AUSTIN COMMUNITY COLLEGE
DEPARTMENT OF COMPUTER STUDIES AND ADVANCED TECHNOLOGY
ACCELERATED PROGRAMMER TRAINING (APT)
Course Syllabus: ITSC 2335 (3-3-1) – Application Problem Solving: Support
Synonym 27558 – Spring 15


Instructor:  
Office Telephone:  
Office:  
Office Hours: 
E-mail: 
The best way to contact me is via e-mail.  I will normally respond within two hours during business hours (8 AM – 8 PM, Central time, weekdays).  The second best way is via cell phone.  I do NOT do any social media; this includes Facebook and Twitter.
Response time to inquires is within 24hr MTWTH

Course Description:
Utilization of current application software to solve advanced problems and generate customized solutions, involving project and software specific to a specific curricular area. Installation, configuration and troubleshooting of desktop applications to solve user support issues with those applications. Configuration of the operating system and resolution of issues related to usability and customization to enable those applications. Configuration and troubleshooting of connectivity and issues related to security to enhance usage and support of those applications.

Pre-requisite:	ITNW 1325 and ITSC 1425 and COSC 1301 or Departmental Approval.

Approved Course Texts/Readings:
	Title
	Windows 7 Desktop Support and Administration

	Author
	Darril Gibson

	ISBN
	978-0-470-59709-5

	Publisher
	John Wiley&Sons, Incorporated

	Publication Date
	July 20, 2010



Instructional Methodology:	 
The course will have both lab and lecture. The student will be required to do assigned readings from the text and handouts as well as scheduled individual labs to reinforce the material covered in class. Scheduled tests will be used to assess the progress of the student toward achievement of the course objectives.

Technology Requirements: 
Internet access required or work from Computer Information Technology labs at any Austin campus and use of Student ACCmail account required.  To obtain your Student ACCmail account, visit http://www.austincc.edu/accmail/  for account information -  MANDATORY online orientation information,   Preview course materials on Blackboard  found at http://acconline.austincc.edu/  during the first week of class.  
Note: Adobe Connect will be used for on line class meeting with other students and as such will need a supporting microphone and an optional webcam if you choose.

Course Rationale:

This course is designed to teach students the theoretical approach to software application problem solving within a business/computer science environment. Practical business computer applications will emphasize word processing, spreadsheets, databases, presentation software, and electronic commerce of the Internet.


Course Objectives / Learning Outcomes:  
1. Gain familiarity with the concepts and terminology used in the Information Technology (IT) support industry.
2. Explore methods used to support businesses' IT environment including troubleshooting and problem solving.
3. Learn methods of effective communicate with users, determine user's specific needs, and train end-users.
4. Identify various people skills and technical skills used by IT support professionals to support   businesses.
5. Investigate emerging technology in shaping new processes, strategies and business models for IT support.
6. Achieve hands-on experience installing and using help desk issue tracking software.

Competency Layout

Learning Sequence




Competency List

Competency 1 – Investigate Information Technology
Competency 2 – Investigate Functions of Windows 7
Competency 3 – Perform Support Functions in Windows 7 and Office 2010

Grade Policy:  Grade will be based both on concepts and practical application

Grade Scale:
90%  - 100% 	A
		80%  -  89%	B
		70%  -  79%	C
		60%  -  69%	D
		0%	-  59%	F



Method of Determining Final Course Grade: 
3	Exams	300 points
3	Projects	300 points
1	Introduction	100 points 
12	Chapter Assessments	1200 points
3	Adobe Connect Discussion Sessions	100 points
		2000 points

Examinations: 
Four (3) major examinations will be assessed (see the schedule at the end of this 
hand out). 

1) Examinations must be scheduled with Instructor and Testing Centers 

2) Any changes to schedule will announced by e-mail via the official student ACC e- mail address. 

3) Students will be allowed to bring 1 page (both sides) of notes and a calculator to the exams. 

If an Exam is missed, you will have made arrangements with the Instructor in advance and have 1 week to take the make-up Exam.  
Taking the make-up Exam is subject to Instructor approval. 
If you fail to take the make-up Exam in the 1 week period, a Zero will be assigned.

Projects:
There will be four projects. The Projects will be a cumulative in nature.  The premise of the Projects will be to develop “Help Documents” for Users, Knowledge Base, or Fellow Help Desk Personnel.

