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Course Design
Course Information
	
	Description
	This course prepares students for HDI-SCA (Help Desk Institute Support Center Analyst), HDI-DST (Desktop Support Technician) and ITIL Foundation Certifications, by teaching how to provide front-line support for customers. The course focuses on strategies for effective customer service with an emphasis on problem-solving and troubleshooting skills, call-handling procedures, incident management, and call tracking applications. Topics such as active listening skills and effective communication strategies will be covered, as well as strategies for improving customer interactions.

	
	Career Cluster
	Information Technology

	
	Total Credits
	3.00


Pre/Corequisites
	
	None


Course Competencies
	1.
	Formulate a customer service strategy

	
	Assessment Strategies

	
	1.1.
	Project

	
	Criteria

	
	1.1.
	learner explains the concept of service

	
	1.2.
	learner identifies service strategies

	
	1.3.
	learner differentiates between tangible and intangible aspects of service

	
	1.4.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	Define customer service

	
	1.b.
	Identify factors that make for poor customer service

	
	1.c.
	Describe strategies used to improve customer service

	2.
	Cultivate customer service and satisfaction

	
	Assessment Strategies

	
	2.1.
	Project

	
	Criteria

	
	2.1.
	learner relates listening to customer satisfaction

	
	2.2.
	learner describes elements of customer satisfaction

	
	2.3.
	learner identifies ways to handle difficult customer questions and concerns

	
	2.4.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	2.a.
	Identify reasons a customer may become dissatisfied

	
	2.b.
	Describe customer expectations

	
	2.c.
	Explain how a service provider can best respond to a disgruntled customer

	
	2.d.
	Identify common service quality factors

	3.
	Examine the role of the support center analyst

	
	Assessment Strategies

	
	3.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	3.1.
	Learner identifies the tasks performed by a support center analyst

	
	3.2.
	Learner describes the relationship of the support center analyst to others in the organization

	
	3.3.
	Learner outlines the skills and experience required for a support center analyst

	
	3.4.
	Learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	3.a.
	List typical responsibilities of Support Center Analyst

	
	3.b.
	Explain the role of support center analyst within the organization

	
	3.c.
	Review how support center analyst helps others inside and outside the organization

	4.
	Use metrics to improve support center performance

	
	Assessment Strategies

	
	4.1.
	Project

	
	4.2.
	Quiz

	
	Criteria

	
	Your performance will be successful when:

	
	4.1.
	Learner identifies goals

	
	4.2.
	Learner defines a measurable process 

	
	4.3.
	Learner compares results to goals

	
	4.4.
	Learner recommends a plan for improvement

	
	4.5.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	4.a.
	identify common measurements used in support centers

	
	4.b.
	identify how common support center measurements are used

	5.
	Outline ways to improve team performance in a support setting

	
	Assessment Strategies

	
	5.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	5.1.
	learner lists benefits of teamwork 

	
	5.2.
	learner defines roles in the team environment

	
	5.3.
	learner relates teamwork to success in the IT environment

	
	5.4.
	learner identifies was to improve the team

	
	5.5.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	5.a.
	discuss characteristics of effective teams

	
	5.b.
	describe strategies to support team work

	6.
	Plan ways to manage stress in the support environment

	
	Assessment Strategies

	
	6.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	6.1.
	learner lists 3 causes of workplace stress

	
	6.2.
	learner relates Support Center tasks to causes of stress

	
	6.3.
	learner identifies major causes of stress

	
	6.4.
	learner suggests ways to reduce stress in a support environment

	
	6.5.
	learner suggests ways to prevent stress in a support environment

	
	6.6.
	learner lays out stress coping mechanisms for a support environment

	
	6.7.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	6.a.
	describe stress as reaction to change

	
	6.b.
	analyze how prioritizing goals and setting realistic expectations helps to manage stress

	
	6.c.
	list techniques for managing stress

	7.
	Apply troubleshooting and problem solving techniques

	
	Assessment Strategies

	
	7.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	7.1.
	learner describes effective uses for Remote Control tool for electronic support

	
	7.2.
	learner explains the benefits of the knowledge base

	
	7.3.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	7.a.
	describe the objectives of self-service Support methods

