


	Instructor
	Sam Bowne
E-mail: sbowne@ccsf.edu


	Office Hours
	Science 214  3 pm – 3:30 pm Mon - Fri, or by appointment



	Web Site
	samsclass.info


	Meeting Times
	CNIT 235: Windows Desktop Support Technician: 9:00 am - 11:30 am
CNIT 105: Help Desk Operations: 12:30 pm - 3:00 pm
Both classes meet in Science 214, CCSF, 50 Phelan Ave, Mon through Friday 6-21 through 7-30, except Monday 7-5.


	Textbooks
	1.
Microsoft Windows XP Inside Out, by Ed Bott, Carl Siechert, Craig Stinson, ISBN: 0735613826
2.
A Guide to Computer User Support for Help Desk and Support Specialists, Third Edition, Fred Beisse, ISBN: 0-619-21510-0




	Descriptions
	CNIT 235: Windows Desktop Support Technician

Provides knowledge, skills, and practical methods to troubleshoot basic problems end users face running Windows XP Operating System and to configure and maintain common office applications in a network environment.

Upon successful completion of this course, the student will be able to:

A. Describe known problems associated with installations and upgrades of the Operating System

B. Apply service packs, patches, and application updates

C. Perform client configuration and customization

D. Troubleshoot system startup and user logon problems

E. Interpret various error messages and suggest appropriate solutions to the problems

F. Configure and troubleshoot hardware devices, such as displays, storage devices, and printers

G. Configure and troubleshoot security settings and security policies

H. Answer end-user questions related to application security

I. Demonstrate use of the Remote Desktop and Remote Assistance features

J. Set application compatibility settings

K. Analyze and resolve application installation problems

L. Manage email databases, including importing data, and fixing corrupted data




	Descriptions
	CNIT 105: Help Desk Operations

An overview of the concepts and procedures associated with operating a technical support center or help desk call center, with particular emphasis on technologies that can facilitate the work and generate statistics. Additionally, the course will include extensive simulated and hands-on experience, role-playing, and problem solving to practice good customer service and communications skills.

Upon successful completion of this course, the student will be able to:

A. Define and describe essential components of a successful help desk center

B. Describe, develop, and practice good customer service and presentation skills

C. Explain and establish priorities and procedures for help desk operations

D. Plan roles and schedules for support teams; develop a plan for customer training

E. Demonstrate ability to use and configure various technologies: fax, voice mail, email, database, web page

F. Demonstrate ability to locate information, resources, updates, and support from various sources

G. Troubleshoot customer problems, including analysis of root causes and description of common problems

H. Evaluate and demonstrate computer software for help desk management

I. Develop and document standards to compare, evaluate, and select appropriate software and hardware

J. Monitor and analyze network performance; track trends and identify bottlenecks

K. Monitor and analyze statistics; define trouble spots and areas for improvement

L. Make recommendations to modify current operations to improve customer service

This is a very condensed program.  You should plan to spend several hours each evening working on assignments outside of class.  The total amount of effort required by this class will probably be considerably more than that required by a normal full-time job.



	Grades
	The number of points you accumulate during the semester determines your final grade.  There will be approximately 4 quizzes in each course worth 20 points each, and approximately four homework assignments worth 20 points.  I may add or subtract assignments as required to properly cover the necessary material.



	Grades
	Your final letter grade in each course is determined from your total points as shown below:


Percentage
Grade


90% or more
A


80-89%
B


60-79%
C


50-59%
D


49% or less
F

Please keep all graded papers until you have received your official grade report. If there is any dispute over a recorded score, you must produce the graded paper.

This course does not allow "credit/no credit" grading.



	Copyright
Enforcement
	CCSF Guidelines for lab use:

Software in use in the lab and printed resource materials are copyrighted with all rights reserved except when explicitly described as public domain. Under copyright laws, these items may not be copied, photocopied, reproduced or reduced to any electronic medium, in whole or in part. Any violation or attempt to violate copyright laws may result in disciplinary action or lawsuit by the college. 

The ICL staff enforces the following rules:


No unauthorized copying of programs.


Don't copy programs from hard disks in the lab (except for shareware/freeware explicitly authorized on lab menus)


Don't make copies of programs that you cannot prove you own.


No use of unauthorized programs

Authorized programs are:


Programs set up for class use in the lab and legally owned by the college.


Programs that you legally own.

You will be asked to provide proof of ownership (registration card or sales slip) for any program not owned by the lab that you use or copy.

Violation of copyright will result in disciplinary action by the college.



	Cheating
	If a student is found to be cheating on any test or homework, he or she shall receive a score of –10 (negative ten points) for that work.  The evidence of cheating (diskettes, original quizzes or other papers) will not be returned to the student, but kept by the instructor. In addition a Notice of Instructor’s Discipline report may be filed, and the student may then be liable to further disciplinary action.

If a situation arises where you are uncertain about the ethics involved, please talk to me. The policy on cheating applies equally to students who give inappropriate assistance as well as to those who receive it.
Repeated or extreme cases of cheating may lead to a more severe penalty, such as a larger point deduction or being given an immediate final grade of F.

	Class
Attendance
	Class attendance is required.  I reserve the right to drop any student who has missed two quizzes.  However, under normal circumstances, I do NOT drop students from the class rolls.  It is the student’s responsibility to file the paperwork needed to drop or withdraw from this class.  If you simply stop attending class, you will probably receive a failing grade for the course.



	Student Agreement and Secret Code
	Each student must sign a Student Agreement form to enroll in the course, and provide a SECRET CODE, which will be used to identify that student on posted lists of scores during the semester.  Please write your SECRET CODE both below and on your Student Agreement.

Student’s SECRET CODE (Please Print):





	Accessibility
	If you need classroom or testing accommodations because of a disability, have emergency medical information to share with me, or need special arrangements in case the building needs to be evacuated, please make an appointment with me as soon as possible.  My office hours are at the top of the first page of this policy.



	Changes
	I reserve the right to change any of these policies as necessary during the semester and will inform you of any changes
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