[image: image7.png]Aousyaduios au 10§ Yo-UBIS JueLIEM
0} MUY, PUE ,0C, U} BlA ADUSIINS sses0id
umous sey sonuiddy Ji suuLed
BUddEm maines Ayenty
" 0} 4209 aU) Aq pasn aq o
pue jusdoersg o honi. ory 2 pue Buiddew

uopeNn[eAT 99UBWIONS d TETIRIND IIXT pute ewidojeAsp

pegpueiuOD
seping pepueiuOD
seping

Aousjedwod Fouspeduiog

oL 03jueAs|ey eBpajaou & 10j ASUBIDOIH PUE (IS JO 35US)
1933N 193[ANS JOJPUE YSEL JO S0UIPIAT MOUS 03 UoEe oL AQ PESSOUIM

MOUS 0} Y20 8L} 0} 8djueiddy sonusiddy sUy Aq pejesuOwWs:
oup A oS 20 5 semeUIeha oo 3 92nusiddy oy 4q peensucuiag

E]

Aousyedwiod Aousjedwod
yoes o) yoes 1o}
(AMOU, PAED [ENE - .00, PIeD B8 (1r0) suoissnosi

8400 001

il [equoA pue
suopessuowaq
sopuaiddy
209 $19BBUL

gz
sajousjeduion

€71 suopouny
JIOM [BIRD 2400 DL

z dajs —|9AST pue UoIRIIUSOUOD Y 104 Bleq JoIseN Ay Bupjonisuod




National IT Apprenticeship System (NITAS)

Help Desk Concentration
Program Guide

Introduction to the NITAS Help Desk Concentration

By

Alice Rowland

Executive Summary

The National Information Technology Apprenticeship System (NITAS) is a 21st Century apprenticeship system that reflects the state of the art in apprenticeship. The system was created jointly by the U.S. Department of Labor (DOL) and the Computing Technology Industry Association (CompTIA) to provide American corporations and American workers with the benefits of high productivity and economic value through voluntary participation in a nationally recognized and industry-validated system of apprenticeship. A major objective of the NITAS program is to ensure that the U.S. IT workforce possesses the required skills and offers the necessary value to be competitive in a global economy. 

NITAS contains seven apprenticeship programs. These programs are designed to ensure that the United States (U.S.) IT workforce maintains global competitive advantage across the full range of wage-proficiency price points in the labor market.  

Help Desk is a vital work area for many IT workers.  This program guide describes the content, operational principles and benefits of the NITAS Help Desk (HD) Concentration.  The guide also provides an overview of the National Information Technology Apprenticeship System (NITAS). 

IT workers and employer organizations can participate in NITAS by registering at the NITAS website – http://nitas.us. The website provides the complete registration process and a comprehensive on-line tutorial on using the powerful tracking and reporting tools contained within NITAS.

Apprenticeship as a Training MethoDOLogy and a Business Performance Improvement Driver

Apprenticeship is a proven training strategy that involves both On-the-Job Learning (OJL) and Instructor Led Training (ILT) provided by classroom instruction or Computer Based Training (CBT). The uniqueness of apprenticeship as a training methodology lies in the coordinated and combined use of structured OJL and related ILT.  Individuals master the practical aspects of work by performing work tasks under the guidance of a more experienced or journeyworker coach.  Theoretical aspects of work are mastered during the related ILT. This arrangement ensures the individual's employability and guarantees competent workers for an employer by providing for the learning of a complete range of relevant skills and knowledge during training.

The synergy resulting from the combination of ILT and highly contextualized OJL delivered through the apprentice-coach interactions and other methods shorten the time required to bring a worker up to predictable productivity.  In the traditional model of IT training, classroom education is followed by on-the-job experience whereby an individual first spends a substantial amount of time in general schooling with little or no hands-on experience prior to employment.  Under the traditional model, the worker’s credentials are based solely upon the fulfillment of the classroom training, which can be very general and non-specific to the work at hand, requiring workers to extrapolate general principles to specific work activities.  Quite often workers find these kinds of extrapolations difficult, which reduce the value and relevancy of their training and make the credential an incomplete indicator of competency. 

