
Introduction

This guide is designed to assist you in teaching the material in the Student’s Guide for Deploying Student Technical Support Solutions. The book introduces students to the basics of supporting Windows XP Professional, which your school receives through the Partners in Learning program.
How to Use This Guide

This guide offers tips for teaching each subject heading within each chapter. The materials are meant to be used in order; start with Chapter 1 and progress sequentially to Chapter 9. The number of class meetings, length of each class, number of students, and other factors affect how you teach this course, and how fast you progress through the material. Because these variables are specific to each school, and affect the pace at which you progress, the course is organized by topic areas that are represented by a main heading. You can think of each of these topics as a “mini chapter.” Most include one or more exercises. 
As part of the Partners in Learning program, you will receive a database that enables students to track ticket requests, record their hours, and complete hardware and software inventories. Throughout this guide, you will see pointers to this database. Even if your school does not use this particular database, you can use the pointers to introduce students to similar functionality within other databases.
This guide provides you with the following for each of the chapters in the course:

· Description of the preparation necessary for each chapter.

· A guide to teaching each topic, including discussion topics.
· Answers to all exercises.

· Descriptions of how to complete group exercises.

· Suggestions for additional exercises.

· Suggestions for when to introduce students to various tasks performed within the database.
Planning Your School’s Help Desk
Overview

This chapter introduces students to the concept of a help desk. It gives you and your help desk team enough information to initially scope the services that you want to offer. Additionally, it encourages students to consider some of the business decisions that are involved in starting a help desk. For example, they will have to decide what the characteristics are for each position, who in the group might have those characteristics, what the help desk should do, and the schedule for doing it. The exercises are designed to make students feel that they are a part of the initial decision-making processes, and can buy in to the structure and scope of the help desk. Of course, you probably already have a good idea of the scope of the help desk, but it is important to encourage students to participate in the decision-making process. This is the only way they will learn how hard those decisions can be, and it is essential in helping them take ownership in your school help desk.
Preparing to Teach
To prepare for this chapter, complete the following tasks:

· Read the entire chapter and complete all the exercises.

· Find out how many computers and users your help desk is expected to support. If you have control of these numbers, you might want to start small and gradually add support until you reach your maximum efficiency.

· Find out what additional technology support is available for the computers that your help desk will support. Is there a school or district help desk to which you can route problems that fall outside of the scope of your student help desk? What sorts of tasks do they perform?

· Create a memo of understanding with the other support agencies that discusses the parameters within which your help desk will work, and what tasks or duties are clearly outside the scope of your help desk. 

· Find out the physical resources available to your help desk team. Are there computers that can be dedicated for help desk use only? Will you have phone lines? Can you create a Web page on your school’s site or another site? Will you have a dedicated meeting space, or will you have to schedule each meeting separately?
· Enter each student’s name as a technician in the database so that they will be able to practice entering hours.
Topic-by-Topic

What Is a Help Desk?
Discuss the concept of a help desk with your students. Ask them about their experiences with computer support, or other types of help desks (for example, the service desk in a store). Discuss what made good and bad experiences, and why.

How Does a Help Desk Work?

Discuss Level 1 support and its meaning. Tell students about the other support organizations that you will be working with, and how you will interact. Will that organization be “Level 2” support? What will Level 1 support mean to your school? (Be careful here not to make all the decisions, since that’s what the exercises in this chapter are for.)

Use the ticket flow diagram in Figure 1-1 to show students the flow of tickets, and then briefly demonstrate the ticket tracking database. Let students know that they will be working in this database. When you discuss maintenance and upgrades, let students know whether or not they will be responsible for installing Windows XP Professional and Office XP on the computers. Make sure they understand that they will be gaining the skills to do so as they progress through this course.

How Is the Success of a Help Desk Measured?

Talk about the ways to measure success, and if possible, present an example from another support organization. If you are working with a Level 2 support organization, you might solicit examples from them. Ask students to justify why they would suggest specific success criteria, and why that criteria is appropriate. Discuss the trade-offs inherent in success criteria. For example, if the help desk is judged primarily by how fast it can close tickets, how might that affect its communication strategies with end users?