	
	7.b.
	identify common examples of self-service technology

	8.
	Examine the incident management process

	
	Assessment Strategies

	
	8.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	8.1.
	learner lists the key steps in the incident management process

	
	8.2.
	learner lists five benefits of the ITIL incident management process

	
	8.3.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	8.a.
	discuss the incident management process

	
	8.b.
	describe ticket resolution as part of incident management process

	9.
	Identify the importance of leadership in Support Center

	
	Assessment Strategies

	
	9.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	9.1.
	learner describes ethical behaviors

	
	9.2.
	learner describes of taking ownership of issues at Support Center

	
	9.3.
	learner lists effective leaderships skills relevant in Support Center

	
	9.4.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	9.a.
	discuss how having ownership of issues changes customer experiences at support center

	
	9.b.
	explain the importance of ethical behavior in Support Center
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Course Learning Plans and Performance Assessment Tasks
	Type
	Title

	LP
	LP1:  Customer Service

	PAT
	PAT 1: Customer Service

	LP
	LP 2. Create a list of typical roles and responsibilities for Support Center Analyst

	PAT
	PAT 2:  Project: Create job description for Support Center Analyst

	LP
	LP 3. List common Support Center metrics.

	PAT
	PAT 3. Project: Help management to improve performance of support center by using metrics.

	LP
	LP 4. Explain characteristics of high performing teams.

	PAT
	PAT 4. Project: Analyze team’s performance and provide improvement recommendations.

	LP
	LP 5. Document major causes of stress at Support Center.

	PAT
	PAT 5. Project: Help coworkers to reduce stress.

	LP
	LP 6: List common problem solving steps used by Support Center Analysts.

	PAT
	PAT 6. Project: Document troubleshooting and problem solving steps for Support Center.

	LP
	LP 7. Examine incident management process.

	PAT
	PAT 7. Project: Resolve issue and close the incident in the system.

	LP
	LP 8. Identify characteristics of an effective leader

	PAT
	PAT 8. Project: Describe importance of leadership in the support center.



LP1:  Customer Service
Overview/Purpose
The role of the Support Center Analyst involves delivering consistent, quality customer service.  In this learning plan you will examine a customer service strategy and learn ways to cultivate excellent customer service and satisfaction.
Target Competencies
	1.
	Formulate a customer service strategy

	
	Assessment Strategies

	
	1.1.
	Project

	
	Criteria

	
	1.1.
	learner explains the concept of service

	
	1.2.
	learner identifies service strategies

	
	1.3.
	learner differentiates between tangible and intangible aspects of service

	
	1.4.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	Define customer service

	
	1.b.
	Identify factors that make for poor customer service

	
	1.c.
	Describe strategies used to improve customer service

	2.
	Cultivate customer service and satisfaction

	
	Assessment Strategies

	
	2.1.
	Project

	
	Criteria

	
	2.1.
	learner relates listening to customer satisfaction

	
	2.2.
	learner describes elements of customer satisfaction

	
	2.3.
	learner identifies ways to handle difficult customer questions and concerns

	
	2.4.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	2.a.
	Identify reasons a customer may become dissatisfied

	
	2.b.
	Describe customer expectations

	
	2.c.
	Explain how a service provider can best respond to a disgruntled customer

	
	2.d.
	Identify common service quality factors


Learning Activities
	1.
	THINK ABOUT a time when you received excellent customer service.  What made it excellent?  Think about a time you received poor customer service?  Why was it poor?  Share you experiences in a discussion.

	2.
	READ the information about customer service provided by your instructor.

	
	Learning Materials

	
	Telephone Phrases Ready Reference
	http://www.businesstrainingworks.com/workshop_downloads_PDF/Telephone_Ready_Reference.pdf

	
	Types of Listening
	http://www.au.af.mil/au/awc/awcgate/kline-listen/b10ch4.htm

	
	Active Listening
	https://www.mindtools.com/CommSkll/ActiveListening.htm

	
	Empathy, trust, diffusing conflict and handling complaints
	http://www.businessballs.com/empathy.htm

	3.
	VIEW the videos on customer service provided by your instructor.

	
	Learning Materials

	
	Active Listening: Learn how to Improve Your Listening Skills
	https://youtu.be/lL0sDXCzRu0

