SERVICE DESK ANALYST
(SDA)EGITIMI
3GUN

Digital Vizyon
Akademi

www.digitalvizyon.net



' Digital Vizyon

Akademi

icindekiler

ESItIM HaKKINGA ... . eiiee e e e e e e e et e e e s et e e e e sataeeeestaeeesataeeeennsaeeesnassaeesns 4

Neler OBrENECEKSINIZ? ....vcveeeeveeeteeeeeeteteeeeee et ettt et e st et e s et et eseas et sseseseseetesessesstetessessteseasasstesenesseens 4

(0131 o XTI 5

KIMIEE KQBIMAll. ettt sttt e bt s b e s bt e saeesanesar e e beenis 5

OULTINE ettt ettt e r e bt e s a e s et st r e bt e bt s b e e s ee e sae e et e e r e e nreesanesane e 6
Professionalism @nd ROIES .........oouiiiiiiieiieee e e e 6
SEIVICE DESK ANGIYST....oeiiiiiiiee ittt et e e et e e e et e e e e e tta e e e s ataeeeeassaeeeensaeeeeansaeeeennsaneeans 6
BEST PraCtiCe ..ceeeiiieeiee e s 6
POlICIES AN GOVEINANCE ...ttt ettt et ettt ettt et b e s bt e sae e sate et e e beesbeesbeesanesabeeabeebeennes 6
Personal ACCOUNTADITITY ...ueiiiiiiiee e e e e e ee e e e s b e e e e sabeeeeeareeas 6
SEIVICE ATETUE ..ttt ettt s sttt e r e s re e sme e sanesreene e reesreesnne e 6
TEAMWOIK 1.ttt h e st st et e b e b e e s bt e sat e et e et e e sbeesaeesanesabeeabeebeenes 6
BUSINESS REIGTIONSNIDS. ...viiiiiiiie ettt ettt e e e et e e e e ba e e e eeabee e e e abeeeeeentaeeeenrenas 6
CURUIAl AWAIENESS .....eitieteeeiie ettt ettt ettt et et e s bt e satesat e s bt e be e be e bt e sbeesaeesaeeeateebeesbeesbeesananas 7
ANGIYST SKIIS weveeeiiieee ettt e et e e et e e e e st e e e e bbeeeesabbeeeeaabeeeeanrbaeeeanbaeeeanraeeeenareeas 7
COMMUNICATION ettt b aa e s be e s sba e e sab e e sbaeesabeesans 7
Verbal and Non-Verbal Communication SKill ............coceoiiiiiiiiiiee e 7
IS =YY Ta Y=y 31 USSR 7
Written COmMMUNICATION c...ciiiiiiiiiiiiiiiiic e sra e s 7
QUESTIONING SKIllS 1eeiieiiieeiiiiiie ettt e e et e e s te e e e e ate e e e eataeeesssaeeesnsseeesassaeeesassseeesnnssneeans 7
(o] o1 1= 0 0 Y o] AV T o = PSP SR 7
2T 7o Lo ol [Tl 0T g1 To [ U =T3S 7
Conflict and Negotiation SKillS........c..ecciiieciiiiiiie ettt e e e e e seee e s te e e snr e e snaeeeneeesnreeenns 8
Interaction ManagemMeENnt SKillS..........oooiiiii i e e e e re e e e e e e e eareeas 8
RESITIENCE ...t sttt e b e s sttt e b e b s an e e ne s r e nes 8
TiME IMANAZEMENT ...eeiiiiiiee ettt ettt e e e e e s ettt e e e e e e s asebeeeeeeeeesannsbaeeeeeseesaannrenaeeeessannns 8
Positive ApProach and AtHTUAE .......cccueieeieee e e e st e e rae e st e eree e ereeennes 8
Professional DEVEIOPMENT .....c.eeicieeiie et eee et e e ee e st e e e te e s te e e snteessbeeesnaeesnneeeneeesnseeennees 8
Practices, Processes anNd PrOCEAUIES.........uuuuueueriiiiiiiiiiiiiiiiiiiiiiiaiaasarasararaseaaseaaaeaaaaaaraaaaaaaaaaararaaaaaaa—a—.. 9
Practices, Processes and PrOCEAUIES.........uuuuueueruiiiiiiitiiitiiitiiiiaiiasesiaasaaasssasesasarasasaseraaasssasasasaserasaranes 9
TaToiTe L= oY N\ T o T T=d=Y 0 o =Y o PRSP 9
Service Request ManagemMENT..........uiiiiiiiiiiiitee ettt e e e e ettt e e e e e e et et e e e e e e e s anrreeeeeeeeeeanenee 9