Roles of Help Desk Team Members

This section is designed to get students to create a job description for each position on the help desk team. The description of the duties, together with the characteristics that students list for each position, will determine who qualifies for the positions. Emphasize that everyone is a technician, and that a few technicians will spend slightly less time doing actual support so that they can perform roles that will support the help desk itself. These roles are the team leader(s) and the data analyst. You might want to suggest that help desk team members rotate through these roles.

When you discuss the technician duties, demonstrate how to enter hours in the database. Have each student log on to the database and enter the hours for the first class meeting. Also, be sure students define as a group what “high-quality customer service” means to them.
Exercise 1-1 Characteristics of a Successful Technician

Discuss what characteristics are. Have students work in groups of three or four to come up with at least 10 characteristics of a successful technician. Record all of these on a board or other display component that the class can see. Identify which characteristics are mentioned more than once. Give each student three small pieces of paper (such as a sticky note, or a paper with tape on the back) with the numbers 1, 2, and 3 on them. Have each student place these on the three most important characteristics. Then, have the class come to consensus on a ranked order of characteristics. Following are sample characteristics:
Good listener

Speaks clearly
Friendly

Competent on Windows XP Professional
Helpful


Knows limitations

Asks for help

Organized

Open to feedback
Conscientious

Team Leader Duties
The team leader for your help desk should be a student who is focused on identifying issues and helping the team to resolve them. You should determine whether or not you want the team leader to perform all of the listed duties (such as creating the schedule), and you should let the students know up front what the role will be. 

Exercise 1-2: Characteristics of a Successful Team Leader

Conduct the first part of this exercise similarly to the one for technician characteristics, with the final result being a prioritized list of characteristics for the team leader. Following are sample characteristics:

Fair



Highly skilled

Good communicator 

Can see big picture

Highly organized

Detail-oriented

Trustworthy


Wants to help others

Students might be more honest in their recommendations for team leader if they are kept private. If you think this is the case, then you might want students to submit their recommendations to you only.

Data Analyst Duties

The data analyst will run predefined reports that are created in the database, and may do more in-depth research with the data in the database. This person should be very interested in statistics and in monitoring and improving the help desk performance. When you discuss the data analyst’s duties, demonstrate how to run reports in the database. If you had students log hours in the database earlier in the chapter, then you might want to run a report on the hours each student has worked. The data analyst will have access to database information, that might be considered sensitive (such as statistics that represent other technicians’ performance). Therefore, you might want to specify that an important characteristic for the person holding this position is the ability to keep information confidential. 
Exercise 1-3: Characteristics of a Successful Data Analyst

Run the first part of this exercise as you did the two previous ones, with the result being a prioritized list of characteristics. Following are sample characteristics

Trustworthy


Likes numbers and graphs
Likes statistics


Organized

Understands database

Responsive to requests

As with the team leader position, you might want students to submit their recommendations for data analysts to you only.

Determining Help Desk Goals

This is perhaps the most important section in this chapter, because this is where you and your students determine the purpose of your help desk. Is it primarily a learning opportunity for the team members? Is it to inventory and maintain school equipment? Is it to offer real-time support to students, and/or to faculty? Once you determine the overall goals, you might want to create a mission statement for your help desk. Keep it short, simple, and focused. Also, let students know that the goals and mission will have to be revisited regularly to determine whether or not they continue to be accurate.

Defining the Scope of Your Help Desk
Use this section and its subsections to help your students determine an appropriate scope for their help desk services. Let students know that you will be revisiting this definition often. Make sure they know that they will not begin to offer services until they gain some basic skills. Be sure students understand that the scope of the help desk will be determined by the user requirements, and then constrained by issues of resources and the skill sets available on the help desk.

Evaluating Your Resources
In this section, you should let students know what resources are available to them, or you can ask them to research this on their own. If you choose to have them do the research, you should already know the answers so that you can validate their findings.

