CIS 162 
PC Software Support
Spring Quarter 2012

	Instructor:
	Maryanna VanDhyke
	Course
	2380

	Email:
	Maryanna.vandhyke@edcc.edu
	Credits
	5

	Phone:
	425-640-1339 x7034
	
	



Class Meets: 
Tuesdays and Thursdays     SNH 104 3:00 - 5:40pm

2 TEXTS:		The Wisdom of Teams by Katzenbach & Smith  ISBN: 978-0-06-052-200-1
A Guide to Customer Service Skills for the Help Desk & Support Specialists, 4th Edition by Fred Beisse  ISBN-13: 978-0-495-80649-3

COURSE DESCRIPTION:  
Advanced topics in software and PC support.  Development of problem-solving skills used in supporting the desktop user.  Students work in teams to create and manage their own help desk.  Emphasis on trouble-shooting, problem solving, customer service and technical writing.

COURSE OBJECTIVES:  By the end of this course, students will:

· Setup and run an effective help desk.
· Be able to setup defaults and troubleshoot the installation of several Microsoft Operating Systems and MS Office.
· Install and configure software for peripherals such as CD-ROM, Scanner, Zip Drive, Printer, Sound Card, Digital Camera, etc.
· Effectively utilize a knowledge base.
· Create and implement maintenance and backup plans.
· Facilitate customer service and support.
· Ability to effectively communicate with customers and fellow team members.
· Manage projects and tasks
· Educate and train others
· Work in (and manage) teams.
· Solve a frustrated user's software problem.

COLLEGE WIDE ABILITIES:
While achieving the course objectives above, you will be applying and developing the following basic education requirements:

· Written and oral communications (through written assignments).
· Critical thinking and problem solving (through methods used to diagnose and solve user’s problems).
· Group interaction (through team assignments and readings in the Wisdom of Teams and other Team handouts).

	Assignments
	Description
	Points Each
	Total

	14
	Sets of Review Questions
	30
	420

	9
	Modules
	25-75
	450

	1
	Participation
	100
	100

	
	Total Points
	
	850




Evaluation:  

Grading will be on a strict percentage basis given the total number of points available for the class.  See the grade table for the grade point equivalents

SCHOLASTIC INTEGRITY:
Cheating will not be tolerated.  If you are caught cheating on homework, you will receive an automatic "0" for that homework assignment.  If you copy and turn in someone else's homework assignment, you and the student with the identical paper will have to split the total points possible or earned (whichever is less) for that assignment.  Note:  Be sure to cite your sources, and use your own words.
GRADING TABLE:
	Grade Points								Letter Grades
           4.0        95	 	2.9	84		1.8	73		A	4.0 - 3.9
	3.9	94		2.8	83		1.7	72		A-	3.8 - 3.5
	3.8	93		2.7	82		1.6	71		B+	3.4 - 3.2
	3.7	92		2.6	81		1.5	70		B	3.1 - 2.9
	3.6	91		2.5	80		1.4	69		B-	2.8 - 2.5
	3.5	90		2.4	79		1.4	68		C+	2.4 - 2.2
	3.4	89		2.3	78		1.4	67		C	2.1 - 1.9
	3.3	88		2.2	77		1.3	66		C-	1.8 - 1.5
	3.2	87		2.1	76		1.2	65		D+	1.4 - 1.2
	3.1	86		2.0	75		1.1	64		D	1.1 - 0.9
	3.0	85		1.9	74		1.0	63		D-	0.8 - 0.7

LATE ASSIGNMENTS:
Review questions, end-of chapter hands-on activities and projects, and modules are due as indicated on the Course Schedule.  Review questions and modules received late will be penalized up to 50% after the assignment due date.  Module 9 Training Plan will not be accepted late.

REVIEW QUESTION SETS:

There are 14 assigned review question sets from your readings in Wisdom of Teams and A Guide to Computer User support for Help Desk & Support Specialists.  These questions are designed to verify that you are participating in the assigned readings and are in lieu of quizzes and exams.  The questions are due as outlined on the Course Schedule. The questions are due at the end of class, on the last class meeting of the week they are due. When answering the questions, please include the question. This is an individual assignment, though you may work in groups to discuss (but not just copy) the answers.








MODULE ASSIGNMENTS:

The majority of work in this class will be achieved by completing a set of 9 modular assignments.  These assignments are designed to assist the student in achieving the Information Technology Skill Standards as detailed in the Technical Support Representative Career Cluster. These Skill Standards were developed by over 200 individuals from the technology industry and reflect current skills required in the workplace for jobs such as PC Support Specialist and/or Help Desk Representative.

Some of these assignments are individual assignments, while others are team based.  We will be dividing up into "Help Desk Teams" to accomplish the team portions.  Please review the modules prior to next class to get a sense of the assignments.  Start times and due dates for the modules are on the Course Schedule.  The table below lists the modules and their point values.


	


Module Point Value

	Module
	Description
	Pts.

	Module 1:  Team
	Teambuilding Skills
	25

	Module 2: Team
	Knowledge Base
	25

	Module 3  Team
	Project  Management
	50

	Module 4:  Individual
	Resource Guide
	25

	Module 5:  Team
	Using the Help Desk System
	50

	Module 6:  Team
	Research and Action Plan 
	50

	Module 7:  Team
	Installation of Operating Systems
	50

	Module 8:  Team
	Peripheral Installation
	50

	Module 9: Individual
	Training Presentation 
	100




This course is designed around your personal and group involvement.  The text reading, chapter questions, end of chapter hands-on exercises and projects, modules, team work, class participation, written assignments and reading supplemental materials are designed to provide you with PC Support Specialist and/or Help Desk Representative skills.

