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ABOUT US

First established in 1980, Pink Elephant has grown to be the world's largest independent provider of IT
management training, IT Consulting, managed IT support, and ITSM technology solutions. The Pink
Elephant Service Benchmarking report, conducted by Pink Elephant, serves as a testament to the
organisation's unparalleled expertise and industry leadership.

As a global pioneer in the field, Pink Elephant has been at the forefront of IT service management
since its inception, shaping and revolutionising the landscape worldwide. The organisation's
commitment to excellence is underscored by its specialisation in improving the quality of IT services.

Pink Elephant achieves this by diligently applying recognised best practice frameworks such as

PRINCE2® Project Management, IT Governance (COBIT®), ISO/IEC 20000, and the Service Desk
Institute (SDI).

Recognising that high-end systems are only as valuable as the individuals operating them, Pink
Elephant places a strong emphasis on the skills and expertise of its workforce. To ensure the highest
level of service effectiveness, Pink Elephant takes the initiative to certify and equip the people manning
your IT service desks with the necessary knowledge and skills.

In conclusion, Pink Elephant's enduring commitment to excellence, coupled with its industry-leading
expertise, makes it a trusted partner in elevating IT service quality and efficiency. The Pink Elephant
Service Benchmarking report exemplifies their dedication to setting the gold standard in IT service
management
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OUR SERVICES

Our comprehensive approach to [T
Service Management is  through
connecting people and optimising
process to leverage technological
advancements

Managed IT

Pink Elephant is a world pioneer in IT
service management and a leading
authority of managed IT service
desks. Backed by over four decades
of experience, we know how to
transform your out-of-control IT
departments into champions of
customer service excellence.

CONSULTING

Pink utilises proven methods from various
industries to create an agile framework that
enables quick, concrete results. We embrace
a comprehensive lifecycle approach in our IT
consulting services, encompassing
assessments, strategy formulation, execution,
and enhancement. Our seasoned consultants
are skilled in adapting, integrating, and
tailoring ITSM and Governance best practices
and frameworks to suit your organisation’s
specific needs.

TECHNOLOGY

At Pink Elephant, we adopt a collaborative
approach to finding flexible and unique
solutions for resilient and cutting-edge IT
service management processes. Our team
of experienced technicians and
consultants provide custom process
design, software implementation, system
training, and ongoing support to ensure
that your IT is the driving force behind your
organisation’s success.

EDUCATION

Pink Elephant are the market leaders
in IT Management best practice
training, globally. We offer a
comprehensive portfolio of business,
leadership, project management and
IT service management training
programs, including business
simulations and recognised
certifications.



2023 YEAR IN REVIEW

In a dynamic and rapidly evolving global business landscape, South Africa finds itself at a critical juncture in the
realm of IT service management. The modern business environment demands seamless and efficient IT support,
making service desks pivotal in ensuring organizational success. Recognizing this pressing need, Pink Elephant is
proud to present "South Africa's First Service Desk Benchmarking Report," a groundbreaking initiative designed
to delve into the unique South African context and shed light on service desk performance.

South Africa, with its diverse economic sectors and rapidly expanding technology infrastructure, stands as a
beacon of innovation and progress on the African continent. Its businesses and institutions face both unique
challenges and opportunities in the realm of IT service management. Factors such as a growing reliance on
digital technologies, increased customer expectations, and a fluctuating economic landscape have heightened
the importance of effective service desk operations. This report holds immense significance for South African
organizations navigating this dynamic landscape. It serves as a benchmarking tool that allows them to assess
and improve their IT service management practices. By examining the South African context, this report provides
insights tailored to the specific needs and challenges faced by businesses and institutions in the country.

The data presented in this report is the result of a rigorous and extensive research methodology. We collected
data from a diverse range of South African organizations, spanning various industries and sectors. Our research
encompassed key performance indicators, service desk maturity assessments, and surveys, among other data
sources. The methodology ensures that the findings are not only robust but also reflective of the South African IT
service management landscape.

As we embark on this journey to explore and understand the current state of service desks in South Africa, in
collaboration with Pink Elephant, we invite you to delve into the wealth of information presented in this report. . It
is our hope that the insights and data contained herein, powered by Pink Elephant's extensive research, will
empower South African organizations to optimize their service desk operations, achieve operational excellence,
and ultimately contribute to the continued growth and success of the nation's economy.
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BACKGROUND &
DEMOGRAPHICS

In the "Background and Demographics" section of this report, we delve into the evolving
landscape of IT service management within South Africa. This comprehensive analysis provides a
detailed overview of the industry's current state, highlighting key demographic trends, operational
insights, and the significant strides made in service desk technologies and practices.

