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Blackhawk Technical College
10-631-105  Helpdesk Fundamentals
Course Design
Course Information
	
	Description
	The student will gain knowledge and experience in applying the techniques used in problem troubleshooting, end-user support and customer service.  The student will also become familiar with and apply the tools used in user supply and help desk operations.


	
	Career Cluster
	Manufacturing

	
	Instructional Level
	Technical Diploma, Associate Degree

	
	Total Credits
	3.00

	
	Total Hours
	90.00


Types of Instruction
	Instruction Type
	Credits/Hours

	Presentation/Discussion
	1/18

	Lab/Shop
	2/72


Target Population
This course is also required for the students that are pursuing the MITS Technical Diplomas.

Textbooks
	Beisse, F. (2013). A guide to computer user support for help desk and support specialists (5th ed.). Boston, MA: Cengage Learning. 

ISBN: 978-1-133-18782-0


Learner Supplies
	Flash Drive, Required

	Text book, Required

	Pen and/or pencil


Course Competencies
	1.
	Explore the history of computer user support.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Explore changes in computer technology over time.

	
	1.b.
	Identify ways to provide support services.

	
	1.c.
	Explore information concerning help desk support positions.

	2.
	Develop service sills.

	
	Assessment Strategies

	
	2.1.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	2.1.
	Learner follows the instructions based on the information provided in the scenario

	
	2.2.
	Learner performs basic reading and writing skills

	
	2.3.
	Learner exhibits effective work habits and attitudes

	
	2.4.
	Learner participates in the class discussion

	
	2.5.
	Learner participates in the simulation exercises

	
	2.6.
	Learner completes assignments

	
	Learning Objectives

	
	2.a.
	Develop an incident management strategy.

	
	2.b.
	Evaluate aspects of effective speaking.

	
	2.c.
	Evaluate aspects of nonverbal communication.

	
	2.d.
	Investigate how ways to develop a communication style.

	3.
	Develop advanced help desk technical writing skills.

	
	Assessment Strategies

	
	3.1.
	Report

	
	3.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	3.1.
	Learner follows the instructions based on the information provided in the scenario

	
	3.2.
	Learner performs basic reading and writing skills

	
	3.3.
	Learner exhibits effective work habits and attitudes

	
	3.4.
	Learner participates in the class discussion

	
	3.5.
	Learner participates in the simulation exercises

	
	3.6.
	Learner completes assignments

	
	3.7.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	3.8.
	Learner delivers concise reasoning for and against their topic

	
	Learning Objectives

	
	3.a.
	Analyze technical writing problems.

	
	3.b.
	Explore various types of documentation.

	
	3.c.
	Create a technical document.

	
	3.d.
	Develop strategies for technical writing.

	4.
	Develop help desk troubleshooting skills.

	
	Learning Objectives

	
	4.a.
	Develop troubleshooting communication skills.

	
	4.b.
	Explore tools used to troubleshoot computer problems.

	
	4.c.
	Develop thinking skills required to troubleshoot customer computer issues.

	5.
	Analyze help desk support problems.

	
	Assessment Strategies

	
	5.1.
	Written Objective Test

	
	5.2.
	Simulation

	
	Criteria

	
	5.1.
	Learner follows the instructions based on the information provided in the scenario

	
	5.2.
	Learner performs basic reading and writing skills

	
	5.3.
	Learner exhibits effective work habits and attitudes

	
	5.4.
	Learner participates in the class discussion

	
	5.5.
	Learner participates in the simulation exercises

	
	5.6.
	Learner completes assignments

	
	5.7.
	Learner participates in the simulation exercises

	
	Learning Objectives

	
	5.a.
	Explore common computer problems.

	
	5.b.
	Investigate problem solving processes.

	6.
	Investigate various help desk operations.

	
	Assessment Strategies

	
	6.1.
	Written Objective Test

	
	6.2.
	Research Paper

	
	Criteria

	
	6.1.
	Learner follows the instructions based on the information provided in the scenario

	
	6.2.
	Learner performs basic reading and writing skills

	
	6.3.
	Learner exhibits effective work habits and attitudes

	
	6.4.
	Learner participates in the class discussion

	
	6.5.
	Learner participates in the simulation exercises

	
	6.6.
	Learner completes assignments

	
	6.7.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	6.8.
	Learner delivers concise reasoning for and against their topic

	
	Learning Objectives

	
	6.a.
	Explore the help desk industry trends.

	
	6.b.
	Analyze operational procedures.

	
	6.c.
	Investigate the multilevel support model.

	
	6.d.
	Explore hardware tools.

	
	6.e.
	Explore software tools.

	7.
	Explore help desk management concerns.

	
	Assessment Strategies

	
	7.1.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	7.1.
	Learner follows the instructions based on the information provided in the scenario

	
	7.2.
	Learner performs basic reading and writing skills

	
	7.3.
	Learner exhibits effective work habits and attitudes

	
	7.4.
	Learner participates in the class discussion

	
	7.5.
	Learner participates in the simulation exercises

	
	7.6.
	Learner completes assignments

	
	Learning Objectives

	
	7.a.
	Develop a performance evaluation for support staff.

	
	7.b.
	Explore industry certifications.

	
	7.c.
	Assess ethical principles that guide the support professional.

	8.
	Determine strategies for help desk product evaluation standards.

	
	Assessment Strategies

	
	8.1.
	Written Objective Test

	
	8.2.
	Scenario Response

	
	Criteria

	
	You will know when you are successful when:

	
	8.1.
	Learner follows the instructions based on the information provided in the scenario

	
	8.2.
	Learner performs basic reading and writing skills

	
	8.3.
	Learner exhibits effective work habits and attitudes

	
	8.4.
	Learner participates in the class discussion

	
	8.5.
	Learner participates in the simulation exercises

	
	8.6.
	Learner completes assignments

	
	8.7.
	Learner participates in the simulation exercises

	
	Learning Objectives

	
	8.a.
	List tools for evaluating computer products.

