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Help Desk Techniques Syllabus


	Course Title: Help Desk Techniques
	Course Number: CIT 230

	COURSE DESCRIPTION: This course provides students with an overview of the design, implementation, and management of a computer help desk or customer support center. Course topics include customer service skills, troubleshooting tools and methods, problem-solving strategies for common support problems, the incident management process, and user needs analysis and assessment. The course also covers industry certifications, professional associations, and standards of ethical conduct for help desk personnel.

	PREREQUISITES: CIT 110 – Computer Applications and Concepts


	REQUIRED MATERIALS: None

	ADDITIONAL RESOURCES (if applicable): N/A


	LEARNING OUTCOMES/COMPETENCIES:
1. Identify the knowledge, skills, and abilities required of an applicant for a help desk support position.
2. Identify the communication and customer service skills required by help desk support staffers.
3. Develop an incident management strategy.
4. Describe problem-solving strategies.
5. Describe the structure and operations of the help desk support function within an organization.
6. Evaluate commercially available software products.
7. Describe end user training considerations.
8. List common tools used by a help desk support staffer to resolve user problems.






	COURSE ASSESSMENT: 

	Category
	Points

	Activities
	360

	
	

	
	

	Final Grade
	360



Grading Scale

	Point
	Grade

	324-360
	A

	288-323
	B

	252-287
	C

	216-251
	D

	0-215
	F







COURSE SCHEDULE: 

	Lesson
	
	
	

	1
	Introduction to Computer User Support
	1. Identify skills and competencies necessary for an entry-level employee in the position of computer support technician.
2. List customer service skills needed for entry-level help desk support positions. 
	Short Reflection – Preparation for IT Help Desk Careers (25 pts)
Help Desk Support Job Exploration (25 pts)

	2
	Customer Support and Service Skills
	1. Identify strategies for good customer service.
2. List the necessary soft skills required for a help desk support staffer.
3. Demonstrate customer service skills needed for end user and customer support.
	Personality Test (10 pts)
Self-Assessment of Your Soft Skills for Customer Support (20 pts) 
Help Desk Case Scenarios (30 pts)

	3
	Troubleshooting Issues
	1. Identify and respond to common end user support problems.
2. Identify the steps in a problem-solving sequence used to troubleshoot technical issues.
3. Identify common technical problems and solutions.
4. Develop a troubleshooting script and technical support documentation.
	Troubleshooting Script (20 pts)
Basic Troubleshooting Strategies (30 pts)

	4
	Common Support Problems and Diagnostic Tools
	1. Create resource package of apps that can be used to solve computer problems. 
2. Discuss common IT help desk support problems and possible steps to solve it.
	Identify Top 5 Common Problems (25 pts)
Create a USB stick of apps (30 pts)

	 5
	Help Desk Operations & Security Concerns
	1. Compare technology tools and solutions used to support help desk functions and operations.
2. [bookmark: _GoBack]Summarize some of the pros and cons of the leading software tools available for Help Desk Support.
	Software Tool Evaluation (50 pts)

	6
	Training the End User
	1. Identify your dominant learning style.
2. List technology training strategies.
3. Plan a training session.
	Assess Your Learning Style (10 pts)
Preparing a Training Plan (30 pts)

	7
	Technical Documentation
	1. List the best practices followed by technical writers.
2. Write a technical user document.
3. Evaluate a written document based on specific criteria.
	Support Specialist Tools (30 pts)
Document a Support Tool (25 pts)
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