The apprenticeship approach overcomes such training deficiencies. Under apprenticeship ILT, highly contextualized OJL, competency validation, certification and performance measurement are combined elements in a worker’s credentialing process. The result is a better-trained worker who becomes fully productive in a shorter time.  This concept is illustrated graphically in Figure 1.
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Figure 1
Apprenticeship is changing the workforce educational paradigm in America. To be competitive in a 21st century global economy, workers’ credentialing must include demonstrated competency on the job.  Classroom instruction remains an important part of a worker’s training, but performance on the job remains the target measure of competency.

Apprenticeship in IT

Apprenticeship has long been established as an effective methodology for training and developing employees in the construction trades such as plumbing, electrical, sheet metal, etc.  Recently the apprenticeship concept has been introduced to the IT industry.  Through two consecutive grants from the DOL, CompTIA performed the research and development necessary to create a 21st century apprenticeship system that ultimately became NITAS.

According to the June 2003 Report to Congress titled “Education and Training for the Information Workforce” employers seek workers who possess a specific combination of technical skills and experience, often coupled with a college degree, personal skills, and business or industry knowledge.  Therefore, the IT professional needs to be a well-rounded employee with technical knowledge and skills along with business and communication skills.  The National IT Apprenticeship System (NITAS) is a ready-made apprenticeship system to help produce well-rounded, highly productive workers in the shortest possible period of time.

In addition to being a training strategy, apprenticeship is a value creation strategy for employers.  Apprenticeship operates on a pay for performance basis. Employers can hire workers that are partially trained and pay those workers commensurately.  Then, using the apprenticeship principles and the NITAS tools, the workers become productive quickly allowing the employer to secure high value throughout the apprenticeship period.

National Information Technology Apprenticeship System (NITAS):

The NITAS System is a nationwide IT workforce development program for the   U. S. Information Technology Industry.  The NITAS program provides U.S. IT employers with the ability to secure competitive advantage through increasing the productivity of its IT workforce in the shortest possible period of time. The program provides employers with the tools and infrastructure to ensure that: 

· New workers entering the organization become productive quickly with minimal start-up time and with minimal rework during the training period

· Existing workers learn new jobs, roles and skills as quickly as possible

· Existing workers adapt to new roles more quickly and leverage those opportunities to secure competitive advantage for the organization 

· IT workers understand and appreciate the business dimension of their work and are able to effectively integrate IT as a strategic business driver

· U.S. IT employers control their IT costs by operating under a “pay for performance” wage structure which is a signature component of apprenticeship

· U.S. IT workers are competitive at all wage-proficiency points in the IT labor market
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Figure 2A

Figure 2A shows the key roles under NITAS and Figure 2B illustrates the NITAS infrastructure.

Under NITAS, IT employers register their organizations (http://nitas.us) and conduct their programs by following the NITAS/DOL practices and disciplines that are built into the system.  The employers register using CompTIA’s web-enabled, on-line infrastructure.  The employers then use the infrastructure to ensure that the training delivered to employees contains the ILT, OJL, skill validation and performance measurement components required by the system.  During the training period employers use the NITAS reporting capability to review the progress made by their workers in achieving the targeted competencies and worker productivity as well as achievements in improving business performance. NITAS provides the standards, the tracking tools and the infrastructure to facilitate and monitor this process for employers.
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Figure 2B

An IT worker can directly participate in NITAS by registering in the program (http://.nitas.us) as an IT apprentice once his/her employer becomes a registered NITAS sponsor.  Once the worker becomes registered, NITAS enables the worker to compile and maintain a formal record of the worker’s learning and competency attainment including ILT and OJL completed, skills validated, IT certifications achieved and apprenticeship concentrations completed. This record or transcript will follow the worker throughout his/her career and can be made available to employers to demonstrate skill and competency attainment.  NITAS also provides OJL and ILT information and competency tracking resources to assist them in developing their IT careers.