	
	Top 6 Ways to Get An Angry Customer to Back Down
	https://youtu.be/ACKbkmO9rLg

	
	Body Language at Work 
	https://youtu.be/t-eC2QQ-nSM?list=PL7A14073D187C207A

	
	The Six Steps in a Successful Tech Support Session: Customer Service
	https://youtu.be/OiC4gUa3xak

	4.
	BRAINSTORM common support issues handled by a Support Center Analyst.

	5.
	READ an article on handling difficult clients.

	
	Learning Materials

	
	10+ dangerous species of help desk callers
	http://www.techrepublic.com/blog/10-things/10-plus-dangerous-species-of-help-desk-callers/

	6.
	THINK THROUGH ways to handle common support issues.


Assessment Activities
	1.
	COMPLETE the Customer Service project.

	2.
	COMPLETE Quiz as assigned by instructor



PAT 1: Customer Service
Directions
Write your responses to the following in a paper.

1. What is your customer service strategy?  Write a single paragraph outlining the key components of your customer service strategy.
2.  Consider how you would respond to the following situations.  Write out a response to the situation and specifically how you could use the situation to provide excellent customer service.

A.  A customer brings into the shop a computer exhibiting a problem you have never encountered before.  You don't know the answer to the problem presented. 
B.  A customer calls and starts yelling about how she brought her computer home to find it has the same problem it had before she brought it in for repair.  
C. You receive a call from a user stating that she cannot access a file server that she normally works with.  You know how to handle this problem.
Target Course Competencies
	1.
	Formulate a customer service strategy

	2.
	Cultivate customer service and satisfaction


Scoring Standard
	Value
	Description

	0
	Work does not meet criterion- Submission has two or more requirements missing, incorrect, or incomplete.

	4
	Work is missing, incorrect, or incomplete- Submission has one requirement missing, incorrect, or incomplete.

	6 
	Work meets criterion minimally- Submission meets the bare minimum requirements of the activity. 

	8 
	Work meets criterion adequately- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, or attention to detail. 

	10
	Work exceeds criterion- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, and attention to detail. 


 

Scoring Guide
	
	Criteria
	Ratings

	1.
	Document meets assignment requirements You produce output file with all required edits, formatting and design work is complete
	10  9  8  7  6  5  4  3  2  1

	2.
	Professionalism: Document contains table of content, heading and page numbers. Headings and subheadings are clearly labeled and are reflected in Table of content. Document presents information in a clear way, logical, factual and stays on topic.
	10  9  8  7  6  5  4  3  2  1

	3.
	Multimedia: Document includes images and screen captures as required by assignment. Illustrations and pictures use appropriate text wrapping.
	10  9  8  7  6  5  4  3  2  1



LP 2. Create a list of typical roles and responsibilities for Support Center Analyst
Overview/Purpose
In this learning plan students will learn the typical tasks completed by support center analyst and skills and experiences required to be successful on the job. Students will practice different tasks and share the feedback with the instructor and each other on the experiences.
Target Competencies
	1.
	Examine the role of the support center analyst

	
	Assessment Strategies

	
	1.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	1.1.
	Learner identifies the tasks performed by a support center analyst

	
	1.2.
	Learner describes the relationship of the support center analyst to others in the organization

	
	1.3.
	Learner outlines the skills and experience required for a support center analyst

	
	1.4.
	Learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	List typical responsibilities of Support Center Analyst

	
	1.b.
	Explain the role of support center analyst within the organization

	
	1.c.
	Review how support center analyst helps others inside and outside the organization


Learning Activities
	1.
	Review job description of Support Center Analyst

	
	Learning Materials

	
	LinkEHR Support Center Analyst Job Description
	http://www.linkehrchp.com/wp-content/uploads/2014/12/Support-Center-Analyst-Job-Description.pdf

	2.
	Watch videos assigned by instructor.

	
	Learning Materials

	
	The role of SCA
	https://www.cbtnuggets.com/it-training/hdi-desktop-support-sca-hdi-sca

	3.
	Read article [Good to Great: Skills Needed to Be the Best Desktop Support Analyst]. Write an essay on how you can achieve greatness in your career as future IT Support professional

	
	Learning Materials

	
	Good to Great: Skills Needed to Be the Best Desktop Support Analyst
	http://www.roberthalf.com/technology/blog/good-to-great-skills-needed-to-be-the-best-desktop-support-analyst


Assessment Activities
	1.
	COMPLETE the Project: Create job description for Support Center Analyst.

