ITSC 2439 Term Project Description

After years of study you have completed the necessary training to feel competitive enough to apply for a “Help Desk Team Leader” position advertised in your local paper.  After careful review of the job description (see Job description on back page) and after meticulous attention to detail to your resume and KSA’s, you feel confident the Help Desk Manager has no alternative but to hire you.

Your term project will consist of completing a minimum of 5 topic areas of those listed below.  Each selected item must be complete, well thought out and in line with the concepts and theories of the textbooks.  Your term paper will be:

· Between 6 to 8 typed pages (double-spaced)

· Include a cover page & the descriptive names of each topic area.

· Include footnotes for all references to outside resources used.

Term Project Topic Areas

1. Using the “Help Desk Team Leader” job description on back, create a response to the KSA.

2. Based on the discussion in the text and on your personal experiences, list and describe at least 10 call management do’s and don’ts that could be covered in a training session for inexperienced help desk staff members.

3. Evaluate a help desk phone call by reading a report of an actual help desk phone call at www.bizjournals.com/sacramento/stories/2000/01/24/smallb4.html.  From this report, (1) list the three worst mistakes that were made in the incident described in the report (2) For each mistake you listed, describe the customer service principles and guidelines in the text that were violated, and (3) Write a recommendation from you to the help desk manager that summarizes how her or she should deal with future incidents like the one described in the report.

4. To be more competitive, your help desk manager wants you to evaluate the competition.  To do this, experience one of the troubleshooting wizards on Microsoft’s web site at www.support.Microsoft.com/support/tshoot/default.asp.  Make a list of the questions the troubleshooter asks when you request help with the installation of Internet Explorer 4.0

5. Using any resource available, describe the corrective action and thought process needed to help solve the following end user problem.  A new modem who is attempting to load the driver software off the Windows 98 operating system distribution CD.  He gets the following error message: “Could not decode this setup (.cab) file.  

6. List and describe the common support problems and outline proactive guidelines you will submit to the Help Desk Manager to best reduce the impact of these problems.

7. Using your existing database creating knowledge, design an input form using Microsoft Access that could be used to record information about a computer system problem in an instruction lab or a training facility.  Include spaces on the form to record information such as: System Identification, Data and time problem was reported, Who reported the problem, Description of the problem, Who was assigned to work on the problem, Problem resolution (how it was fixed), Date and time problem was fixed.  Input at least 7 sets of data and create a report titled “Term Project Problem Report” and include this as an attachment to your project.

8. Develop a project charter that describes the process used to purchase your help desk departments computer assets.  You can use the form in chapter 9 as an example.

9. Develop an I-P-O chart and a flowchart.  Select a common sales transaction such as purchasing items from a fast food restaurant.  Analyze the transaction and make a list of the items of information that are input, the processing that takes place as part of the transaction, and the resulting output.  Record your analysis in the form of an I-P-O chart then develop a flowchart of the transaction.

10. Perform a complete ergonomic analysis on your work place, home or school from the perspective of an end user.  List any problems with the site a user would identify based on the ergonomic issues described in the text.  As a End User Support Specialist, what recommendations would you make to address the ergonomic problems you identified?  Write a summary of your recommendations.  

Digitronics User Support Center Job Description.

POSITION: Help Desk Team Leader

SUPERVISOR: Help Desk Manager

POSITION CONCEPT: Oversees the day-to-day operation of the help desk.  Works closely with front line service providers to ensure they have the resources needed to efficiently perform their duties.  Ensure that all problems and requests reported by both IT customers and staff are recorded and monitored./  Ensures the help desk is meeting its Service level Agreement (SLA) commitments.

DUTIES AND RESPONSIBILITIES:

1. Ensure all problems are logged

2. Ensure prompt accurate status and feedback of all problems to customers and management

3. Monitor service level compliance

4. Perform trend analysis to alleviate incidental interruptions experienced by customers

5. Ensure front line service providers have the resources needed to resolve as many problems as possible

6. Develop and maintain help desk procedures and ensure procedures are followed.

7. Work with the help Desk manager to monitor and evaluate their performance of help desk staff.

8. Develop training plans and ensure that help desk staff are properly trained.

9. Perform other duties when required.

REQUIRED SKILLS AND ABILITIES


Strong supervisory, communication, and teamwork skills are essential as well as a demonstrated ability to provide excellent customer service.

EDUCATION:  Bachelors Degree or equivalent work experience.

EXPERIENCE:
Five years of customer service and support experience.