www.digitalvizyon.net




' Digital Vizyon

Akademi

Recording INCIdents and REQUESES. ......ccuiiiiiiiiie ettt et e e s e s st e e e s e e s ssabeee s snareeas 9
Explain the Two Types Of ESCAlation ........uciiiiiiii it e e e e e e e 9
Y = T O Lo Lo F- 1 U 9
Problem ManagemMENt......cui ittt ettt e rtee e s ee e e e st e e e s sabee e e s abee e e snabeeeeenabeeeeenabeeeeenreeas 9
Change ENAbIEMENT .....oiiieie e st e e s st e e s st e e e e s b e e e e b eaeeeareeas 10
Service LeVEl ManagemMENT ...cciiciiiii ittt e e st e e s st e e e s s abea e e s nbe e e e s abeeeeenaraeas 10
Service Catalogue ManagEMENT.......cc.uuiiieciieeeeciee et e e e e e e ete e e e e tre e e e e tbeeeseabaeesentaeeeentaeesennsenas 10
SEIVICE DEIIVEIY IMOUEL ... ittt e e e et e e e et e e e e e abaeeeenbeeeeenbeeeeenrenas 10
KNowledge ManagemMENt ........uiii ittt e e st e e e s bt e e e sbae e e s sbteeeesbtaeeesntaeeeannes 10
Information Security ManagemMENt .........uiii it s e e s st e e e s bee e e e ebeeeeesanee 10
Service ContinUIty ManAZEMENT .....coiiiiiiiieiceeeeeeeeeeeeeeeeeeeee e e e e e e e e e e e e e e e e e e e e e e s e ee e e e e e eseaeeeeees 11
QUALITY ASSUIANCE PrOSIAM ..eeiiiiiiieeciiiee e ettt e e ectte e e eette e e e baeeeesbaeeesaateeesanssaeesassaseeasseeesannsseeeennsenas 11
Managing CUStOMEr FEEADACK .........oeii it e et e e e e e e e e e e nteeaeeanes 11
Service Desk Metrics and StatiSTiCS .....coiuiriiriiiiieiere e 11
U] o] o To o A1V =1 d o Lo o [y PRSP 11
SIF-SEIVICE ..ttt b et s ettt et b e be e s bt e she e et e e be e bt e sheesat e st e e abeeabeenes 12
AUTOMATION...ceiii e et e s s e s s e s s e s s e e s e es 12
Artificial INTEIIZENECE (A1) cuveieeiee et e et e e st e e ste e e ate e sbaeesabeesabaeesateesaraeennns 12
SOCIAI IMBAIA ..ttt s b e e st et e sar e e r e nes 12

3

www.digitalvizyon.net



‘ Digital Vizyon

Akademi

Egitim Hakkinda

Service Desk Analyst (SDA) egitimi, hizmet masasi operasyonlarinda kritik bir rol oynayan
profesyonelleri hedef alir. Bu egitim, bir hizmet masasi analisti olmak i¢in gerekli bilgi ve becerileri
gelistirmeye yardimci olur.

Egitimde genellikle asagidaki ana konulara odaklanilirlar:

1. Hizmet Masasi Operasyonlari: Katilimcilar, hizmet masasi teknolojileri, is stiregleri, kullanici
destegi ve hizmet seviyesi anlasmalari (SLA) gibi konularda hizmet masasi operasyonlarinin
temel ilkelerini 6grenirler.

2. lletisim Becerileri: Hizmet masasi analistlerinin, misterilerle etkin iletisim kurabilme ve
problemleri ¢cozme yetenekleri olmasi gerekir. Bu nedenle egitim, profesyonel iletisim
becerilerini, aktif dinlemeyi, etkin yazili ve s6zIli iletisimi ve catisma ¢ozme tekniklerini 6gretir.

3. Teknik Beceriler: Egitim ayrica, ¢esitli teknolojileri ve sistemleri anlama ve yénetme
konusunda teknik becerileri gelistirir. Bu, yazilim uygulamalari, donanim, ag teknolojileri ve
hizmet yonetimi araclari gibi konulari kapsar.