	2.
	COMPLETE Quiz as assigned by instructor



PAT 2:  Project: Create job description for Support Center Analyst
Directions
Based on the reading materials and video tutorials, provided by instructor, examine the role of Support Center Analyst in the organization and create a job description for Support Center Analyst.
	Environment
	Classroom


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Examine the role of the support center analyst


Scoring Standard
	Value
	Description

	0
	Work does not meet criterion- Submission has two or more requirements missing, incorrect, or incomplete.

	4
	Work is missing, incorrect, or incomplete- Submission has one requirement missing, incorrect, or incomplete.

	6 
	Work meets criterion minimally- Submission meets the bare minimum requirements of the activity. 

	8 
	Work meets criterion adequately- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, or attention to detail. 

	10
	Work exceeds criterion- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, and attention to detail. 


 

Scoring Guide
	
	Criteria
	Ratings

	1.
	Document meets assignment requirements You produce output file with all required edits, formatting and design work is complete
	10  9  8  7  6  5  4  3  2  1

	2.
	Professionalism: Document contains table of content, heading and page numbers. Headings and subheadings are clearly labeled and are reflected in Table of content. Document presents information in a clear way, logical, factual and stays on topic
	10  9  8  7  6  5  4  3  2  1

	3.
	Multimedia: Document includes images and screen captures as required by assignment. Illustrations and pictures use appropriate text wrapping.
	10  9  8  7  6  5  4  3  2  1



LP 3. List common Support Center metrics.
Overview/Purpose
In this learning plan students will learn common IT support metrics used in the organizations. Students will learn how the data for the metrics is collected and used to make decisions about effectiveness of the support center.
Target Competencies
	1.
	Use metrics to improve support center performance

	
	Assessment Strategies

	
	1.1.
	Project

	
	1.2.
	Quiz

	
	Criteria

	
	Your performance will be successful when:

	
	1.1.
	Learner identifies goals

	
	1.2.
	Learner defines a measurable process 

	
	1.3.
	Learner compares results to goals

	
	1.4.
	Learner recommends a plan for improvement

	
	1.5.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	identify common measurements used in support centers

	
	1.b.
	identify how common support center measurements are used


Learning Activities
	1.
	Complete required homework reading assignments as assigned by instructor

	
	Learning Materials

	
	Seven Metrics to Watch for Call Center Success
	http://www.icmi.com/Resources/Metrics/2011/02/Seven-Metrics-to-Watch-for-Call-Center-Success

	2.
	Watch videos assigned by instructor.

	
	Learning Materials

	
	Support Center Services and Metrics 
	https://www.cbtnuggets.com/it-training/hdi-desktop-support-sca-hdi-sca

	3.
	Read article [Desktop support metrics]. Write an essay and list common Desktop Support Metrics used in IT Organizations

	
	Learning Materials

	
	Desktop support metrics
	http://www.bomgar.com/assets/documents/HDI-2013-Desktop-Support-Metrics.pdf


Assessment Activities
	1.
	COMPLETE the Project: Help management to improve performance of support center by using metrics.

	2.
	COMPLETE quiz as assigned by instructor.



PAT 3. Project: Help management to improve performance of support center by using metrics.
Directions
Effective Support Centers use metrics and other factual information to evaluate performance and define the path for improvement. As part of these assignment students will define measurable processes on how to help organization to improve performance of Support Center by using metrics.
	Environment
	Classroom


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Use metrics to improve support center performance


Scoring Standard
	Value
	Description

	0
	Work does not meet criterion- Submission has two or more requirements missing, incorrect, or incomplete.

	4
	Work is missing, incorrect, or incomplete- Submission has one requirement missing, incorrect, or incomplete.

	6 
	Work meets criterion minimally- Submission meets the bare minimum requirements of the activity. 

	8 
	Work meets criterion adequately- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, or attention to detail. 

	10
	Work exceeds criterion- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, and attention to detail. 


 