	
	8.b.
	List methods for evaluating computer products.

	
	8.c.
	Define product support standards.

	
	8.d.
	Investigate decision-making tools for evaluating computer products.

	9.
	Assess end user needs.

	
	Assessment Strategies

	
	9.1.
	Written Objective Test

	
	9.2.
	Simulation

	
	Criteria

	
	You will know when you are successful when:

	
	9.1.
	Learner participates in the simulation exercises

	
	9.2.
	Learner follows the instructions based on the information provided in the scenario

	
	9.3.
	Learner performs basic reading and writing skills

	
	9.4.
	Learner exhibits effective work habits and attitudes

	
	9.5.
	Learner participates in the class discussion

	
	9.6.
	Learner participates in the simulation exercises

	
	9.7.
	Learner completes assignments

	
	Learning Objectives

	
	9.a.
	List the steps to analyze a customer's needs.

	
	9.b.
	Assess basic needs analysis strategies.

	
	9.c.
	Manage a needs assessment project.

	
	9.d.
	Explore site management tasks.

	
	9.e.
	Investigate the purpose for a site management notebook.

	
	9.f.
	Develop a site management notebook.

	10.
	Create a support utility kit.

	
	Assessment Strategies

	
	10.1.
	Written Objective Test

	
	10.2.
	Skill Demonstration

	
	Criteria

	
	You will know when you are successful when:

	
	10.1.
	Learner follows the instructions based on the information provided in the scenario

	
	10.2.
	Learner performs basic reading and writing skills

	
	10.3.
	Learner exhibits effective work habits and attitudes

	
	10.4.
	Learner participates in the class discussion

	
	10.5.
	Learner participates in the simulation exercises

	
	10.6.
	Learner completes assignments

	
	10.7.
	Learner participates in the simulation exercises

	
	Learning Objectives

	
	10.a.
	Create a technician utility kit.

	
	10.b.
	Explore common user support utilities.

	11.
	Evaluate help desk software offerings.

	
	Assessment Strategies

	
	11.1.
	Skill Demonstration

	
	11.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	11.1.
	Learner participates in the simulation exercises

	
	11.2.
	Learner follows the instructions based on the information provided in the scenario

	
	11.3.
	Learner performs basic reading and writing skills

	
	11.4.
	Learner exhibits effective work habits and attitudes

	
	11.5.
	Learner participates in the class discussion

	
	11.6.
	Learner participates in the simulation exercises

	
	11.7.
	Learner completes assignments

	
	Learning Objectives

	
	11.a.
	Install help desk software.

	
	11.b.
	Determine best practices for help desk software implementation.

	
	11.c.
	Explore basic features of help desk software.

	
	11.d.
	Explore basic configurations of help desk software.


Metatags
Helpdesk, Help Desk, Troubleshooting, Computer repair

LP 1 Computer User Support
Target Competencies
	1.
	Explore the history of computer user support.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Explore changes in computer technology over time.

	
	1.b.
	Identify ways to provide support services.

	
	1.c.
	Explore information concerning help desk support positions.


Learning Activities
	1.
	READ Chapter 1 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Computer User Support Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the Computer User Support Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the Computer User Support Practice Project Questions

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Computer User Support Lab.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 1 Computer User Support Lab.
Directions
Computer User Support Lab

Help Desk Fundamentals   LP 1
Name: ___________________
Total Points Possible: 30    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
Review your personal skills for a support position.  Go to www.onetonline.org/skills perform the following tasks:
1.     Check the skills you possess or are working towards and click Go to learn which job categories best matches your skills.  Take a screenshot of the job categories Skills Match page and paste it here:


2.     Did the search results meet your expectations?  Please state your thoughts as to why or why not?


3.     On the Skills Matched page click on the Skills Matched column for three of the occupations that are listed.  Fill in the following table using the information:


	Occupation Code
	Occupation Title
	List three Skills
	What are your thoughts about being matched to this occupation?

	 
	 
	 
	 

	 
	 
	 
	 

	 
	 
	 
	 


 
4.     Using the Occupation Quick Search function of the web site, search for Computer Support (15-1041) and Network Support (15-1071).  Take a screenshot of the skills needed for each position and paste them here.  Do your skills match the skills listed for each position?  If so, which skills match?
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Explore the history of computer user support.


Scoring
Rating Scale
	Value
	Description

	Yes equals competency standard is met.
	You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	•    Demonstrate occupational specific computer skills
	Yes   No

	2.
	•    Demonstrate communication standards specific to occupational area
	Yes   No

	3.
	•    Write professionally
	Yes   No

	4.
	•    Communicate using professional non-verbal behavior
	Yes   No

	5.
	Learner follows the instructions based on the information provided in the scenario
	Yes   No

	6.
	Learner performs basic reading and writing skills
	Yes   No

	7.
	Learner exhibits effective work habits and attitudes
	Yes   No

	8.
	Learner completes assignments
	Yes   No



LP 2 Customer Service Skills
Target Competencies
	1.
	Develop service sills.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Develop an incident management strategy.

	
	1.b.
	Evaluate aspects of effective speaking.

	
	1.c.
	Evaluate aspects of nonverbal communication.

	
	1.d.
	Investigate how ways to develop a communication style.


