasons for failures in communication  

 To identify and recognize the difference between informal and formal communication   

 To develop and enhance listening and questioning skills  

 To develop call-handling skills  

 To develop non-verbal communication skills and techniques  

Conflict management without tears  

 To identify the skills and competencies required to build rapport with customers and 

colleagues  

 To develop methods for acknowledging the customer’s feelings and dealing with their 

emotion  

 To understand the common causes of conflict and identify some methods for dealing with 

it effectively  

 To learn how to handle conflict effectively  

 To develop the use of negotiation skills   

Developing a Professional Customer Service Attitude  

 To identify and understand the causes of stress  

 To identify and understand the meaning of assertiveness in the support environment  
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 To develop and maintain a positive approach and attitude in the service environment  

 To understand and develop better ways of managing your time  

Processes and procedures for the Customer Support Specialist  

 To understand the definition of process management 

 To recognize the importance of processes and procedures in the support environment   

 To understand the need for an effective call handling procedure  

 To understand the importance of the Incident documentation process and procedure 

within the support environment  

 To understand the role of the Support Specialist in the Incident management process 

Introduction to Effective Process Management in the Support Environment  

 To understand the concept and the benefits of Service Level Agreements  

 To understand the need for a clear escalation process and the manner in which it should 

be used  

 To understand the importance of quality assurance processes within the support 

environment  

 To learn about the purpose of the problem management process  

 To learn about the steps involved in the change management process  

 To understand the meaning and importance of knowledge management in the support 

environment  

 To understand the need for security policies and procedures in the support environment  

 To identify some commonly used security policies and measures   

 To learn about the importance of confidentiality and legal compliance  

 To recognize the value and benefits of self-help tools in the  customer environment   

 To understand the key measurements used in the support environment and how the 

information is used 

 To learn about customer satisfaction surveys and why they are considered so important in 

the support environment  

 

For more information or to place an order, visit pultorak.com or contact us at (206) 729-1107 

or info@pultorak.com. 
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