The NITAS Framework

IT employers and workers can participate in two distinct but connected NITAS programs.  These programs are illustrated graphically in Figure 3.  IT Generalist is targeted for new workers entering the industry who need to develop a breadth of knowledge across a wide range of IT functions.  Workers can participate in the IT Generalist Concentration which includes the entire breadth of subject matter.  Workers may alternatively select a track within IT Generalist to focus on a narrower span of functional topics. IT Specializations are apprenticeships targeted for existing workers who need to become skilled in new areas of IT.

The IT Generalist Concentration and Tracks are suited for entry-level IT workers who require competency across a breadth of IT concentrations.  The IT Specializations apprenticeship is suited for either entry level or incumbent workers requiring depth in specific IT concentrations. The specializations concentration is very well suited to existing workers who need to become competent in new areas of IT.  Help Desk is one such concentration within the Specialist apprenticeship program. Generally, we assume that a worker entering the HD concentration has previous experience and technical training in IT or has previously completed IT Generalist.
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The IT Specializations apprenticeship contains a “lattice” of IT occupational categories and specializations that enable the IT worker to take on progressively advanced knowledge and skills and to become credentialed in a variety of IT skill areas (i.e. concentrations) depending upon the needs of the worker’s employer as well the worker’s own career aspirations.  The criteria required for the worker to receive a NITAS credential at each level include:

· Completion of a specified amount of ILT or CBT

· Completion of a specified amount of experience and participation in OJL activities which includes a coaching component from an experienced journeyworker

· Demonstration of a specific number of skills/competencies relevant to the IT concentration

· Attainment of relevant industry certifications

A unique aspect of NITAS is the linkage to national skill standards and job qualifications that are benchmarked across the IT industry and with the DOL.  As the primary IT certification provider organization in the industry, CompTIA (the association that administers NITAS) uses its industry-wide committee structure to obtain input from industry, the government and other associations to create, maintain and update these skill standards.

The NITAS apprenticeships distill the essential core skills required for workers to be successful on their jobs. Workers who participate in the NITAS program receive training in and demonstrate mastery of the core skills in the IT Generalist apprenticeship or in any specialized skills concentrations that are required by their employers.  This approach provides standardization across the IT labor market while at the same time allowing companies the flexibility to tailor their training to meet their own special requirements.

NITAS has created the skill standards, training standards and job qualifications for key IT specializations.  These technical and managerial concentrations include: Help Desk, Network Infrastructure and Devices, Database Services, Application Development, Information Assurance and Security.  The reader can remain aware of new NITAS offerings by visiting the NITAS website (www.nitas.us).

As the participating worker obtains experience, skills, knowledge and credentials in one or more of these specialized concentration areas, the worker’s achievements are recorded in a career transcript, which is accessible through the NITAS web-enabled database.
The CompTIA NITAS Program Requirements for Help Desk

To participate in the NITAS apprenticeship concentration for Help Desk, a U.S. IT worker must: 1) be employed by a participating NITAS apprenticeship sponsor organization and 2) register in NITAS and declare Help Desk as a concentration. Note: multiple concentrations are allowed.

The NITAS HD apprenticeship concentration contains three levels of proficiency ---Level 1 through 3. Successful completion of level 1 indicates that a worker is competent at an entry level and has knowledge of basic help desk and technical support concepts, and has proven ability to perform related tasks. 

Completion of level 2 signifies that the IT worker is at a full working level and is competent to perform tasks of greater complexity and with slightly reduced levels of direct supervision.  Completion of level 2 also indicates that the worker has mastery of basic communications and other soft skills required in an IT environment.

Completion of level 3 signifies that the worker is a journeyworker and is competent to handle complex senior technician tasks.  The proficiency levels 1-3 reflect cumulative learning and experience with increasing degrees of demonstrated knowledge, skill and overall competency based upon Bloom’s taxonomy of learning.  The levels reflect increasing degrees of proficiency in a specialization.  The levels might be considered similar to military grades for example the Navy’s petty office skill rating system (3rd class through 1st class) in a particular specialization. The Navy uses a descending numbering scheme; NITAS uses an ascending numbering scheme.

