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, i : Introduction 1o e Chapter 1
1 11ms-137m0 Helpdek
*  Chapter 2
Organization and
People
Quiz #1 Ch1-2
.Aﬁﬂgnumnt#l
2 15— 1277 Receiving the - s  Chapter 3
= Incident
Processing and o Chapter 4
Resolving the
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Assignment #2
Quiz#2 Ch 34
0 Computer s Chapter 5 Assignment #3
3 12/10-12/14 Telephony
‘Webbased » Chapter 6 FXAM 1
Support (Ch1-5)
Performance s Chapter 7
4 1217 - 1221 Management
Knowledge ¢  Chapter 8
Management
Interview Skill Reflective Essay
Workshop
lidays
Asset and Security s Chapter 9 Quiz #3
Management Ché,78
Helpdesk Survival s Chapter 10
6 /71111 Guide
Asgignment #4
7 yia Finish Up All Work Exam 2 (CH 6-10)
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