Laboratory/Homework Assignments:  
The Lab and Homework assignments relay on the use of the students understanding of the information provide in each section.  Students will be required to the assignments in order to move to the next competency.  Understanding this may requirement may help the student progress through the course. 
Course/Class Policies:
Academic Integrity: A student is expected to complete his or her own projects and tests.  Students are responsible for observing the policy on academic integrity as described in the current Student Policies Handbook.
Incomplete:
A student may receive a temporary grade of “I” (Incomplete) at the end of the semester only if ALL of the following conditions are satisfied:

1. The student is unable to complete the course during the semester due to circumstances beyond their control.
2. The student must have earned at least half of the grade points needed for a “C” by the end of the semester.
3. The request for the grade must be made in person at the instructor’s office and necessary documents completed.
4. To remove an “I”, the student must complete the course by two weeks before the end of the following semester.  Failure to do so will result in the grade automatically reverting to an “F”.

Freedom of Expression Policy:
It is expected that faculty and students will respect the views of others when expressed in classroom discussions. 
Testing Center Policy: http://www.austincc.edu/testctr/

Attendance / Withdrawal:
Regular and punctual class and laboratory attendance is expected of all students.  If attendance or compliance with other course policies is unsatisfactory, the instructor may withdraw students from the class.  It is the student’s responsibility to complete a Withdrawal Form in the Admissions Office if they wish to withdraw from this class.  The last date to withdraw for this semester is April, 27, 2015.  It is not the responsibility of the instructor to withdraw the students from their class even though the instructor has the prerogative to do so under the above listed circumstances.

Rule of Three/Rule of Six:
Students who enroll for the third or subsequent time in a course taken since fall 2002 are charged a higher tuition rate.  State law permits students to withdraw from no more than six courses during their entire undergraduate career at Texas public colleges or universities.  With certain exceptions, all course withdrawals automatically count towards this limit.  Details regard this policy can be found in the ACC College Catalog.

Student Files:

Privacy
The information that a student stores in his/her student hard disk in the Computer Studies Network Labs may be viewed by their instructor for educational and academic reasons.

Students with Disabilities
Each ACC campus offers support services for students with documented physical or psychological disabilities.  Students with disabilities must request reasonable accommodations through the Office for Students with Disabilities on the campus where they expect to take the majority of their classes.  Students are encouraged to make this request three weeks before the start of the semester.   (Refer to the OSD Web Site for more information).

Communication
The ACC online Blackboard system http://acconline.austincc.edu and the ACCmail accounts will be used as the official communication system during this semester.  Lecture notes, handouts, changes to course schedule or assignments and your grades will be posted on Blackboard and all email communication will be via the ACCmail accounts.  All students are expected to check both Blackboard and their ACCmail accounts on a regular basis.  For information on how to log onto Blackboard and ACCmail please visit the following sites: http://irt.austincc.edu/blackboard/StudentSupport.php and http://www.austincc.edu/google/.

Student Support Information
APT Tutor and Student Support Information
Department Tutor Information
Department tutor information:
Locations and hours of tutors: http://cis.austincc.edu/cis-tutoring-schedules 
IT help center:
Website: http://www.austincc.edu/helpdesk/home_student.html

Safety Statement
Each student is expected to learn and comply with ACC environmental, health and safety procedures and agree to follow ACC safety policies.  Emergency posters and Campus Safety Plans are posted in each classroom.  Additional information about safety procedures and how to sign up to be notified in case of an emergency can be found at http://www.austincc.edu/emergency/.

Anyone who thoughtlessly or intentionally jeopardizes the health or safety of another individual will be immediately dismissed from the day’s activity, may be withdrawn from the class, and / or barred from attending future activities.


SCANS (Secretary’s Commission on Achieving Necessary Skills):  
Refer to http://www.austincc.edu/cit/courses/scans.pdf for a complete definition and explanation of SCANS.  The following list summarizes the SCANS competencies addressed in this course:

	RESOURCES
1.1 Manages Time
	INTERPERSONAL
2.2 Teach others 
2.3 Serve clients/customers

	INFORMATION
3.1 Acquires and Evaluates Information
3.2 Organize and maintain information
3.4 Process information using computer


	TECHNOLOGY
5.1 Select appropriate technology
 
	BASIC SKILLS
6.2 Communicate thoughts, ideas, information, and messages in writing
6.5 Listen and react appropriately to listeners 
6.6 Deliver oral messages appropriately to listeners
	THINKING SKILLS
7.3 Apply Problem Solving Skills Appropriate to Situation

	PERSONAL SKILLS
8.5 Apply integrity and honesty to all matters
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