Scoring Guide
	
	Criteria
	Ratings

	1.
	Document meets assignment requirements You produce output file with all required edits, formatting and design work is complete
	10  9  8  7  6  5  4  3  2  1

	2.
	Multimedia: Document includes images and screen captures as required by assignment. Illustrations and pictures use appropriate text wrapping.
	10  9  8  7  6  5  4  3  2  1

	3.
	Professionalism: Document contains table of content, heading and page numbers. Headings and subheadings are clearly labeled and are reflected in Table of content. Document presents information in a clear way, logical, factual and stays on topic.
	10  9  8  7  6  5  4  3  2  1



LP 4. Explain characteristics of high performing teams.
Overview/Purpose
In this learning plan students will common characteristics of high performing teams. Students will learn about high-performance team that are defined as a group of people with specific roles and complementary talents and skills, aligned with and committed to a common purpose of IT organization.
Target Competencies
	1.
	Outline ways to improve team performance in a support setting

	
	Assessment Strategies

	
	1.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	1.1.
	learner lists benefits of teamwork 

	
	1.2.
	learner defines roles in the team environment

	
	1.3.
	learner relates teamwork to success in the IT environment

	
	1.4.
	learner identifies was to improve the team

	
	1.5.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	discuss characteristics of effective teams

	
	1.b.
	describe strategies to support team work


Learning Activities
	1.
	Complete required homework reading assignments as assigned by instructor

	
	Learning Materials

	
	How to Deal with Difficult people
	https://www.psychologytoday. com/blog/living-the-questions/ 201503/20-tactics-the-pros- use-deal-difficult-people 

	
	How to Improve Your Call Center Monitoring Practices
	http://callminer.com/improve-call-center-monitoring/

	
	10 Characteristics of High Performing Team
	http://www.huffingtonpost.com/carl-wiese/10-characteristics-of-hig_b_1536155.html

	
	Team Building Skills in a Call Center
	http://smallbusiness.chron.com/team-building-skills-call-center-11492.html

	2.
	Watch [High Performance Team and Their Characteristics] videos assigned by instructor and be prepared for the group discussion.

	
	Learning Materials

	
	Teamwork and Rapport 
	https://www.cbtnuggets.com/it-training/hdi-desktop-support-sca-hdi-sca

	3.
	Participate in group discussions on high performance teams.


Assessment Activities
	1.
	COMPLETE Project: Analyze team’s performance and provide improvement recommendations.

	2.
	COMPLETE Quiz as assigned by instructor



PAT 4. Project: Analyze team’s performance and provide improvement recommendations.
Directions
Review scenarios of different team interactions, based on the case study provided by instructor
A. Determine effectiveness of the team
B. Recommend steps to improve teams interactions
C. Recommend steps to improve team's performance
  

	Environment
	Classroom


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Outline ways to improve team performance in a support setting


Scoring Standard
	Value
	Description

	0
	Work does not meet criterion- Submission has two or more requirements missing, incorrect, or incomplete.

	4
	Work is missing, incorrect, or incomplete- Submission has one requirement missing, incorrect, or incomplete.

	6 
	Work meets criterion minimally- Submission meets the bare minimum requirements of the activity. 

	8 
	Work meets criterion adequately- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, or attention to detail. 

	10
	Work exceeds criterion- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, and attention to detail. 


 

Scoring Guide
	
	Criteria
	Ratings

	1.
	Document meets assignment requirements You produce output file with all required edits, formatting and design work is complete
	10  9  8  7  6  5  4  3  2  1

	2.
	Multimedia: Document includes images and screen captures as required by assignment. Illustrations and pictures use appropriate text wrapping.
	10  9  8  7  6  5  4  3  2  1

	3.
	Professionalism: Document contains table of content, heading and page numbers. Headings and subheadings are clearly labeled and are reflected in Table of content. Document presents information in a clear way, logical, factual and stays on topic.
	10  9  8  7  6  5  4  3  2  1




