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Course DescripƟon 

This course is designed to provide ServiceDesk technicians with a comprehensive understanding of 
ManageEngine ServiceDesk Plus. It focuses on efficiently managing incidents, service requests, and other 
IT service management tasks. ParƟcipants will learn to use the plaƞorm's key features, including Ɵcket 
handling, collaboraƟon, knowledge base management, and reporƟng. AddiƟonally, the course 
emphasizes ITIL best pracƟces, automaƟon techniques, and mobile app funcƟonality to enhance 
technician producƟvity and user saƟsfacƟon. 

 

Audience Profile 

This course is ideal for: 

 ServiceDesk Technicians responsible for handling IT service requests and incidents. 

 IT Support Staff looking to streamline Ɵcket management and communicaƟon. 

 Team Members collaboraƟng on problem resoluƟon and ITSM tasks. 

 OrganizaƟons seeking to improve ServiceDesk Plus uƟlizaƟon for daily operaƟons. 

 

Prerequisites 

ParƟcipants should have: 

 A basic understanding of IT service management (ITSM) concepts. 

 Familiarity with IT support workflows. 

 General knowledge of IT tools and customer service pracƟces. 

 

Course ObjecƟves 

By the end of this course, parƟcipants will be able to: 

1. Navigate and personalize the ServiceDesk Plus interface for efficient use. 

2. Manage Ɵckets effecƟvely, including incidents, service requests, and Ɵcket associaƟons. 

3. PrioriƟze, categorize, and resolve Ɵckets while adhering to SLAs. 

4. UƟlize the knowledge base for faster issue resoluƟon and conƟnuous improvement. 



5. Leverage collaboraƟon tools to work effecƟvely within technician groups. 

6. Generate reports to monitor workload, SLA compliance, and performance metrics. 

7. Apply automaƟon and producƟvity Ɵps to opƟmize daily tasks. 

8. Troubleshoot common issues and request admin support when needed. 

9. Use the mobile app for managing Ɵckets and updates on the go. 

10. Follow ITIL-aligned best pracƟces to enhance service delivery and user saƟsfacƟon. 
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