As with any NITAS apprenticeship concentration, the NITAS HD apprenticeship concentration requires the worker to receive classroom instruction (or equivalent e-learning) and structured on-the-job-learning (OJL). Classroom instruction can be delivered either inside or outside of work and may be funded by either the employer or the employee.

As the primary IT certification provider in the industry, CompTIA uses its industry-wide committee structure as well as other known industry standards to develop and validate competencies in the NITAS program.  A unique aspect of the NITAS HD apprenticeship is its link to the industry skill standards and job qualifications that are benchmarked across the IT industry and with the U.S. Department of Labor.  The NITAS team used industry developed and validated skills standards as well as CompTIA’s Tech Career Compass™ skill standards as key sources of input for developing target competencies for this specialization.  The required hours of classroom instruction are based upon DOL’s recommendations for a minimum of 144 contact hours of classroom instruction for an occupation. 

By following this development approach NITAS created the skill standards, training standards and job qualifications (Qual Cards) for Help Desk professionals, Levels 1-3.  These levels are summarized in Table 1 below.

Table 1

	Level
	Required Hrs of Classroom Instruction
	Required Hrs of Experience with OJL
	Required Exams
	Required Qualification and Skill Validations
	Required Certifications

	Level 1-Entry
	 242 hrs
	1400
	All required course

exams
	28 items
	CompTIA  A+ Customer Support Specialist 



	Level 2-Full Working
	248 hrs
	1400 hrs in Help Desk
	All required course exams
	35 items
	Help Desk Analyst Network +

	Level 3-Journeyworker
	216 hrs
	1200 hrs in Help Desk
	All required course exams
	22 items
	Helpdesk Manager Windows XP (server) MCP 


All classroom hours in Table 1 above refer to total contact hours in a classroom or        e-learning environment. Credit for previous experience and training can be awarded by the sponsor organization.
In order to complete any level the worker must receive work experience (2,000 hours) in related functions of help desk.  The worker’s experience on the job must include some level of sponsor provided structured on-the-job learning (OJL) administered through an experienced worker coach. In addition, the worker must demonstrate competency and validation for the associated skills.  Also, as a minimum, the worker must receive (or show proof of receiving) related classroom instruction or CBT.  Industry certifications are also required for completion credit.

It is recommended that the total hours of required classroom instruction include a mix of technical topics as well as general personal effectiveness.

Recommended Instructor Led Training - Level 1 

Optional Instructor Led Training - Level 1

Recommended Instructor Led Training - Level 2 

Optional Instructor Led Training - Level 2 

Recommended Instructor Led Training - Level 3 

Optional Instructor Led Training – Level 3
For assistance with networking curriculum development it is suggested that the reader visit CompTIA’s Tech Career Compass™ at http\\tcc.comptia.org on the Internet.

The contact hours earned in any of the above courses or workshops can be applied toward meeting the classroom requirements identified in Table 1 above given the approval of the NITAS sponsor organization.    

Contact hours received in personal effectiveness and networking topics taken in the IT Generalist Concentration (or similar training) can be applied to the criteria for the HD concentration.  

Hours of previous networking work experience can be applied toward the NITAS Help Desk Concentration OJL requirement.  This experience must be documented and submitted to, reviewed and approved by the NITAS Sponsor. In addition, the NITAS Sponsor can award credit for contact hours of classroom instruction received by the worker prior to admission into the NITAS program. The worker must provide documented evidence of receipt of this instruction to the sponsor. 

Apprenticeship Credentials and Performance Expectations On-The-Job

Upon completion of the criteria for completion of any of the levels in NITAS Help Desk concentration, the participant (apprentice) will be awarded a “NITAS Certification titled – Help Desk Level 1, Level 2, or Level 3” as appropriate.  These credential levels are designed to correlate with performance capabilities on the job. The expected capabilities are described in the table below.

Proficiency in the NITAS Help Desk Concentration tends to correspond with the worker’s ability to perform tasks increasing in complexity. It should be noted that performance requirements and expectations might vary greatly from company to company. 