Emphasising the dynamic interplay between technology and human capital, this section offers a
unique glimpse into the diverse workforce powering the industry, their educational backgrounds,
and the various roles they fulfil. By mapping these elements against the backdrop of South Africa's
unique IT environment, the report offers invaluable perspectives for stakeholders looking to
understand and navigate the complexities of this vibrant sector.




INDUSTRY SECTORS

Software and Technology

Financial Services

Retail and e-Commerce
Business Services
Government and Non-Profit
Managed Services
Education

Construction

Manufacturing
Non-Profit

Healthcare




PROVINCES

Gavuteng

Western Cape

Free State

KwaZulu-Natdl

Eastern Cape

North West
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1001 - 2500 > 2500

501 - 1000

B Total Company Size

251 -500

1-250

COMPANY SIZE



JOB TITLE

IT Manager/ IT Director

SD Manager | SD Supervisor | Team Leader

SD Analyst

*SD = Service Desk




PRODUCTIVITY

The "Productivity" section of the Pink Elephant South Africa Service Desk Benchmark Report 2023
offers a detailed examination of the types and frequencies of incidents and service requests
encountered in the South African IT service management sector.

This segment analyses trends in incident resolution, service request handling, and the impact of
these factors on overall service efficiency. It also explores the strategies employed to manage
these incidents and requests, highlighting best practices and areas for improvement. The data
presented in this section is instrumental for understanding the challenges and opportunities in
streamlining service desk operations and enhancing customer satisfaction.




PRODUCTIVITY

Average Number of services requests logged on a monthly basis

0 20 40

< 500
500- 1000
1001 - 2500

> 5000

2501 - 5000




PRODUCTIVITY

<5%
5-10%
11-20%

> 20%

Percentage of ticket deflected by self-service on a monthly basis

50



PRODUCTIVITY

Best Practice Process Implementation

Uknown

Automated

Underway

Basic

Formalised and documted

Integrated with other parts of IT




PRODUCTIVITY

Current challenges in service desk

Under resource

Unknown

Retention

Motivation

Cost

Skills

0 10 20 30



PRODUCTIVITY

Inbound Channels

Walk Up

Social Media
Virtual Assistance
Chat

Portal

Telephone

Email

0 5 10 15 20



PRODUCTIVITY

< 20 sec
21 - 30 sec
31-60 sec

61 - 360 sec

Don't measure

Average speed to answer

35



PRODUCTIVITY

Average call abandon rate

5-10%

> 10 %

Unknown

o
o

20 30 40 50

60



PRODUCTIVITY

Average time to assign ticket

< 2 Hours

2 - 4 Hours

4 - 8 Hours

> 24 Hours

Don't measure

20 40 60

80



PRODUCTIVITY

Average Incidents Escalated

<20 %

20 - 40%

41 -60 %

61-80 %

Don't measure

20 30 40

50



PRODUCTIVITY

Average Resolution SLA Performance

<50 %

51-75%

41 -60 %

61-80 %

Don't measure

20 30 40

50



PRODUCTIVITY

Frameworks/Standards adopted by your organisation

None

ITIL

ITIL | Agile | DevOps
ITIL | Agile

Agile

ITIL | SDI
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STAFFING

The "Staffing" section of the Pink Elephant South Africa Service Desk Benchmark Report 2023

focuses on staffing patterns and the quality of service delivery in the South African IT service
management industry.

This section assesses the correlation between staff numbers and the efficiency of service desks,
examining how different headcounts impact service levels. It also explores optimal staffing models
and their effectiveness in maintaining high service standards. This analysis is crucial for

organisations aiming to balance workforce size with service quality, ensuring both efficiency and
customer satisfaction.