LP 5. Document major causes of stress at Support Center.
Overview/Purpose
In this learning plan students will learn major causes of stress in IT support roles. Students will learn about the best strategies to cope with stress and maintain high performance on the job.
Target Competencies
	1.
	Plan ways to manage stress in the support environment

	
	Assessment Strategies

	
	1.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	1.1.
	learner lists 3 causes of workplace stress

	
	1.2.
	learner relates Support Center tasks to causes of stress

	
	1.3.
	learner identifies major causes of stress

	
	1.4.
	learner suggests ways to reduce stress in a support environment

	
	1.5.
	learner suggests ways to prevent stress in a support environment

	
	1.6.
	learner lays out stress coping mechanisms for a support environment

	
	1.7.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	describe stress as reaction to change

	
	1.b.
	analyze how prioritizing goals and setting realistic expectations helps to manage stress

	
	1.c.
	list techniques for managing stress


Learning Activities
	1.
	Complete required homework reading assignments as assigned by instructor

	
	Learning Materials

	
	27 Sources of Stress within the Call Center
	http://www.talkdesk.com/blog/27-sources-of-stress-within-the-call-center-2/ 

	2.
	Watch videos assigned by instructor.

	
	Learning Materials

	
	How To Deal With Stress At Work
	https://www.youtube.com/watch?v=GYx0DZKth-8

	3.
	Read article [Dealing with Stress with Emotional Intelligence]. Write an essay and list techniques you have learned on how to best deal with stress

	
	Learning Materials

	
	Dealing with Stress with Emotional Intelligence
	http://servicestrategies.com/people-programs/dealing-with-stress-with-emotional-intelligence/

	4.
	Participate in classroom discussions.


Assessment Activities
	1.
	COMPLETE PAT 5. Project: Help coworkers to reduce stress.

	2.
	COMPLETE Quiz as assigned by instructor



PAT 5. Project: Help coworkers to reduce stress.
Directions
Review Case study provided by instructor 
A. Document major causes of stress 
B. Document strategies to help coworkers to create a plan on how to reduce, prevent and cope with stress, based on the case study
C. List general ways to mitigate stress and cope with stress

	Environment
	Classroom


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Plan ways to manage stress in the support environment


Scoring Standard
	Value
	Description

	0
	Work does not meet criterion- Submission has two or more requirements missing, incorrect, or incomplete.

	4
	Work is missing, incorrect, or incomplete- Submission has one requirement missing, incorrect, or incomplete.

	6 
	Work meets criterion minimally- Submission meets the bare minimum requirements of the activity. 

	8 
	Work meets criterion adequately- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, or attention to detail. 

	10
	Work exceeds criterion- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, and attention to detail. 


 
Scoring Guide
	
	Criteria
	Ratings

	1.
	Document meets assignment requirements You produce output file with all required edits, formatting and design work is complete
	10  9  8  7  6  5  4  3  2  1

	2.
	Multimedia: Document includes images and screen captures as required by assignment. Illustrations and pictures use appropriate text wrapping.
	10  9  8  7  6  5  4  3  2  1

	3.
	Professionalism: Document contains table of content, heading and page numbers. Headings and subheadings are clearly labeled and are reflected in Table of content. Document presents information in a clear way, logical, factual and stays on topic.
	10  9  8  7  6  5  4  3  2  1




LP 6: List common problem solving steps used by Support Center Analysts.
Overview/Purpose
In this learning plan students will learn about the role of quality assurance processes and procedures in IT Support centers.
Target Competencies
	1.
	Apply troubleshooting and problem solving techniques

	
	Assessment Strategies

	
	1.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	1.1.
	learner describes effective uses for Remote Control tool for electronic support

	
	1.2.
	learner explains the benefits of the knowledge base

	
	1.3.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	describe the objectives of self-service Support methods

	
	1.b.
	identify common examples of self-service technology


Learning Activities
	1.
	Complete required homework reading assignments as assigned by instructor

	
	Learning Materials

	
	Troubleshooting
	https://en.wikipedia.org/wiki/Troubleshooting

	
	Seven Step Problem Solving
	http://www.the-happy-manager.com/articles/seven-step-problem-solving/

	2.
	Watch videos assigned by instructor.

	
	Learning Materials

	
	7 Step Problem Solving
	https://www.youtube.com/watch?v=bZXDGQSuF9I

	3.
	Participate in class discussions.


Assessment Activities
	1.
	COMPLETE PAT 6. Project: Document troubleshooting and problem solving steps for Support Center.