KEEP YOUR ASSIGNMENTS REMINDER:
If you are in any CIS 2 year degree program, you should keep your work from your classes so you can easily organize it and submit it for your portfolio during your last quarter.










Course Schedule 

	Week
	Topics for the Week
	Weekly Assignment Schedule and due dates

	1

April
3 - 5

	Syllabus
Review assignments
Schedule
Introductions
Team Questionnaire
Team Brainstorm activities:  Mission Statement
	Start: Module 1 Team Skills 

Start: Module 2 Knowledge Base 



	2

April 
10 - 12


	Communication
Team building
Discuss common end user problems
Chapter 1 Introduction to Computer User Supp
Chapter 2 Customer Service Skills

	Due: Wisdom of Teams Review Set 1 

Due: Module 1 

Start: Module 3 Project Management  
(use chapter 8 of the user support book)
Work on: Module 2 

	3

April 
17 -19
	Chapter 3 Skills for Troubleshooting Computer
Problems
Chapter 4 Common Support Problems


	
Due: Computer User Support Chapter 1
Due: Module 2 
Start Module 5 Help Desk
Start: Module 4 Resources  
Work on: Module 3



	4

April 24-26
	Chapter 5 Help Desk Operation

Chapter 6 User Support Management


	
Due:  Computer User support chapter 2
Due: Wisdom of Teams Review Set 2  
Due: Module 4 Resources

Start: Module 6 - Research and Action Plan -Team


	5

May
1 - 3


	Chapter 7 Product Evaluation Strategies &
Support Standards

Chapter 8 End User Needs Assessment

	Due: Computer User Support:  Chapter 3 & 4 
Due: Module 3 Project Management  
Work on: Module 5   Help Desk- Team



	6

May
8 - 10


	Chapter 9 Installing and Managing End User
Computers

Chapter 10 Training Computer Users

	Due: Computer User Support:  Chapter 5 & 6 

Start: Module 7 – OS Installation – Team
Work on: Modules 5 and 6








	
Week
	Topics for the Week
	Weekly Assignment Schedule and due dates

	7

May
15 - 17


	Chapter 11 Writing for End Users

Chapter 12 User Support Tool Kit

Installing Peripheral Devices and Software Applications

	
Due: Computer User Support Chapter 7 & 8
Due: Module 5 Help Desk – Team
Due: Module 7 OS Installation – Team

Start: Peripheral Installation - Team 


	8

May
22 - 24
	
Training Presentations

	
Due: Computer User Support Chapters 9 & 10
Due: Module 6 Research and Action Plan

Start: Module 9 Training Presentations
Work on: Module 8

	9

May 
29 – 31

	
Training Presentations
	
Due: Computer User Support Chapters 11 & 12
Due: Module 8  Peripheral Installation

Work on: Module 9

	10

June
5 - 7
	
Training Presentations
Last day of class is June 7
	
Due: Module 9  Training Presentations

	
	
Final Exams – Date and Time TBD
	



Review Questions CIS 162        The Wisdom of Teams by Katzenbach & Smith

SET ONE  
All of the following

1. Pages 1-26
1.1 List 5 attributes of teams and team members that result in high performance.
1.2 List 3 key lessons the authors have learned about teams and team performance.
1.3 List 3 primary sources for people's reluctance towards teams.
2. Appendix A
2.1 How can you establish trust within teams?
2.2 Do teams require a lot of formal training?  Explain your answer.
2.3 What do you think you can do about team members who are not committed to the team?
2.4 What is meant by mutual accountability?  How does it differ from individual accountability?
SET TWO  
All of the following
3. Pages 43-64
3.1 Give your definition of a team.
3.2 List 3 complementary skill requirements teams need to have.
3.3 List and describe the 6 basic elements of teams - pg. 62
3.4 What sets high performance teams apart?

4. Pages 86-108
4.1 List and describe the 5 stages of the team performance curve as discussed on pg. 91 - 92.

5. Pages 108-148
5.1 What do potential teams need to do to move up the team performance curve?
5.2 List 8 common approaches that can help teams take the risks necessary to move up the performance curve.
5.3 What does the team leader do?
5.4 What is your definition of a leader?
5.5 What are 2 critical things that team leaders do not do?
(this set continued on next page)
6. Pages 149-169
6.1 What are some signs associated with stuck teams?
6.2 What is the key to getting a team unstuck?
6.3 What are the five approaches to getting unstuck as outlined in the book?

A Guide to Computer User Support for Help Desk & Support Specialists 3nd edition by Fred Beisse

Chapter 1  
	Check your understanding Questions on pages 45-48
	1-21
Chapter 2  
[bookmark: _GoBack]	Check your understanding Questions on pages 91-92
	1-10
	
Chapter 3  
	Check your understanding Questions on pages 140-141
	1-10
	
Chapter 4  
	Check your understanding Questions on pages 187-188
	1-10

Chapter 5  
	Check your understanding Questions on pages 240-241
	1-10

Chapter 6  
	Check your understanding Questions on pages 279-280
	1-9


Chapter 7  
	Check your understanding Questions on page 321
	1-8

Chapter 8  
	Check your understanding Questions on pages 372-373
	1-12

Chapter 9 
	Check your understanding questions on page 434-435
	1-12

Chapter 10
	Check your understanding questions on page 481-482
	1-10

Chapter 11
	Check your understanding questions on page 525-526
	1-10

Chapter 12
	Check your understanding questions on page 592-593	
               1-8


If you require an accommodation for a disability, please contact Services for Students with Disabilities, WDY 114,  (425) 640-1320.
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