Required Roles in NITAS

Under NITAS, IT employers (sponsors) register their organizations and their IT workers on line (http://nitas.us). Workers can be either entry-level employees or seasoned individuals who are seeking to learn a new IT skill. Following registration, the employees (apprentices) begin the apprenticeship period. During the apprenticeship period workers receive classroom instruction and structured on-the-job learning while they continue executing their normal work responsibilities. The workers rapidly raise their productivity by demonstrating and practicing their learning under the guidance of a coach and in collaboration with their peers.  The NITAS tracking and reporting database enables the workers to record and measure their achievement and the employer to drive workforce productivity gains and to meet cost targets.     

The NITAS web enabled database also contains a career transcript for each worker, a checklist of industry benchmarked competencies called (Qual Cards) for each chosen concentration and the training criteria required for becoming credentialed.  The reader should review the appendix for a description of the NITAS competency hierarchy that shows the relationship between competencies and qual cards.

In addition to qual card sign-offs, criteria includes hours of experience, hours of on-the-job learning, hours of classroom instruction (ILT or CBT), certifications and degrees---all of which are tracked in the web-enabled system.  The NITAS report writer provides metrics on key performance indicators that enable the employer to track the worker’s progress and to drive value from the apprenticeship system.

To ensure a level of quality control and compliance to nationally recognized training standards provided by the U.S. Department of Labor, NITAS requires that each sponsor work with a registered NITAS consultant to implement the apprenticeship.  The consultant is a process expert and can be either a trained person internal to the sponsor company or an external provider.  The consultant may or may not also provide training and/or coaching services to the sponsor company.  To become qualified each consultant must go through two days of training available through CompTIA and demonstrate competency in the field. 

The NITAS web-enabled system also facilitates the selection, scheduling and tracking of delivered classroom instruction or (CBT) that supports the apprenticeship process. Content provider organizations can map their course content to competencies within NITAS concentrations and pre-load this mapping into the system allowing easier course selection and administration of the apprenticeship within a sponsor organization.

Summary of Roles in the NITAS System

NITAS Apprentice--An individual employed by a NITAS sponsor organization and who is registered with NITAS for a specific apprenticeship track.

A NITAS Apprentice will receive:

· On-the-job learning under the guidance of experienced and qualified personnel 

· Occupation-specific education/technical instruction 

· Training and Certifications that meet industry-endorsed IT Skill Standards 

· A web-based system that will record and track your experience, knowledge and skill sets in IT career concentrations 

NITAS Sponsor - An employer organization that has registered with NITAS for implementation of apprenticeship within the organization.  An organization registers by completing an online registration form and paying an annual fee based upon size of the organization and number of apprentices in the system.  By registering with NITAS, the organization may also simultaneously register with the DOL, which is the official Apprenticeship Quality Compliance body for apprenticeship programs in the United States.  

NITAS and DOL will jointly recognize the apprentices who complete apprenticeship by issuing a certificate upon completion.  

When an employer becomes a NITAS sponsor, an iteration of the system will be made available to the employer as “sponsor.nitastest.us”.  This iteration is where all apprentice records, tracking of apprentices, and reporting of apprentices occurs.  

Coach-- An experienced individual employed or contracted by a NITAS Sponsor organization who is responsible for mentoring one or more apprentices on-the-job.  Either a Sponsor or a Sponsor designated Consultant can assign a Coach to an Apprentice.  A Coach’s role includes monitoring an apprentice’s progress, recording discussions, and conducting regular meetings with Apprentices to impart on-the-job learning (OJL).

NITAS Consultant-- A “process expert” who works within a NITAS partner organization to mentor and administrate apprentices in a sponsor organization.  NITAS consultants may be internal or external to the sponsor organization.  A NITAS consultant must receive authorized NITAS training on apprenticeship principles and the use of NITAS infrastructure.  Upon completion of training, a NITAS consultant is capable of working with an employer to customize what additional training is necessary for the employer’s apprentices, can create custom qual cards for the employer, can act as a mentor to assure that qual cards are completed by the apprentice, and will assist the organization in managing and reporting progress of the apprentices.  Any fees associated with these services are negotiable between the employer and the consultant.

