
[image: ]
Help Desk Support Technician


Cover image, etc.
Career Training

Help Desk Support Technician
Program Code: 6289
Credit Hours: 18
Time to Complete: As little as 12 months
Related Associate Degree Program: Computer Information Technology

	Help desk technicians — also known as computer support specialists— are a vital part to any office that utilizes computers on a day-to-day basis. Whether they are teaching users how to work with a new program or troubleshooting problems with hardware or software, help desk technicians ensure that things run smoothly in an office. 
What does a Help Desk Support Technician do? 
	Help desk support technicians are trained to deal with various types of computer issues, from dealing with minor glitches in a new program to major problems with computer viruses and system crashes. In addition, students in the program will learn the skills necessary to maintain a network and keep it secure. 
	Besides maintaining the most current computer skills possible, help desk technicians must also command excellent skills in problem solving, analysis, and interpersonal communication in order to succeed at their jobs.

Beginning a career as a Help Desk Technician
	Help desk technicians work in a variety of industries, opportunities can be found in finance, health care, education, insurance, telecommunications and any other business center that relies on computer technology.  
Our Program
	At the College of Central Florida, the college credit certificate program in Help Desk Support Technician provides the student with an understanding of an IT help desk. 
	During study through lecture, labs and online simulations the student develops proficiency with assisting end-users with technical problems related to hardware, software, network and security. 

This program is part of the XCEL-IT grant program.
	Course No.
	Course Title
	Credits

	CGS 1100
	Microcomputer Applications
	3

	CET 1278
	A+ Fundamentals
	3

	CTS 2134
	Networking Fundamentals
	3

	CTS 2120
	Security Fundamentals
	3

	CTS 2136
	PC Desktop Support
	3

	CET 2180
	Practical PC Technician
	3

	 
	Total Credit Hours
	18

	



Course Descriptions 



Course CGS1100 - Microcomputer Applications
	This course is designed to familiarize students with microcomputers, using some of the more popular commercially available software packages, including an introduction to an operating system and/or user interface. Emphasis is on practical exercises using word processing, spreadsheets, database packaged programs, presentation software and Internet browsers.

Course CET1278 – A+ Fundamentals
Or its equivalent (CET1178C and CET1179)

	Students seeking a career in the personal computer industry will benefit from this course. This course will address the basic skills needed by any entry-level technician and for the preparation of the current A+ industry certification exam. The course will focus on software installation, troubleshooting, repairing and upgrading as well as network and security issues related to operating system configuration. In addition, students will be introduced to basic computer hardware, at the level of a beginning personal computer technician. Emphasis is placed on learning the proper name of features and components making up a PC system as well as understanding their function. This section will also address the professionalism and communication skills necessary for an employment in the technology industry. The course is designed for individuals with little or no experience working inside a PC. 
	Prerequisite: CET2180  and  CGS1100  
 


Course CTS2134 - Networking Fundamentals
 	An introduction to networks and data communication, concentrating on connecting microcomputers in local area networks. A variety of networking software and topologies will be examined with emphasis on practical solutions to common PC networking problems.
	Prerequisite: CET1177 and  CGS1100 


Course CTS2120 - Security Fundamentals 
Students will be introduced to common security issues related to computer technology and its effects on personal information. Emphases will be placed on personal and business security issues and solutions. Students will be introduced to cryptography, common attackers and business communications in a real-world situation.
Prerequisite: CGS1100 

Course CTS2136 - PC Desktop Support
	Students seeking a career in the computer help desktop support will benefit from this course. This course will address the personal and technical skills needed to operate a successful help desk. This course is targeted for individuals who work or intend to work in a traditional or remote-based help desk work environment where client interaction, client training, operating system and connectivity issues are emphasized. This course would be beneficial to students who are seeking certification in PC desktop support. 
	Prerequisite: CET1177


Course CET2180 – Practical PC Technician
	Students seeking a career in the personal computer industry will benefit from this course. This course addresses the basic skills needed by any entry-level technician and for the current industry certification exams. This course is targeted for individuals who work or intend to work in a mobile or corporate technical environment with a high level of face-to-face client interaction. Computer hardware, software and networking will be examined. Troubleshooting, security issues, communication and professionalism will be emphasized throughout the course. 	
	Prerequisite: CET1177






The XCEL-IT Program

Xcel-IT was created by a partnership of seven Florida College System colleges with the College of Central Florida as the lead institution.

Our Focus
Florida XCEL-IT focuses on education for careers in Information Technology (IT). While IT career pathways may be strengthened, specialized training needs will also be addressed in the areas of manufacturing and logistics and supply chain management.  
Our Goal
	To provide you, the student, with the tools necessary to succeed in the growing sectors of Information technology. To further provide resource services to our students in the form of outreach and advising. We look forward to assisting you with your future accomplishments.

Benefits
One-on-One Advising
You will be assigned an XCEL-IT program advisor who will assist you in developing a path for success.
Your advisor will be available to provide resources and assistance as you progress through the program.

Access to Additional Resources
XCEL-IT partners with Career Source to help place students who have completed one of our certificates in their field.
Career Source offers additional courses designed to get you working. Experienced career development professionals have access to industry statistics and current and projected areas of need.

Industry Involvement
We are proud to have partnerships with industries and associations throughout Florida who remain actively involved with the guidance and administration of XCEL-IT. 

[bookmark: _Toc388944860]Contact Information

XCEL-IT Ocala Office
College of Central Florida
Ewers Century Center, Building 40, Room 105
3001 SW College Road
Ocala, FL, 34474

352-873-5855
XCEL-IT@cf.edu

www.cf.edu/xcelit







Pathway to the Associate Degree
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