	2.
	COMPLETE Quiz as assigned by instructor



PAT 6. Project: Document troubleshooting and problem solving steps for Support Center.
Directions
Review case study provided by instructor. 
A. Identify effective troubleshooting techniques
B. Document methods to find root cause of the issue
C. Document problem solving techniques effective in Support Center.
D. List ways to find information and ask for support within your organization.

	Environment
	Classroom


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Apply troubleshooting and problem solving techniques


Scoring Standard
	Value
	Description

	0
	Work does not meet criterion- Submission has two or more requirements missing, incorrect, or incomplete.

	4
	Work is missing, incorrect, or incomplete- Submission has one requirement missing, incorrect, or incomplete.

	6 
	Work meets criterion minimally- Submission meets the bare minimum requirements of the activity. 

	8 
	Work meets criterion adequately- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, or attention to detail. 

	10
	Work exceeds criterion- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, and attention to detail. 


 
Scoring Guide
	
	Criteria
	Ratings

	1.
	Document meets assignment requirements You produce output file with all required edits, formatting and design work is complete
	10  9  8  7  6  5  4  3  2  1

	2.
	Multimedia: Document includes images and screen captures as required by assignment. Illustrations and pictures use appropriate text wrapping.
	10  9  8  7  6  5  4  3  2  1

	3.
	Professionalism: Document contains table of content, heading and page numbers. Headings and subheadings are clearly labeled and are reflected in Table of content. Document presents information in a clear way, logical, factual and stays on topic.
	10  9  8  7  6  5  4  3  2  1




LP 7. Examine incident management process.
Overview/Purpose
In this learning plan students will learn how to restore a normal service operation as quickly as possible and to minimize the impact on business operations, thus ensuring that the best possible levels of service quality and availability are maintained.
Target Competencies
	1.
	Examine the incident management process

	
	Assessment Strategies

	
	1.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	1.1.
	learner lists the key steps in the incident management process

	
	1.2.
	learner lists five benefits of the ITIL incident management process

	
	1.3.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	discuss the incident management process

	
	1.b.
	describe ticket resolution as part of incident management process


Learning Activities
	1.
	Complete required homework reading assignments as assigned by instructor

	
	Learning Materials

	
	Incident management 101: nailing the process
	https://www.atlassian.com/help-desk/incident-management-process

	2.
	Watch videos assigned by instructor.

	
	Learning Materials

	
	Call Management Part II 
	https://www.cbtnuggets.com/it-training/hdi-desktop-support-sca-hdi-sca

	
	Call Management Part I
	https://www.cbtnuggets.com/it-training/hdi-desktop-support-sca-hdi-sca

	3.
	Read article [ITIL – A guide to incident management]. Participate in a group discussion and write an essay to explain the difference between Incident management and problem management.

	
	Learning Materials

	
	ITIL – A guide to incident management
	https://www.ucisa.ac.uk/~/media/Files/members/activities/ITIL/service_operation/incident_management/ITIL_a%20guide%20to%20incident%20management%20pdf.ashx 

	4.
	Participate in classroom discussion.


Assessment Activities
	1.
	COMPLETE PAT 7. Project: Resolve issue and close the incident in the system.

	
	Learning Materials

	
	Service Now Lab Instructions
	ServiceNow Lab Instruction.v3.1.docx

	
	How to Register for a ServiceNow Developer’s Instance
	Register for a ServiceNow Developer Instance.v3.1.docx

	
	Service Now In Class Lab
	ServiceNow in-class lab 1.xlsx

	
	Teaching Notes

	
	See PAT 7 for directions. 