A NITAS consultant becomes fully qualified upon completion of the training and sign-offs on all consultant qual card items.

NITAS Content Provider -- An organization that offers training classes, material and resources that relate to one of the NITAS IT Concentrations.

A Content Provider could be an IT vendor who has certifications required for concentrations, who wishes to include their content to be offered to Employers and Apprentices, or publishers of content who whish their courseware to be included in the NITAS programs.

All content descriptions must follow the submission guidelines of NITAS to be made available to NITAS Sponsors, Consultants and Apprentices 

Appendix A
Help Desk Technician

1. Qual Cards – HD Level 1- 3 with suggested Exit Criteria

Note: company-specific competencies may be added by the sponsor organization

2. Optional Qual Card Items Level 1- 3 with suggested Exit Criteria

3. NITAS Competency hierarchy

WORK PROCESS SCHEDULE
HELP DESK TECHNICIAN

O*NET-SOC CODE:  15-1041.00   RAPIDS CODE:  1131CB
Appendix 1
Help Desk Level 1 Qual Card

	Instructions:
	These Job Qualification Performance Requirements must be performed under the direction of a Coach.  The purpose of these activities is to verify your ability to correctly perform and verbally explain the required job functions for a Level 1 Help Desk Technician.  The standard to which the task must be accomplished will be that you can perform the job function with some help from your supervisor or coach. The setting will be in your normal work area. 

NOTE:  Actions DO NOT need to be accomplished in any particular order.

	Before You Begin
	Review the Performance Requirements on this Qualification Card. Talk to your Coach about any questions you might have.

	Critical Work Function
	Qual Card Item Number
	Activity
	Performance Criteria

	CWF1:  Take user calls and manage trouble tickets
	
	
	

	
	HD1.1.1
	Competency
	Ability to staff and manage the organizations help desk and effectively respond to routine customer calls

	
	
	Do
	Review, learn and successfully practice organization's help desk standard procedures and practices.  Participate in responding to routine customer help desk calls effectively using the organization's standard practices and procedures.

	
	
	Know
	Know the organization's standard practices and procedures for routine customer help desk calls.

	
	
	Exit
	Independently staff and successfully operate the organization's help desk and respond to routine customer calls on multiple occasions using standard procedures.

	
	HD1.1.2
	Competency
	Ability to use proper grammar and spelling in documenting trouble tickets

	
	
	Do
	Learn why proper grammar and spelling are important in documenting trouble tickets.  Ask a co-worker or supervisor to constructively analyze your trouble ticket documentation and determine if remedial work in this area is appropriate. If so, consider appropriate English usage courses and the use of spell and grammar checking software.

	
	
	Know
	Know why grammar and spelling are important in documenting calls.

	
	
	Exit
	Explain to coach why grammar and spelling are important in trouble ticket management.  Demonstrate use of proper spelling and grammar in logged trouble tickets.


	
	HD1.1.3
	Competency
	Ability to use the organization's trouble ticket system to log calls, update status and document resolutions

	
	
	Do
	Operate the organization's help desk and use the call tracking and monitoring system.  Identify the customer and establish qualification for service.  Then prioritize and document the customer's requests and identify any special requirements. Log trouble ticket information on customer needs and problems, status of actions and resolutions achieved.  Log phone calls, personal visits, faxes and emails into the system.

	
	
	Know
	Know how to operate the organization's system for tracking and monitoring help desk calls and needed responses.  Know how to gather and confirm trouble ticket information and to enter customer requests and or problems, update status and document resolutions.

	
	
	Exit


	Effectively operate the organization's help desk system for call tracking and monitoring. Provide appropriate documentation or conduct observation session with coach.

	
	HD1.1.4
	Competency
	Ability to escalate problems to the appropriate IT group for resolution

	
	
	Do
	Study and learn the organization's standard procedures and criteria for escalating problems to other IT groups.  During help desk operations escalate problems to the appropriate groups for resolution.