STAFFING

Hybrid
Fully office based

Fully remore

Delivery method currently deployed

40

60

80



STAFFING MODEL

Service Desk Operational Models: In-House, Outsourced, and Hybrid Approaches

Hybrid Approach

QOutsources

In-house




SALARIES

Less than é months

6.1%

6 - 12 months
17.2%

Over 3 years

30.3%

2 - 3 years
21.2%

1 -2 years
25.3%

Average length of a service desk analyst



QUALIFICATIONS

Agile | Lean | DevOps

ITIL v3

ITSM Qualifications (i.e. VeriSM, etc)
SDI Qaulifications

Soft Skills Qualifications (i.e. SFIA)
ITIL v4

Technical qualifications

None

Qualifications achieved over the past year

40

50



QUALIFICATIONS

Qualifications planned for the next 12 months

Agile | Lean | DevOps

ITSM Qualifications (i.e. VeriSM, efc)

SDI Qaulifications

Soft Skills Qualifications (i.e. SFIA)
ITIL v4
Technical qualifications

None

30

40



TECHNOLOGY

The "Technology" section of the Pink Elephant South Africa Service Desk Benchmark Report 2023

provides a thorough analysis of the current technologies and tools employed in service desks
across South Africa.

This section highlights the integration of emerging technologies, their impact on service efficiency,
and the evolution of service desk operations in response to technological advancements. It also
addresses how these technologies are reshaping customer service interactions and the overall
effectiveness of IT service management. This comprehensive overview offers valuable insights into
the technological landscape shaping the future of service desks in the region.




TECHNOLOGY

SysAid
Spiceworks
BMC

Manage Engine
Cherwell / Ivanti
Jira

FreshService

ServiceNow

ITSM Suites Deployed

40



TECHNOLOGY

Utilising ITSM Technology for other Enterprise Process Automation

Security

Facilities

Human Resource

Project Management Office

None




TECHNOLOGY

SolarWinds
RemotePC

AnyDesk

TeamViewer

Remote Assistance software's in use

50



TECHNOLOGY

4 - Strongly Agree
3 - Agree
2 - Slightly Agree

1 - Strongly disagree

20

In the future we will use more self help and self service facilities

30 40 50

60

/70



TECHNOLOGY

4 - Strongly Agree
3 - Agree
2 - Slightly Agree

1 - Strongly disagree

In the future we will use more chatbots and virtual agent technology

60



TECHNOLOGY

4 - Strongly Agree
3 - Agree
2 - Slightly Agree

1 - Strongly disagree

We use less than half of all the functions of our service desk software system

20 30 40

50



TECHNOLOGY

4 - Strongly Agree
3 - Agree
2 - Slightly Agree

1 - Strongly disagree

Knowledge base systems are too difficult to implement and maintain on our service desk

50



TECHNOLOGY

4 - Strongly Agree
3 - Agree
2 - Slightly Agree

1 - Strongly disagree

We have recognised return on investment for our ITSM Service desk tool

20 30 40

50



TECHNOLOGY

4 - Strongly Agree
3 - Agree
2 - Slightly Agree

1 - Strongly disagree

We have or intend to deploy task automation and machine learning at the service desk

50
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CUSTOMER
SATISFACTION

The "Customer Satisfaction" section of the Pink Elephant South Africa Service Desk Benchmark
Report 2023 explores the levels of satisfaction among clients using IT service management
services in South Africa. It examines the factors contributing to customer satisfaction, including
response times, resolution efficiency, and overall service quality.

This section also discusses the methods used for gathering customer feedback and how this
feedback is utilised to drive improvements in service delivery. The insights provided are crucial for
understanding customer expectations and enhancing the overall customer experience in the IT
service management sector.




CUSTOMER SATISFACTION

How do you measure customer satisfaction

Telephone surveys during calls
Postal Surveys

Telephone Surveys

Call Monitoring

Dedicated account manager

Don't measure

Email | Web surveys
0 10 20 30 40 50



CUSTOMER SATISFACTION

What do you do with this information once it is collected

Informal escalation

Nothing

Format review process

Feed info service improvement plan

60



CUSTOMER SATISFACTION

Does your service desk have any of the following established customers/business stakeholders

XLA

Both

Neither

SLAs

60



CUSTOMER SATISFACTION

What is the main indicator of success for your service desk

Reduced cost per head of IT Support l

Productivity improvements
Improvements to service quality
Number of calls / issues fixed vs number received

Customer satiscation measures

60



GET IN TOUCH

PHYSICAL ADDRESS PN
4th Floor, 140 West St, Sandown, Sandton, 2031 ,ﬁ @

EMAIL ADDRESS

info.africa@pinkelephant.co.z PINK ELEPHANT SA
o.africa@pinkelephant.co.za SOUTH AFRICA’S
PHONE NUMBER SERVICE DESK

BENCHMARK REPORT

011 656 0200 50773



https://pinkelephant.co.za/
https://www.linkedin.com/company/pink-elephant-south-africa