4. Problem Cézme ve Hata Ayiklama: Hizmet masasi analistleri, kullanici sorunlarini hizli ve etkili
bir sekilde ¢ozmek igin problem ¢6zme ve hata ayiklama becerilerine ihtiyag¢ duyarlar. Egitim,
cesitli hata ayiklama teknikleri, root cause analysis (kok neden analizi) ve problem ¢ézme
stratejileri konusunda bilgi saglayabilir.

Ayrica, hizmet masasi analisti pozisyonunda ilerlemeyi veya diger IT hizmet yonetimi rollerinde
calismayi hedefleyen profesyoneller bu sertifikayi genellikle degerli bir kaynak olarak goriirler.

Bireye is piyasasinda daha fazla rekabet giici kazandirir ve genellikle daha fazla kariyer firsati sunar.

Son olarak, bu sertifika, bireyin siirekli profesyonel gelisimini destekler ve hizmet masasi sektériindeki
en iyi uygulamalarin anlasilmasini ve uygulanmasini mimkiin kilar.. Bu, sertifikayi alan bireyin, hizmet
masasl operasyonlarini daha etkili ve verimli hale getirecek stratejiler ve teknikler konusunda bilgi
sahibi oldugunu gosterir.

Neler Ogreneceksiniz?

Service Desk Analyst (SDA) egitiminde, asagidaki beceriler ve konular 6grenilebilir:

e Mdsteri hizmetleri: MUsterilere profesyonel ve etkileyici bir sekilde nasil destek verecegini
O0greneceksiniz.

e Problem ¢bzme: Sorunlari tanimlamak, ¢c6zmek ve misterilere en uygun ¢6ziimi sunmak.

e Sistem kullanimi: isletmelerin kullandigi teknolojik sistemlerin ve araglarin nasil kullanilacagini
O0greneceksiniz.

e Raporlama ve izleme: Sorunlarin takibi, raporlanmasi ve izlenmesini 6greneceksiniz.

e isletme siirecleri: isletme icindeki siireglerin ve prosediirlerin nasil uygulanacagini
O0greneceksiniz.
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o Teknik destek terminolojisi: Teknik destek sektoriinde kullanilan terimlerin ve tanimlari
ogreneceksiniz.

e Misteri memnuniyeti: Misterilerin memnuniyetini artirmak igin nasil hareket edilecegini
o0greneceksiniz.

Bu becerilerin ve konularin egitimi, destek teknisyeni olarak basarili bir sekilde ¢alismaniza yardimci
olacak ve musterilerin memnuniyetini artirarak sirketinizin verimliligini artiracaktr.

On Kosullar

“Service Desk Analyst (SDA) egitimi igin belirli 6n kosullar bulunabilir, ancak bu kosullar sirket ve
egitim saglayicisi tarafindan belirlenebilir. Genel olarak asagidaki 6n kosullar bulunabilir:

o lgili sektdr deneyimi: IT veya miisteri hizmetleri gibi ilgili bir sektérde deneyim sahibi olmak
egitim sirecini kolaylastirabilir.

e Bilgisayar becerileri: Temel bilgisayar kullanma becerileri gereklidir, ¢linkli SDA goérevi igin
teknolojik sistemler kullanilacaktr.

e ingilizce bilgisi: isletmelerin cogu misterileri ile ingilizce olarak konusmak zorundadir, bu
nedenle iyi bir ingilizce seviyesi gereklidir.

e Problem ¢ozme becerileri: SDA’lar sorunlari tanimlamak ve ¢ézmek zorundadir, bu nedenle iyi
bir problem ¢6zme becerisi gereklidir.

Bu 6n kosullar egitim saglayicisi tarafindan degisebilir ve diger ek kosullar da bulunabilir. Egitim
saglayicisinin belirlemis oldugu 6n kosullarin tam listesini 6grenmek igin egitim saglayicisi ile iletisime
gecebilirsiniz.

Kimler Katilmali

Service Desk Analyst (SDA) egitimine katilmak isteyen kisiler sunlar olabilir:

e T veya miisteri hizmetleri gibi ilgili bir sektérde calismak isteyenler: SDA egitimi, bu
sektorlerde ¢calismak isteyenlere yardimci olabilir.

e [T destegi ve miisteri hizmetleri konularinda bilgi ve beceri sahibi olmak isteyenler: SDA
egitimi, bu konulardaki bilgi ve becerilerini gelistirmek isteyenlere yoneliktir.

e Teknolojik sistemleri kullanma becerisi olanlar: SDA gorevinde teknolojik sistemler kullanilir,
bu nedenle teknolojik sistemleri kullanma becerisi olanlar bu egitime katilabilir.

e ingilizce bilen ve konusma becerisi olanlar: SDA gérevinde misteriler ile ingilizce olarak
konusmak gereklidir, bu nedenle ingilizce bilen ve konusma becerisi olanlar bu egitime
katilabilir.