Learning Activities
	1.
	READ Chapter 2 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Computer Service Skills Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	REVIEW the Wix Support Tutorials

	
	Learning Materials

	
	Wix Tutorial Videos
	https://www.wix.com/support/html5/ 

	4.
	COMPLETE the Computer Service Skills Lab

	
	Learning Materials

	
	Wix Tutorial Videos
	https://www.wix.com/support/html5/ 


Assessment Activities
	1.
	Complete the Writing for End Users Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Writing for End Users Lab and Blog Lab

	
	Learning Materials

	
	Wix Tutorial Videos
	https://www.wix.com/support/html5/ 

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 2 Writing for End Users Lab and Blog Lab
Directions
Computer Service Skills Lab

Help Desk Fundamentals   LP 2
Name: ___________________
Total Points Possible: 60    Points Achieved: _____________
 
1.     Using wix.com, you will create a personal, but professional blog.  This blog will be used at various times throughout this course and the other courses that you will be completing during the school year.  It is of the utmost importance that you maintain and grow this blog because this will eventually become a tool and a virtual portfolio of your work to be seen by your peers and future employers.  
 
You can use a template (I recommend it), but you will need to make sure that the following criteria has been met:
      4 pages.  They should be titled: Home, My Name is “your name”, Let’s Blog About It, and Contact Me
      Each page should have the same background to promote uniformity.
      The Home page should have the following title: “Your Name” – The Blog
      The Home page should have a brief Welcome greeting.
      The “My Name is  …” page should have the following Title “About Me”
      There should be 3 main sections: Experience, Education, and Skills.  Using bullet points list items that describe you.
      Create the “Let’s Blog About It” page.  You will create a blog in the next step.
      The “Contact Me” page should have all of your contact information.
      The “Contact Me” page should have a contact form that links to your professional email address. 
You may use my site as an example.  The link is: http://escoville1.wix.com/edscoville

PROOF READ, PROOF READ, PROOF READ!!!
This is a professional site that you will be show potential employers and could possibly open up different employment avenues to you.  Take this seriously and keep it professional.


2.     Your first blog should talk about two computer skills.  One computer skill that you’re strong in, and one that you’re weak in.  You should talk about the following in this blog:

   Why is it that you feel that you’re strong and weak in these skills?
   How can you maintain and grow the skill that you are strong in?
   How can you grow the skill that you’re weak in?
   Now that they have been identified, include a monthly plan that will show your readers how you will not only improve, but also mark your improvement.
   You should comment on at least two classmates’ blogs.  A minimum of two paragraphs per blog.  
   Make sure to respond to the classmates that have commented on your blog.

3.      Follow the demonstration video linked on the Learning Activities page.

4.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your blog:
- Links to the two blogs that your commented on:

5.     Have fun with this!
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Develop service sills.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	•    Adapt to new technology
	Yes   No

	2.
	•    Recognize and gather relevant information
	Yes   No

	3.
	•    Follow policies and procedures
	Yes   No

	4.
	•    Meet attendance expectations
	Yes   No

	5.
	•    Manage time effectively
	Yes   No

	6.
	•    Transfer learning from one context to another
	Yes   No

	7.
	•    Adapt to change
	Yes   No

	8.
	•    Demonstrate communication standards specific to occupational area
	Yes   No

	9.
	•    Write professionally
	Yes   No

	10.
	Learner follows the instructions based on the information provided in the scenario
	Yes   No

	11.
	Learner performs basic reading and writing skills
	Yes   No

	12.
	Learner exhibits effective work habits and attitudes
	Yes   No

	13.
	Learner completes assignments
	Yes   No

	14.
	Student has their name on the sheet
	Yes   No

	15.
	Student used the correct title
	Yes   No

	16.
	Student has met the requested criteria for the blog topic
	Yes   No

	17.
	Student met the minimum paragraph requirement
	Yes   No

	18.
	Student has commented on at least two fellow classmate’s blogs
	Yes   No

	19.
	Student included the link to their blog site on the assignment page
	Yes   No

	20.
	Student included the links to the two blogs they commented on
	Yes   No



LP 3 Writing for End Users
Target Competencies
	1.
	Develop advanced help desk technical writing skills.

	
	Assessment Strategies

	
	1.1.
	Report

	
	1.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	1.7.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	1.8.
	Learner delivers concise reasoning for and against their topic

	
	Learning Objectives

	
	1.a.
	Analyze technical writing problems.

	
	1.b.
	Explore various types of documentation.

	
	1.c.
	Create a technical document.

	
	1.d.
	Develop strategies for technical writing.


Learning Activities
	1.
	READ Chapter 3 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Writing for End Users Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the Writing for End Users Blog Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the Writing for End Users Practice Project Questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Writing for End Users Blog Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 3 Writing for End Users Blog Lab

Directions
Writing for End Users Lab

Help Desk Fundamentals   LP 3
Name: ___________________
Total Points Possible: 30    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Using the blog that you created in LP 2 and the newly gained writing skills that you have obtained in LP 3, create a new blog topic.  It should include the following:

                 Use the following title: USB Flash Drive
                 The blog topic should be a step-by-step document explaining how to properly insert, open, and 
                     eject a USB flash drive into a USB port on a computer.
                 The document should be written towards a NEW end user audience.
                 Address what operating system you assume the end user is using.
                 Address what the end user should do to troubleshoot at least two issues.  You determine the 
                     issues. 