	2.
	COMPLETE Quiz as assigned by instructor



PAT 7. Project: Resolve issue and close the incident in the system.
Directions
Create series of incidents in ServiceNow. Using student's instance of Service Now and data, provided by instructor, students will create new incidents and enter resolution.
A. Login into student's instance of ServiceNow.
B. Create a new Incident in the system, based on the direction and data provided by instruction
C. Enter a resolution for an incident in the system
D. Complete steps A-C for all incidents, as required by instructions provided

 

	Environment
	Classroom


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Examine the incident management process


Scoring Standard
	Value
	Description

	0
	Work does not meet criterion- Submission has two or more requirements missing, incorrect, or incomplete.

	4
	Work is missing, incorrect, or incomplete- Submission has one requirement missing, incorrect, or incomplete.

	6 
	Work meets criterion minimally- Submission meets the bare minimum requirements of the activity. 

	8 
	Work meets criterion adequately- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, or attention to detail. 

	10
	Work exceeds criterion- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, and attention to detail. 


 Scoring Guide
	
	Criteria
	Ratings

	1.
	Document meets assignment requirements You produce output file with all required edits, formatting and design work is complete
	10  9  8  7  6  5  4  3  2  1

	2.
	Multimedia: Document includes images and screen captures as required by assignment. Illustrations and pictures use appropriate text wrapping.
	10  9  8  7  6  5  4  3  2  1

	3.
	Professionalism: Document contains table of content, heading and page numbers. Headings and subheadings are clearly labeled and are reflected in Table of content. Document presents information in a clear way, logical, factual and stays on topic.
	10  9  8  7  6  5  4  3  2  1






LP 8. Identify characteristics of an effective leader
Target Competencies
	1.
	Identify the importance of leadership in Support Center

	
	Assessment Strategies

	
	1.1.
	Project

	
	Criteria

	
	Your performance will be successful when:

	
	1.1.
	learner describes ethical behaviors

	
	1.2.
	learner describes of taking ownership of issues at Support Center

	
	1.3.
	learner lists effective leaderships skills relevant in Support Center

	
	1.4.
	learner completes the competency assessment with 75% accuracy

	
	Learning Objectives

	
	1.a.
	discuss how having ownership of issues changes customer experiences at support center

	
	1.b.
	explain the importance of ethical behavior in Support Center


Learning Activities
	1.
	Complete reading assigned by instructor

	
	Learning Materials

	
	10 Principles of Effective and Authentic Leadership
	http://www.huffingtonpost.com/anush-kostanyan/10-principles-of-effective-and-authentic-leadership_b_5686841.html

	2.
	Watch videos as assigned by instructor.

	
	Learning Materials

	
	Leadership and Ethics
	https://www.cbtnuggets.com/it-training/hdi-desktop-support-sca-hdi-sca

	3.
	Participate in classroom discussion.


Assessment Activities
	1.
	COMPLETE LP 8. Identify characteristics of an effective leader.

	2.
	COMPLETE Quiz as assigned by instructor



PAT 8. Project: Describe importance of leadership in the support center.
Directions
Review Case Study provided by instructor. 
A. Document the importance of leadership at the Support Center
B. List the ways to show leadership to the customer
C. Document the way to improve personal motivation
D. List the ways to maintain high motivation within Support Center

	Environment
	Classroom


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Identify the importance of leadership in Support Center


Scoring Standard
	Value
	Description

	0
	Work does not meet criterion- Submission has two or more requirements missing, incorrect, or incomplete.

	4
	Work is missing, incorrect, or incomplete- Submission has one requirement missing, incorrect, or incomplete.

	6 
	Work meets criterion minimally- Submission meets the bare minimum requirements of the activity. 

	8 
	Work meets criterion adequately- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, or attention to detail. 

	10
	Work exceeds criterion- Submission meets the requirements adequately; and shows a grasp of the learning, critical thinking skills, and attention to detail. 


 Scoring Guide
	
	Criteria
	Ratings

	1.
	Document meets assignment requirements You produce output file with all required edits, formatting and design work is complete
	10  9  8  7  6  5  4  3  2  1

	2.
	Multimedia: Document includes images and screen captures as required by assignment. Illustrations and pictures use appropriate text wrapping.
	10  9  8  7  6  5  4  3  2  1

	3.
	Professionalism: Document contains table of content, heading and page numbers. Headings and subheadings are clearly labeled and are reflected in Table of content. Document presents information in a clear way, logical, factual and stays on topic.
	10  9  8  7  6  5  4  3  2  1
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