Egitim katilimcilari, bu konular ve beceriler hakkinda ilgisi olan ve bu becerileri gelistirmek isteyen
herkes olabilir. Egitim saglayicisi tarafindan belirlenen katim sartlarina uygun olarak egitimi almak
isteyen herkes katilabilir.
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Professionalism and Roles

e Service Desk

e Purpose of the Service Desk

e Activities of the Service Desk that Demonstrate its Values
e Role of Service Desk Leadership and Management

Service Desk Analyst

e Role of the Service Desk Analyst
e Responsibilities of the Service Desk Analyst

Best Practice

e Sources of Service Desk and IT Methodologies and Best Practice
e Maintain Knowledge of IT Standards, Frameworks, and Methodologies

Policies and Governance

e Purpose of Organisational Policies
e Areas Covered by Organisational Policies

Personal Accountability

e Importance of Making and Honouring Commitments
e How to Protect and Enhance the Image of the Service Desk?

Service Attitude

e Explain the Terms: Attributes, Skills and Knowledge
e Characteristics of a Good Service Attitude

e Impact of a Good Service Attitude

e Skills Required to Deliver Excellent Customer Service

Teamwork

e Basic Concepts of Teamwork

e Responsibilities of People Working in a Team Environment
o Benefits of Teamwork

e Characteristics of an Effective Team

e Features Found in a Supportive Workplace

Business Relationships

e Behaviours for Establishing Effective Relationships with Customers
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Cultural Awareness

e Demonstrate Sensitivity and Respect for Other Cultures
e Practice Techniques for Communicating Cross-Culturally

Analyst Skills
Communication

e Describe Ways People Communicate
e Difference Between Formal and Informal Communications
e Barriers to Effective Communication

Verbal and Non-Verbal Communication Skill

e Principles of Good Verbal skills
e Principles of Good Non-Verbal Communication Skills

Listening Skills

e Principles of Active Listening

e Paraphrasing and its Significance

e Advantages of Active Listening

e Barriers to listening and Understanding

Written Communication

e Using Correct Grammar and Spelling is Essential in Documentation and Written
Communications
e Components Needed for Writing Professional Business Communications and Documentation

Questioning Skills

o Difference Between Open and Closed Questioning
e Structured Questioning Technique

Problem Solving

o  Skills Needed for Effective Problem Solving
e Steps in a Typical Problem-Solving Technique

Rapport Techniques

e Emotional Intelligence

e Elements of Emotional Intelligence

e Benefits of Emotional Intelligence

e Common Customer Emotions or Actions that an Analyst Requires to Manage
e Methods for Acknowledging the Customer’s

e Techniques for Dealing with Negative Reactions from Customers

7
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Conflict and Negotiation Skills

e Signs that Conflict is Developing

e Appropriate Actions to Reduce and Eliminate Conflict
e Define the Negotiation

e Elements of Negotiation

Interaction Management Skills

e Benefits of Professionally Managing Interactions

e Benefits of Using a Standard Greeting

e Actions for Managing and Redirecting Issues Related to Unsupported Items
e Behaviours and Situations to Avoid When Interacting with Customers
e How to Manage an Abusive Customer?

e How to Manage an Angry Customer?

e How to Manage an Inconvenienced Customer?

e How to Manage an Over talkative Customer?

e How to Manage an Emotionally Distressed Customer?

e How to Manage a Customer that is Reluctant to End an Interaction?
e How to Professionally Disengage from a Support Interaction?

Resilience

e Importance of Emotional Resilience

e Common Causes of Stress

e Signs of Positive Stress

e Signs of Negative Stress

e Describe the responsibility we have to Manage Stress for Ourselves and our Colleagues
e Actions that Reduce Stress

Time Management

e  What Multitasking Means in a Support Environment?
e Techniques to Improve Time Management
o Benefits of Effective Time Management

Positive Approach and Attitude

e Differences Between Aggressive, Assertive and Passive Behaviour
e Importance of Demonstrating Confidence
e How Confidence is Demonstrated?