2.     Comment on at least two of your classmate’s blogs.

3.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your blog:
- Links to the two blogs that your commented on:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Develop advanced help desk technical writing skills.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	•    Meet attendance expectations
	Yes   No

	2.
	•    Write professionally
	Yes   No

	3.
	Learner follows the instructions based on the information provided in the scenario
	Yes   No

	4.
	Learner performs basic reading and writing skills
	Yes   No

	5.
	Learner exhibits effective work habits and attitudes
	Yes   No

	6.
	Learner completes assignments
	Yes   No

	7.
	Learner creates a typed project that is submitted to their instructor based on provided instructions
	Yes   No

	8.
	Student has their name on the sheet:
	Yes   No

	9.
	Student has completed and turned the assignment in on time:
	Yes   No

	10.
	Student used the correct title:
	Yes   No

	11.
	Student has met the requested criteria for the blog topic:
	Yes   No

	12.
	Student met the minimum paragraph requirement:
	Yes   No

	13.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	14.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No



LP 4 Troubleshooting Computer Problems
Target Competencies
	1.
	Develop help desk troubleshooting skills.

	
	Learning Objectives

	
	1.a.
	Develop troubleshooting communication skills.

	
	1.b.
	Explore tools used to troubleshoot computer problems.

	
	1.c.
	Develop thinking skills required to troubleshoot customer computer issues.


Learning Activities
	1.
	READ Chapter 4 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Skills for Troubleshooting Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the Skills for Troubleshooting Lab and Blog Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete  the Skills for Troubleshooting Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Skills for Troubleshooting Lab and Blog Lab.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 4 Skills for Troubleshooting Lab and Blog Lab.

Directions
Troubleshooting Computer Problems Lab

Help Desk Fundamentals   LP 4
Name: ___________________
Total Points Possible: 30    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Using Case Projects #1 from your text book (Pgs. 182 -184) pick eight problems to troubleshoot.  
      Use the troubleshooting form that you created in the first year of the program to solve the issues that you have chosen.  
      Pay close attention to your grammar and spelling.
      Be as concise and detailed as possible.
      Attach your troubleshooting forms to this page before submitting to your instructor.

2.     For this section of the lab you will:
      Pick two troubleshooting issues in Case Project #1 of your text book.  
      Develop troubleshooting guides for each issue.
      Post each troubleshooting guide into it’s own blog.
      Title each blog Troubleshooting Guide #1 and Troubleshooting Guide #2
      Comment and critique (kindly and constructively) on at least two of your classmate’s blogs.

3.     Once you have completed this assignment, turn in this sheet along with your troubleshooting forms to your instructor.  Include the following here:

- Link to your blog:
- Links to the two blogs that your commented on:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Develop help desk troubleshooting skills.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	•    Adapt to new technology
	Yes   No

	2.
	•    Meet attendance expectations
	Yes   No

	3.
	•    Manage time effectively
	Yes   No

	4.
	•    Write professionally
	Yes   No

	5.
	•    Communicate using professional non-verbal behavior
	Yes   No

	6.
	Develop help desk troubleshooting skills.
	Yes   No

	7.
	Student has their name on the sheet:
	Yes   No

	8.
	Student has completed and turned the assignment in on time:
	Yes   No

	9.
	Student used the correct title:
	Yes   No

	10.
	Student has met the requested criteria for the blog topic:
	Yes   No

	11.
	Student met the minimum paragraph requirement:
	Yes   No

	12.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	13.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No



LP 5 Common Support Problems
Target Competencies
	1.
	Analyze help desk support problems.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Simulation

	
	Criteria

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	1.7.
	Learner participates in the simulation exercises

	
	Learning Objectives

	
	1.a.
	Explore common computer problems.

	
	1.b.
	Investigate problem solving processes.


Learning Activities
	1.
	READ Chapter 5 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Common Support Problems Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the Common Support Problems Lab and Blog Lab.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the Common Support Problems Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Common Support Problems Lab and Blog Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 5 Common Support Problems Lab and Blog Lab

Directions
Common Support Problems Lab

Help Desk Fundamentals   LP 5
Name: ___________________
Total Points Possible: 60    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Using Case Projects #3 from your textbook (Pg. 228) develop a training presentation.  
 
      Choose one of the five topics listed in the textbook.
      There must be a title and resources slide.
      The presentation must be at least five slides.  This does not include the title and resources slides.
      You should have at least three resources listed.
      Create a video of your presentation.
      Post your video presentation into your blog.
      You will be required to present this to the class as if you were training individuals.  
 
 
2.     Once you have completed this assignment, turn in this sheet along with your troubleshooting forms to your instructor.  Include the following here:

- Link to your blog:
- Links to the two blogs that your commented on:


 


Rev 1          Ed Scoville          4/8/15

	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Analyze help desk support problems.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	•    Demonstrate occupational specific computer skills
	Yes   No

	2.
	•    Adapt to new technology
	Yes   No

	3.
	•    Follow policies and procedures
	Yes   No

	4.
	•    Meet attendance expectations
	Yes   No

	5.
	•    Manage time effectively
	Yes   No

	6.
	•    Demonstrate organization/prioritization skills
	Yes   No

	7.
	•    Adapt to change
	Yes   No

	8.
	•    Demonstrate communication standards specific to occupational area
	Yes   No

	9.
	•    Write professionally
	Yes   No

	10.
	•    Interpret professional documents
	Yes   No

	11.
	Learner follows the instructions based on the information provided in the scenario
	Yes   No

	12.
	Learner performs basic reading and writing skills
	Yes   No

	13.
	Learner exhibits effective work habits and attitudes
	Yes   No

	14.
	Learner completes assignments
	Yes   No

	15.
	Learner participates in the simulation exercises
	Yes   No



LP 6 Helpdesk Operations
Target Competencies
	1.
	Investigate various help desk operations.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Research Paper

	
	Criteria

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	1.7.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	1.8.
	Learner delivers concise reasoning for and against their topic

	
	Learning Objectives

	
	1.a.
	Explore the help desk industry trends.

	
	1.b.
	Analyze operational procedures.

