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Pre-requsites

Are you a service desk professional seeking professional development and recognition 
of your skills? Then the Service Desk Institue's (SDI's) professional certifications are  
for you.

The certifications are based on the SDI Professional Standards, reviewed and updated 
every 3 years by a committee of industry experts, service management professionals 
and practitioners to reflect the latest industry developments and best practices.

These professional standards set out clear definitions for key service desk roles and 
provide the basis of all SDI training and exams.

The SDI certifications provide candidates with a structured IT service and support 
career path and progression route.

This is a three day training qualification course which can include an onsite invigilated 
SDA exam at the end of the course.

› Qualifications designed specifically for
their roles

› Three levels provide a structured c
reer path and progression route

› Ability to demonstrate understanding
of service desk requirements, skills
and best practices to an employer

› Industry generic allowing skills to be
applied outside of 
current organistation

› Source of continued professional
development for IT support profession

› Staff equipped with skills and            
knowledge of best practices specific
to roles

› Positive impact on the efficient 
running of service desk & IT 
support functions

› Increased productivity and 
customer satisfaction

› Excellent for training new starters
› Aids preparation for service desk audit if

required/ appropriate

Benefits to the individual Benefits to the business

Service desk analysts

Support analysts

1st line IT support

3 days

The exam is 
typically taken at the end of 
the course but can be taken 
later if required

Ideally delegates will have 
atleast nine months of 
experience in an IT service 
and support environment

SDI: SERVICE
DESK ANALYST

Business courses



Exam details

Multiple choice

60 Questions per paper

45 Marks required to pass 
(out of 60 available) - 75%

60 minute duration 

Closed book

Course outline:

At the end of this course delegates will have: 

› Essential skills and competencies to deliver efficient and effective support in the
Sevice Desk environment

› Practical knowledge of how to use these skills to deal effectively with a variety 
of situations

› A clear understanding of how to identify customer needs and motivations aswell
as how to handle difficult situations

› Understanding the importance of teamwork in the support environment
› A thourough grounding in the skills, competencies, responsibilities and 

knowldege required of an effective Service Desk Analyst

Course content

Basic concepts

› Explain the difference between projects and BAU (Business
as Usual)

› Describe agile and its common approaches, how and why agile
approaches have developed and where they are used

› Describe the history of Agile, its contrast to the waterfall way
of working and how the agile manifesto fits in

› Describe the different levels of agile maturity and well-known
agile frameworks

› Describe behaviours, concepts and techniques that            
characterise agile

› Define the PRINCE2® Agile view of 'Agile'
› Describe Kanban, the Kanban method and its six general                 

practices, including the use of Cumulative Flow  
› Diagram (CFDs)
› Describe the core concepts of Lean start-up
› Describe how to transition to agile
› Define Scrum and explain the nature of the team, artefacts

and sprints

Purpose and context for combining PRINCE2® and Agile

› Describing the complementary strengths of PRINCE2®
and the agile ways of working

› Define who can benefit from using PRINCE2® Agile and in
what contexts/ situation

› Define the make-up of PRINCE2® Agile (frameworks, 
behaviours, concepts, techniques, focus areas)

› Explain the eight 'guidance points'
› Explain how PRINCE2® controls and governance can 

enable agile to be used in man environments
› Describe what a typical PRINCE2® 'project journey' looks

like in an agile context
› Be able to apply and evaluate the focus areas to a             

project in an agile context

The Agilometer

› Describe the six sliders used on the Agilometer, explain
their significance and how to improve them.

› Describe in detail requirements terminology, 
decomposition and prioritization, including MoSCoW
and Ordering

› Explain how requirements prioritization is used
› Explain the rich communication focus area, its importance

and its key techniques
› Explain how to manage frequent releases and the               

benefits of 'failing fast' 

Concepts of fix and flex for the six aspects of a project

› Describe how to use the 'hexagon' in relation to the six
aspects of project performance

› Explain the use of tolerance in terms of what to 'fix' and
what to 'flex' in relation to the six aspects of 
project performance

› Describe in detail each of the five targets that underpin the
use of hexagon

› Explain why the 'fix and flex' approach is good for 
the customer

Training PRINCE2® to use Agile

› Describe the 5 PRINCE2® Agile behaviours 
› Tailoring or the processes themes and roles
› Describe servant leadership
› Describe approaches to risk and how agile helps               

mitigate risk 
› Show how stages work with time boxes
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