Professional Development

e Methods for Enhancing Personal Professional Development

8
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Practices, Processes and Procedures

Practices, Processes and Procedures

e Practice, Process, and Procedure Management
e Importance of Documenting Practices, Processes, and Procedures

Incident Management

e Purpose of Incident Management

e Incident

e Objectives of Incident Management

e Principal Activities that the Service Desk Analyst Performs in Incident Management
e Benefits of Effective Incident Management

e Common Measures of Success for Incident Management

Service Request Management

e Purpose of Service Request Management

e Service Request

e Objectives of Service Request Management

e Common Measures of Success for Service Request Management

Recording Incidents and Requests

e Primary Reasons for Recording Incidents and Requests

e Procedure for, Information Required, to Raise an Incident or Service Request
e Determine the Priority of an Incident or Service Request

e Steps Required to Resolve an Incident or Service Request

Explain the Two Types of Escalation

e Two Types of Escalation
e Circumstances in which Escalation is Suitable

Status Updates

e Importance of Status Updates
e Information to Provide in a Status Update

Problem Management

e Purpose of Problem Management

e Problem

e Reactive and Proactive Problem Management
e Objectives of Problem Management

9
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e Service Desk’s Responsibilities in Problem Management:
e Three Phases of Problem Management

e Primary Activities of Problem Management

e Common Measures of Success for Problem Management

Change Enablement

e Purpose of Change Enablement

e Describe a Change

e Types of Change

e Objectives of Change Enablement

e Service Desk’s Responsibilities in Change Enablement
e Activities in Change Enablement

e Common Measures of Success for Change Enablement

Service Level Management

e Purpose of a Service Level Management

e Objectives of Service Level Management

e Service Level Agreement

e Typical Content of a Service Level Agreement that is Relevant to the Service Desk (SLA)

Service Catalogue Management

e Purpose of Service Catalogue Management

e Service Catalogue

e Objectives of Service Catalogue Management

e Necessary Components of an Entry in the Service Catalogue

Service Delivery Model

o Different Kinds of Sourcing Methodologies and Models Available for Delivering IT Services

Knowledge Management

e Purpose Knowledge Management

o Objective of Knowledge Management

e  Why Knowledge Management is Important to the Service Des
e  Why it is Essential to Maintain Knowledge?

e Common Measures of Success for Knowledge Management

Information Security Management

e Purpose of Information Security Management

e Objective of Information Security Management

e Importance of Information Security Policies

e Service Desk’s Responsibilities in Information Security Management

10
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e Potential Security Threats to the Organisation that Might Occur through the Service Desk
e Types of Security Policies

e Importance of Reporting Security Compromises

e Importance of Legal Compliance

e Importance of Software License Management

e Importance of Confidentiality

Service Continuity Management

e Purpose and Responsibility of the Service Continuity Management
e Purpose of a Service Continuity Plan
e Components of a Service Continuity Plan

Quality Assurance Program

e Purpose of a Quality Assurance (QA) Program

o Objectives of a Quality Assurance (QA) Program

e Common QA Practices used by a Service Desk

e Methods for Monitoring Calls and Other Interactions

e What is Meant by Incident and Service Request Monitoring

e Methods for Monitoring Incidents and Service Requests

e Benefits of Interaction, Incident, and Service Request Monitoring

Managing Customer Feedback

e Purpose Managing Customer Feedback

e Objectives of Managing Customer Feedback

e Common Sources of Customer Feedback

e Components of Managing Customer Feedback

e Three Most Common Types of Surveys and the Importance of Each Type

Service Desk Metrics and Statistics

e Reason for Compiling Service Desk Metrics
e Common Service Desk Metrics
e Resources

Support Methods

e Methods Used for Delivering Service and Support

e Purpose of Using IT Service Management Systems in a Service Desk Environment
e Primary Objectives of Using IT Service Management Tools

o Benefits of Remote Support

e Common Disadvantages of Using Remote Support Tools

e Benefits of Using Live Chat and Collaboration Tools

e Commons Risks of Using Live Chat and Collaboration Tools

11
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e Describe Automatic Call Distribution (ACD)
e Common Automatic Call Distribution (ACD) Features

Self-Service

e Describe Self-Service

e Benefits of Self-Service

e Risks of Self-Service

e Common Examples of Self-Service

Automation

e Describe Automation
e Examples of Automation

Artificial Intelligence (Al)

e Describe Al

e Common Examples of Al
e Benefits of Al

e Challenges of Al

Social Media

e What is Meant by Social Media?
e How to Use Social Media Tools Effectivel
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