	
	1.c.
	Investigate the multilevel support model.

	
	1.d.
	Explore hardware tools.

	
	1.e.
	Explore software tools.


Learning Activities
	1.
	READ Chapter 6 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Help Desk Operations Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the Help Desk Operations Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the Help Desk Operations Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Help Desk Operations Lab and Blog Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 6 Help Desk Operations Lab and Blog Lab

Directions
Help Desk Operations Lab

Help Desk Fundamentals   LP 6
Name: ___________________
Total Points Possible: 60    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Perform Activity 6-10 on Pg. 280 in your textbook. Provide a typed answer to the following questions:
 
      Do you agree or disagree with the results?
      Why do you agree or disagree with the results?
      Attach the results of your test to this sheet.
 
 
2.     Compare and review two free Help Desk software solutions.  Add your comparison/review to your blog.
 
      Include your sources.
      Comment and critique (kindly and constructively) on at least two of your classmate’s blogs.

3.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your blog:
- Links to the two blogs that your commented on:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Investigate various help desk operations.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	•    Demonstrate proper and safe usage of equipment
	Yes   No

	2.
	•    Demonstrate occupational specific computer skills
	Yes   No

	3.
	•    Meet attendance expectations
	Yes   No

	4.
	•    Manage time effectively
	Yes   No

	5.
	•    Demonstrate effective customer service skills
	Yes   No

	6.
	•    Adapt to change
	Yes   No

	7.
	•    Write professionally
	Yes   No

	8.
	•    Speak professionally
	Yes   No

	9.
	Investigate various help desk operations.
	Yes   No

	10.
	Learner follows the instructions based on the information provided in the scenario
	Yes   No

	11.
	Learner performs basic reading and writing skills
	Yes   No

	12.
	Learner exhibits effective work habits and attitudes
	Yes   No

	13.
	Learner participates in the class discussion
	Yes   No

	14.
	Learner participates in the simulation exercises
	Yes   No

	15.
	Learner completes assignments
	Yes   No

	16.
	Learner creates a typed project that is submitted to their instructor based on provided instructions
	Yes   No

	17.
	Learner delivers concise reasoning for and against their topic
	Yes   No

	18.
	Student has their name on the sheet:
	Yes   No

	19.
	Student used the correct title:
	Yes   No

	20.
	Student has met the requested criteria for the blog topic:
	Yes   No

	21.
	Student met the minimum paragraph requirement:
	Yes   No

	22.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	23.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No



LP 7 User Support Management
Target Competencies
	1.
	Explore help desk management concerns.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Develop a performance evaluation for support staff.

	
	1.b.
	Explore industry certifications.

	
	1.c.
	Assess ethical principles that guide the support professional.


Learning Activities
	1.
	READ Chapter 7 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the User Support Management Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the User Support Management Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the User Support Management Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the User Support Management Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 7 User Support Management Lab

Directions
User Support Management Lab

Help Desk Fundamentals   LP 7
Name: ___________________
Total Points Possible: 30    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Perform Activity 7-3 on Pg. 322 in your textbook. You will need to do the following to be successful:
 
      Create a new page on your website.  DO NOT create a new blog topic.
      Your new page should be titled “Professional Growth Plan”.
      List your professional strengths and weaknesses.
      Identify areas ways to help enhance your strengths.
      Identify ways to improve your weaknesses.
      List the industry certifications do you have or plan on taking to improve your employability.
 
 
2.     Compare your Professional Growth Plan to one of your classmates.  List any ideas that you have gained from them on a separate sheet of paper and attach it to this sheet.


3.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your new website page:
- Links to the to the classmates page that you used as a comparison:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Explore help desk management concerns.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	•    Demonstrate proper and safe usage of equipment
	Yes   No

	2.
	•    Demonstrate occupational specific computer skills
	Yes   No

	3.
	•    Adapt to new technology
	Yes   No

	4.
	•    Follow policies and procedures
	Yes   No

	5.
	•    Meet attendance expectations
	Yes   No

	6.
	•    Manage time effectively
	Yes   No

	7.
	•    Work productively
	Yes   No

	8.
	•    Demonstrate effective customer service skills
	Yes   No

	9.
	•    Demonstrate communication standards specific to occupational area
	Yes   No

	10.
	•    Write professionally
	Yes   No

	11.
	•    Speak professionally
	Yes   No

	12.
	•    Demonstrate critical listening skills
	Yes   No

	13.
	•    Communicate using professional non-verbal behavior
	Yes   No

	14.
	Explore help desk management concerns.
	Yes   No

	15.
	Learner follows the instructions based on the information provided in the scenario
	Yes   No

	16.
	Learner performs basic reading and writing skills
	Yes   No

	17.
	Learner exhibits effective work habits and attitudes
	Yes   No

	18.
	Learner participates in the class discussion
	Yes   No

	19.
	Learner participates in the simulation exercises
	Yes   No

	20.
	Learner completes assignments
	Yes   No



LP 8 Product Evaluation
Target Competencies
	1.
	Determine strategies for help desk product evaluation standards.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Scenario Response

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	1.7.
	Learner participates in the simulation exercises

	
	Learning Objectives

	
	1.a.
	List tools for evaluating computer products.

	
	1.b.
	List methods for evaluating computer products.

	
	1.c.
	Define product support standards.

	
	1.d.
	Investigate decision-making tools for evaluating computer products.


