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A) UTILIZE AND APPLY SERVICE/HELP DESK TERMINOLOGY AND CONCEPTS
B) APPLY THE PROCESSES, PROCEDURES, TOOLS, AND TECHNOLOGIES USED BY SERVICE DESK PERSONNEL
C) PROPERLY USE SERVICE DESK RESOURCES
D) DOCUMENT SERVICE DESK REQUESTS, CUSTOMER PROBLEMS, AND PROBLEM RESOLUTIONS
1. Explain help desk operational procedures
2. Explain the multilevel support model
3. Explain the incident management process
4. Apply best practices in help desk operation
5. Describe the physical layout of help desk work areas
6. Describe job stress in help desk work
7. Identify and define hardware and software tools used by support agents, managers, and end users
8. Identify help desk industry trends
E) EXPLAIN THE OPERATIONS OF THE SERVICE DESK, INCLUDING THE VARIOUS SERVICE DESK POSITIONS/ROLES AND RESPONSIBILITIES
F) DISCUSS SERVICE DESK PERFORMANCE MEASURES
1. Discuss the mission of a support group and the features of a mission statement
2. Identify items in a typical user support budget
3. Create support staff training programs
4. Identify criteria to be used in the evaluation of support staff performance
5. Identify industry certifications for support professionals
6. Identify professional help desk and user support associations
7. Describe the ethical principles that guide the professional behavior of support workers
G) EXPLAIN WHERE THE SERVICE DESK FITS INTO THE ORGANIZATION, WHO ARE THE CUSTOMERS OF THE SERVICE DESK, AND THE MEANING OF “CUSTOMER SUPPORT.”
1. Explain how changes in computer technology over time have affected computer use
2. Identify ways to classify end users
3. Identify resources computer users need and major categories of end-user software
4. Document common problems encountered by users
5. Research job market demand for user support workers
6. Identify common ways to organize and provide support services
7. Research typical position descriptions for user support staff
8. Identify the knowledge, skills, and abilities required for an entry-level support position
9. Research career paths for user support workers
H) ENUMERATE COMMON CAUSES OF CUSTOMER FRUSTRATION AND DISTINGUISH BETWEEN EFFECTIVE AND INEFFECTIVE RESPONSES
I) VALIDATE CLIENT CONCERNS AND INTERACT RESPECTFULLY WITH SERVICE DESK CUSTOMERS
J) EXHIBIT SKILLS NECESSARY TO DELIVER SERVICE ACROSS THE ENTERPRISE AND ACHIEVE A HIGH LEVEL OF CUSTOMER SATISFACTION
1. Describe the importance of communication and interpersonal skills for support agents
2. Document the reasons support agents must listen and read carefully
3. Describe how agents build and communicate understanding
4. Apply important aspects of effective speaking and nonverbal communication
5. Identify strategies support agents use for telephone communications
6. Describe the need to develop an incident management strategy
7. Describe different personality types and work styles 
8. Strategies support agents use to handle difficult clients
9. Develop guidelines for client-friendly communications on user support Web sites
K) DIAGNOSE, RESOLVE AND, WHEN POSSIBLE, PREVENT COMPUTER HARDWARE, SOFTWARE, AND CONNECTIVITIY PROBLEMS
L) OPERATE AS A TEAM MEMBER WITHIN A SERVICE DESK SETTING
1. Identify several categories of common end-user computer problems
2. Define problem-solving processes that can be applied to typical support problems
3. Install and manage end-user computers to organizational specifications
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