ManageEngine ServiceDesk Plus for
Administrators

Course Description

This course provides a comprehensive understanding of ManageEngine ServiceDesk Plus, a robust IT
service management (ITSM) solution aligned with ITIL best practices. Participants will gain in-depth
knowledge of configuring and managing the platform, enabling them to streamline incident
management, service requests, asset tracking, and more. The course equips administrators with the
skills to customize workflows, implement automation, and maintain security and compliance for effective
IT operations.

Audience Profile
This course is designed for:
e IT Administrators responsible for managing ITSM tools.

e ServiceDesk Technicians seeking advanced operational knowledge of ManageEngine ServiceDesk
Plus.

e IT Managers looking to optimize service delivery and implement ITIL best practices.

e Organizations transitioning to or enhancing their IT service management workflows.

Prerequisites

Participants should have:
e A basic understanding of IT service management (ITSM) concepts.
e  Familiarity with ITIL practices.

e General knowledge of IT infrastructure and workflows.

Course Objectives

By the end of this course, participants will be able to:
1. Understand the features and deployment options of ServiceDesk Plus.
2. Effectively manage users, roles, and permissions within the system.

3. Implement and automate incident and service request management workflows.



4. Configure and manage assets, CMDB, and software licenses.

5. Administer problem and change management processes.

6. Leverage automation, customization, and integrations to improve efficiency.

7. Generate actionable reports and dashboards for tracking performance and KPIs.
8. Ensure data security, compliance, and system integrity.

9. Apply best practices for ITSM administration using ServiceDesk Plus.
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