Learning Activities
	1.
	READ Chapter 8 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Product Evaluation Strategies Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the Product Evaluation Strategies Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the Product Evaluation Strategies Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Product Evaluation Strategies Lab.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 9 End User Needs Assessment
Target Competencies
	1.
	Assess end user needs.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Simulation

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner participates in the simulation exercises

	
	1.2.
	Learner follows the instructions based on the information provided in the scenario

	
	1.3.
	Learner performs basic reading and writing skills

	
	1.4.
	Learner exhibits effective work habits and attitudes

	
	1.5.
	Learner participates in the class discussion

	
	1.6.
	Learner participates in the simulation exercises

	
	1.7.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	List the steps to analyze a customer's needs.

	
	1.b.
	Assess basic needs analysis strategies.

	
	1.c.
	Manage a needs assessment project.

	
	1.d.
	Explore site management tasks.

	
	1.e.
	Investigate the purpose for a site management notebook.

	
	1.f.
	Develop a site management notebook.


Learning Activities
	1.
	READ Chapter 9 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the End-User Needs Assessment Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the End-User Needs Assessment Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the End-User Needs Assessment Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the End-User Needs Assessment Blog Lab.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 9 End-User Needs Assessment Blog Lab.

Directions
End User Needs Assessment Lab

Help Desk Fundamentals   LP 9
Name: ___________________
Total Points Possible: 30    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Create a Cost Benefit Analysis (CBA) for SOHO Wireless Access Points. You will need to do the following to be successful:
 
      Create a new blog topic on your website.
      Your new blog topic should be titled “CBA of SOHO Wireless Access Points”.
      Research and determine the advantages and disadvantages of SOHO Wireless Access Points.
      Answer the question, “What type of user would need/want a SOHO Wireless Access Point?”
      Answer the question, “What type of environment would a SOHO Wireless Access Point be used in?”
      Using table 9-2 on Pg. 388 as an example, develop a simple Cost Benefit Analysis (CBA) for SOHO Wireless Access Points.
      Post all the information into your blog in concise, consistent, understandable manner.
      Include your sources.
      Comment and critique (kindly and constructively) on at least two of your classmate’s blogs.


2.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your new website page:
- Links to the to the classmates page that you used as a comparison:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Assess end user needs.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	Student has their name on the sheet:
	Yes   No

	2.
	Student has completed and turned the assignment in on time:
	Yes   No

	3.
	Student used the correct title:
	Yes   No

	4.
	Student has met the requested criteria for the blog topic:
	Yes   No

	5.
	Student met the minimum paragraph requirement:
	Yes   No

	6.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	7.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No



LP 8 Product Evaluation Strategies Lab
Directions
Product Evaluation Lab

Help Desk Fundamentals   LP 8
Name: ___________________
Total Points Possible: 30    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Using SurveyMonkey.com develop a survey that asks about technical support needs. 
 
      Use SurveyMonkey.com
      Link the survey from your web site
      Have as many people take the survey.  Must have a minimum of five.
      Questions should encapsulate the good and bad of technical support.
      Write a one-page report on your findings.
      Post your report and survey results on your blog.
      Comment on at least two classmates survey blogs.


2.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your new website page:
- Links to the to the classmates page that you used as a comparison:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Determine strategies for help desk product evaluation standards.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	Student has their name on the sheet:
	Yes   No

	2.
	Student has completed and turned the assignment in on time:
	Yes   No

	3.
	Student used the correct title:
	Yes   No

	4.
	Student has met the requested criteria for the blog topic:
	Yes   No

	5.
	Student met the minimum paragraph requirement:
	Yes   No

	6.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	7.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No

	8.
	•    Demonstrate proper and safe usage of equipment
	Yes   No

	9.
	•    Demonstrate occupational specific computer skills
	Yes   No

	10.
	•    Adapt to new technology
	Yes   No

	11.
	•    Meet attendance expectations
	Yes   No

	12.
	•    Work productively
	Yes   No

	13.
	•    Demonstrate effective customer service skills
	Yes   No

	14.
	•    Adapt to change
	Yes   No

	15.
	•    Demonstrate communication standards specific to occupational area
	Yes   No

	16.
	•    Write professionally
	Yes   No

	17.
	•    Interpret professional documents
	Yes   No

	18.
	•    Communicate using professional non-verbal behavior
	Yes   No

	19.
	Learner follows the instructions based on the information provided in the scenario
	Yes   No

	20.
	Learner performs basic reading and writing skills
	Yes   No

	21.
	Learner exhibits effective work habits and attitudes
	Yes   No

	22.
	Learner participates in the class discussion
	Yes   No

	23.
	Learner participates in the simulation exercises
	Yes   No

	24.
	Learner completes assignments
	Yes   No

	25.
	Learner participates in the simulation exercises
	Yes   No



LP 10 Installing & Managing End User Computers
Target Competencies
	1.
	Assess end user needs.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Simulation

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner participates in the simulation exercises

	
	1.2.
	Learner follows the instructions based on the information provided in the scenario

	
	1.3.
	Learner performs basic reading and writing skills

	
	1.4.
	Learner exhibits effective work habits and attitudes

	
	1.5.
	Learner participates in the class discussion

	
	1.6.
	Learner participates in the simulation exercises

	
	1.7.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	List the steps to analyze a customer's needs.

	
	1.b.
	Assess basic needs analysis strategies.

	
	1.c.
	Manage a needs assessment project.

	
	1.d.
	Explore site management tasks.

	
	1.e.
	Investigate the purpose for a site management notebook.

	
	1.f.
	Develop a site management notebook.


Learning Activities
	1.
	READ Chapter 10 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the End-User Computers Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the End-User Computers Lab 1

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	4.
	COMPLETE the End-User Computers Lab 2

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the End-User Computers Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the End-User Computers Lab 1 and Blog Lab.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	Complete the End-User Computers Lab 2 Blog Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 10 End-User Computers Lab 1 and Blog Lab.