Types of Support

Discuss with students the type of support their help desk will offer—real-time, asynchronous, or both. Make sure students understand that their evaluation of resources (in the preceding section) will help determine the type of support the help desk can offer. In this and the following sections, you should also discuss how to influence customer expectations so that they clearly understand the level and scope of the support available from the help desk.

Exercise 1-4: Evaluate Resources

In this exercise, students begin to determine availability of help desk team members and document the resources available to them. They will probably start to realize the limitations that resources can impose.

Availability 

1. For this question, you should create a large grid on a blackboard or whiteboard, a large piece of paper, or in a spreadsheet that you can display. The grid should represent all the possible days and times that students might work, and list the name of each student. Following is an example:
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You should tell each student the minimum number of hours they must work on the help desk. If the minimum hours will vary, then you should discuss why at this point. Have each student indicate all the hours they are available to work on the chart, and then designate (by using a different color or shade) the hours they would prefer to work. This exercise will expose students to the difficulty of scheduling, and help them understand why some members will not get their first choice of work hours. It will also help them realize how the availability of team members affects the scope of support offered. Have the students as a team use the information in the chart to answer question 2 in this exercise.

Physical Resources

In this section, the students will be documenting the information on resources that you presented earlier in the chapter. Some considerations regarding each question appear in italics below.

3. Where will the help desk team’s base of operations be located?

If you will not have a base of operations--that is, a room that you can designate for use only by the help desk team—then you will need to make your materials secure in some other fashion, perhaps by storing them in locked file cabinets.

4. Are there computers available for use exclusively by help desk team members? If so, how many and where are they located?

If computers are available for your exclusive use, you can install the database connections, configure the computers with settings that the help desk team will need (and other users should not have), and keep your data relatively safe. If not, you will have to figure out how to work “virtually” from any computer.

5. Are there computer labs where students take classes? If so, what type of help is the help desk team responsible for providing support during these classes? 

This question refers to scope--if you are required to support computer labs, then some of your help desk availability is spoken for.

6. Are there one or more phone lines available for use exclusively by help desk team members during the hours you want to provide support?

Phone lines are probably necessary for real-time support, although you might be able to provide this type of support by using Windows Messenger or another instant messaging program.

7. How many computers will the help desk team be responsible for? 

The answer to this question will determine how much of your time will be taken up by maintenance. It can help you define which maintenance duties your team should perform.

8. How many end-users will the help desk team support? 

The answer to this question can help determine how many tickets you can expect.

9. Does a hardware and/or software inventory for these computers exist? If so, how up-to-date is it?

The answer to this question will help you prioritize a hardware or software inventory within the scope of your work.

Support Areas

For each support area, you will need to determine the scope of your support based on the criticality of the tasks and the other support that is available to you. For example, if you have a district support group that maintains a hardware inventory, you might not want hardware inventory to be part of the scope of your hardware support. You will not actually be determining the scope of these support areas until you have more information about them. Use the cross references to other chapters in the book (see the “More Information” boxes) to preview for the students the types of things they will learn in the class. You can do this by mentioning the objectives for each cross-referenced chapter.
Exercise 1-5 Determine User Needs

This exercise is a multi-part exercise that will be completed over several days.
1. First, show students the sample survey in the appendix, and have a volunteer offer to modify it for your school. You might want to conduct a brainstorming session to find out the kinds of information you want to gather. 
2. After the volunteer modifies the survey, get the help desk team to approve it.
3. Next, copy and distribute the survey. It is best if help desk team members can distribute the survey at the beginning of a class, allow users to complete it, and then pick up the survey. This will ensure a higher return of completed surveys.
4. Finally, the results of the survey must be tabulated and analyzed. You might want your data analyst to do this under your supervision. 
Once the information is in a digestible form, have the help desk team agree on goal statements related to this information.
Remaining Open to Change
Hopefully, students have realized through their review of this chapter that the relationship among user needs, available resources, and other factors all affect the services they provide. Emphasize that the decisions they have made so far about their help desk are like a hypothesis that they will regularly need to test against reality, and revise as needed.
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