Directions
Managing End User Computers Lab 1

Help Desk Fundamentals   LP 10
Name: ___________________
Total Points Possible: 60    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Design and create an ergonomic checklist.  You will need to do the following to be successful:
 
      Create a new blog topic on your website.
      Your new blog topic should be titled “Ergonomics in the Workplace”.
      Identify areas of ergonomics that are important within an IT environment.
      Develop a checklist that you will use in the next section.
      Post your ergonomics checklist into your blog with a brief explanation of what it is and how it should be used.
      Include any sources that you used.
      Comment and critique (kindly and constructively) on at least two of your classmate’s blogs.


2.     Perform and ergonomics analysis.
 
      Using the ergonomics checklist that you created in the previous step, perform and ergonomics analysis for each of the following areas: 

1.     Your assigned seat within the lab, 
2.     Student computer room (located in the front of the Milton Campus), 
3.     The teacher’s station in the lab.
      There should be one checklist for each location.
      List any problems that you found at each location.
      Provide a proper fix for each problem that you found.
      Post each analysis to your ergonomics blog.  It should be titled, “Ergonomics: The Good, The Bad, The Ugly!”
      Comment and critique (kindly and constructively) on at least two of your classmate’s blogs.


3.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your new website page:
- Links to the to the classmates page that you used as a comparison:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Assess end user needs.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	Student has their name on the sheet:
	Yes   No

	2.
	Student has completed and turned the assignment in on time:
	Yes   No

	3.
	Student used the correct title:
	Yes   No

	4.
	Student has met the requested criteria for the blog topic:
	Yes   No

	5.
	Student met the minimum paragraph requirement:
	Yes   No

	6.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	7.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No



LP 10 End-User Computers Lab 2 Blog Lab

Directions
Managing End User Computers Lab 2

Help Desk Fundamentals   LP 10
Name: ___________________
Total Points Possible: 30    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Design and develop a hardware and software configuration sheet. You will need to do the following to be successful:
 
      Create a new blog topic on your website.
      Your new blog topic should be titled “Hardware and Software Check Sheets”.
      Use the check sheets on pages 440 – 441 as examples.
      Design and develop a hardware and software configuration sheet.
      Post your both check sheets into your blog with a brief explanation of what they are and how they should be used.
      Answer the question, “How would these check sheets be useful in a help desk situation?”
      Include your sources.
      Comment and critique (kindly and constructively) on at least two of your classmate’s blogs.


2.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your new website page:
- Links to the to the classmates page that you used as a comparison:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Assess end user needs.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	Student has their name on the sheet:
	Yes   No

	2.
	Student has completed and turned the assignment in on time:
	Yes   No

	3.
	Student used the correct title:
	Yes   No

	4.
	Student has met the requested criteria for the blog topic:
	Yes   No

	5.
	Student met the minimum paragraph requirement:
	Yes   No

	6.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	7.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No



LP 11 Training Computer Users
Target Competencies
	1.
	Assess end user needs.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Simulation

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner participates in the simulation exercises

	
	1.2.
	Learner follows the instructions based on the information provided in the scenario

	
	1.3.
	Learner performs basic reading and writing skills

	
	1.4.
	Learner exhibits effective work habits and attitudes

	
	1.5.
	Learner participates in the class discussion

	
	1.6.
	Learner participates in the simulation exercises

	
	1.7.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	List the steps to analyze a customer's needs.

	
	1.b.
	Assess basic needs analysis strategies.

	
	1.c.
	Manage a needs assessment project.

	
	1.d.
	Explore site management tasks.

	
	1.e.
	Investigate the purpose for a site management notebook.

	
	1.f.
	Develop a site management notebook.


Learning Activities
	1.
	READ Chapter 11 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Training Computer Users Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the Training Computer Users Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the Training Computer Users Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Training Computer Users Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 11 Training Computer Users Lab

Directions
Training Computer Users Lab

Help Desk Fundamentals   LP 11
Name: ___________________
Total Points Possible: 60    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Perform Case Project 2 on pages 519 - 521 in your textbook. You will need to do the following to be successful:
 
      Create a new page on your website.  DO NOT create a new blog topic.
      Your new page should be titled “IT Training”.
      Pick an IT topic that you would like to create a training module for.  Talk to your instructor about your choice.  Once you and your instructor have agreed on your topic choice have your instructor initial here: _____________
      There should be four sections to your training module.  They include: 

1.     Planning
2.     Preparation
3.     Presentation
4.     Progress
You can list these all on one page or have separate pages for each one, but they should only be linked from your main “IT Training” page.  Talk to you instructor if you have any questions.
      Follow through with each sub-section listed in the textbook (pg. 520).
      Place each deliverable for each section under the section header.
      Include your sources.


2.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your new website page:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Assess end user needs.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	Student has their name on the sheet:
	Yes   No

	2.
	Student has completed and turned the assignment in on time:
	Yes   No

	3.
	Student used the correct title:
	Yes   No

	4.
	Student has met the requested criteria for the blog topic:
	Yes   No

	5.
	Student met the minimum paragraph requirement:
	Yes   No

	6.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	7.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No



LP 12 Utility Tool Kit
Target Competencies
	1.
	Create a support utility kit.

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Skill Demonstration

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	1.7.
	Learner participates in the simulation exercises

	
	Learning Objectives

	
	1.a.
	Create a technician utility kit.

	
	1.b.
	Explore common user support utilities.


Learning Activities
	1.
	READ Chapter 12 in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	COMPLETE the Utility Software Tools Practice Project

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the Utility Software Tools Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the Utility Software Tools Practice Project questions.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the Utility Software Tools Lab and Blog Lab.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 12 Utility Software Tools Lab and Blog Lab.

Directions
Utility Tool Kit Lab

Help Desk Fundamentals   LP 12
Name: ___________________
Total Points Possible: 30    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Design and develop a Software Utility Flash Drive. You will need to do the following to be successful:
 
      Create a new blog topic on your website.
      Your new blog topic should be titled “Software Utility Flash Drives for the Help Desk Professional”.
      Research and pick a minimum of eight software utilities that would be useful to a help desk professional.
      You should list each piece of software with an explanation of what the software is, how it is used, and when it should be used.
      Include with each software description an explanation of why you chose that particular piece of software.  Be descriptive and informative.  
      Include your sources.
      Comment and critique (kindly and constructively) on at least two of your classmate’s blogs.


2.     Once you have completed this assignment, turn in this sheet to your instructor.  Include the following here:

- Link to your new website page:
- Links to the to the classmates page that you used as a comparison:
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Create a support utility kit.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	Student has their name on the sheet:
	Yes   No

	2.
	Student has completed and turned the assignment in on time:
	Yes   No

	3.
	Student used the correct title:
	Yes   No

	4.
	Student has met the requested criteria for the blog topic:
	Yes   No

	5.
	Student met the minimum paragraph requirement:
	Yes   No

	6.
	Student has commented on at least two fellow classmate’s blogs:
	Yes   No

	7.
	Student included the link to their blog site on the assignment page: Student included the links to the two blogs they commented on:
	Yes   No



LP 13 Helpdesk Hands-on
Target Competencies
	1.
	Evaluate help desk software offerings.

	
	Assessment Strategies

	
	1.1.
	Skill Demonstration

	
	1.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner participates in the simulation exercises

	
	1.2.
	Learner follows the instructions based on the information provided in the scenario

	
	1.3.
	Learner performs basic reading and writing skills

	
	1.4.
	Learner exhibits effective work habits and attitudes

	
	1.5.
	Learner participates in the class discussion

	
	1.6.
	Learner participates in the simulation exercises

	
	1.7.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Install help desk software.

	
	1.b.
	Determine best practices for help desk software implementation.

	
	1.c.
	Explore basic features of help desk software.

	
	1.d.
	Explore basic configurations of help desk software.


Learning Activities
	1.
	READ Appendix B in the A Guide to Customer User Support textbook.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	WATCH the HelpSTAR Install/Setup Demos

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	3.
	COMPLETE the HelpSTAR Lab

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	


Assessment Activities
	1.
	Complete the HelpSTAR Lab 1.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	

	2.
	Complete the HelpSTAR Lab 2.

	
	Learning Materials

	
	A Guide to Customer User Support for Help Desk & Support Specialists, 5th Edition
	



LP 13 HelpSTAR Lab.

Directions
Help Desk Hands-On Lab

Help Desk Fundamentals   LP 13
Name: ___________________
Total Points Possible: 120    Points Achieved: _____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor.
 
1.     Follow the steps in Appendix B of your textbook. You will be required to install and utilize the HelpSTAR software.  You will need to do the following to be successful:
 
      Take screenshots showing the completion of each installation.  This would be a screenshot of the program open and running on your desktop.
 
 
2.     We now need to learn how to use the HelpSTAR software.  To do so, you will perform the Ocean House Case Study that starts on page 601.  You will need to do the following to be successful:
 
      Create a title page with the following title, “Ocean House Case Study Screenshots”.
      Create a screenshot for each step upon completion of the step.
      Attach the title page and each screenshot to this form in the correct order with the step number and title in the caption.  For example, “Step 1: Start HelpSTAR”

3.     Perform the Hands-on activity using Activity B-1 on pages 619 – 622 of your textbook.
      Create a title page with the following title, “Hands-On Activity Screenshots”.
      Create a screenshot for each step upon completion of the step.
      Create a title page with the following title, “Hands-On Activity Screenshots”.
      Create a screenshot for each step upon completion of the step.
      Attach the title page and each screenshot to this form in the correct order with the step number and title in the caption.  For example, “Activity B-1 Add another new user”

4.     Complete Case Project #1 on pages 622 – 623.  You will need to do the following to be successful:
 
      Create a HelpSTAR solution for Willamette Planning.  You may need to delete the current solution that you were just using on your computer.
      Enter the Willamette Planning employees as new users in HelpSTAR.  This information is in the first table on page 622.
      Enter the service requests in the second table on page 622 into HelpSTAR.
      Prepare a report that lists the open service requests by user.
      Print the report and attach it to this page (after all of the other items that have been attached).
      Research how to write a HelpSTAR business rule that automatically assigns service requests from “In Dispatch” to “In Queue” for the Beth Markham user.  Place the answer here.
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Investigate various help desk operations.

	2.
	Evaluate help desk software offerings.


Scoring Standard
You must achieve a rating of YES on each item in the scoring guide to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	•    Demonstrate proper and safe usage of equipment
	Yes   No

	2.
	•    Demonstrate occupational specific computer skills
	Yes   No

	3.
	•    Adapt to new technology
	Yes   No

	4.
	•    Select an appropriate problem-solving methodology
	Yes   No

	5.
	•    Recognize and gather relevant information
	Yes   No

	6.
	•    Utilize appropriate resources
	Yes   No

	7.
	•    Recognize when to change direction if needed
	Yes   No

	8.
	•    Recognize when the process is complete
	Yes   No

	9.
	•    Write professionally
	Yes   No

	10.
	•    Speak professionally
	Yes   No

	11.
	•    Demonstrate critical listening skills
	Yes   No

	12.
	•    Communicate using professional non-verbal behavior
	Yes   No

	13.
	Evaluate and install helpdesk software
	Yes   No
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