	
	
	Know
	Know the organization's standard procedures and criteria for escalating problems to other IT groups.

	
	
	Exit


	Effectively escalate problems to the appropriate IT group for resolution.  Provide appropriate documentation.

	
	HD1.1.5
	Competency
	Understanding of the benefits of using the corporation's standard greeting in supporting customers

	
	
	Do
	While operating in the call center or help desk, use the customer's name, identify yourself and your company and offer assistance to set the tone for the call and build rapport establishing an atmosphere of trust and respect.

	
	
	Know
	Know the benefits and components of a standard greeting and why using the customer's name during the greeting is important.

	
	
	Exit
	Demonstrate to the coach your effective use of standard greeting principles including using the customer's name in your communications.  Conduct an observation session with coach.

	CWF2: Troubleshoot problems
	
	
	

	
	HD1.2.1
	Competency
	Ability to effectively answer customer questions about desktop systems and telephones.

	
	
	Do
	Operate the help desk and answer user’s questions about the operations of desktop hardware and software applications and telephones.  May be conducted with qual card items HD1.1.1, HD1.2.2 and HD1.3.4.

	
	
	Know
	Know how to answer customer questions about desktop hardware and software applications and telephones.

	
	
	Exit
	Demonstrate ability to effectively answer user’s questions on desktop hardware, software and telephone usage.


	
	HD1.2.2
	Competency
	Ability to provide customers first level troubleshooting assistance

	
	
	Do
	Review, learn and successfully practice the organization's procedures for providing first level troubleshooting assistance such as showing a customer how to diagnose common problems, walking a customer through a solution, helping a customer to install software, etc.  Provide support from the help desk, a service center, and personal workstation, via email or in-person desk side.

	
	
	Know
	Know the organization's practices and procedures for providing first level troubleshooting support to customers.

	
	
	Exit
	Successfully provide first level troubleshooting support to customers including how to deliver several aspects of assistance from a help desk, service center, personal workstation or desk side in-person.

	
	HD1.2.3
	Competency
	Knowledge of latest IT technologies and how they may apply

	
	
	Do
	Remain current in hardware and software enhancements and applications by conducting all of the following.  Read IT reference materials and IT related periodicals.  Participate in discussions with peers, coaches and venders on latest IT advances.  Access and review web based information and other information sources on hardware and software applications.  Discuss with peers and coach and how new hardware, enhancements or applications might be used by the organization.  Note: this is an ongoing effort for all three apprenticeship levels and time spent may be part of other qual card items.

	
	
	Know
	Know how to employ information sources to remain current in IT hardware and software enhancement and applications.

	
	
	Exit
	Demonstrate current awareness of IT technologies and possible applications.  Provide appropriate documentation.

	CWF3: Provide customer service support and training
	
	
	

	
	HD1.3.1
	Competency
	Ability to provide personal computer operations desk side support

	
	
	Do
	Review, learn and successfully practice the organization's procedures for providing desk side IT support to customers.

	
	
	Know
	Know the organization's practices and procedures for providing desk side customer assistance with personal computer operations.

	
	
	Exit
	Independently make successful field calls to deliver desk side IT support for customers.

	
	HD1.3.2
	Competency
	Working knowledge of the responsibilities of the help desk operator

	
	
	Do
	Learn and practice organization's help desk operator's responsibilities to customers.  Accept ownership of inquiries and problems, deliver quality customer support, understand and document customer needs, and manage customer expectations.  May be conducted with qual card items HD1.1.1, HD1.2.2 and HD1.3.4.

	
	
	Know
	Know the responsibilities of the organizations help desk operators to their customers.

	
	
	Exit
	Demonstrate a working knowledge of the responsibilities of the help desk operator and the ability to put them into effective practice.

	
	HD1.3.3
	Competency
	Ability to identify, manage and overcome barriers to  communication

	
	
	Do
	Learn and practice how to identify, assess and validate the caller's educational background, first language (if other than English), product familiarity and other human factors in order to facilitate communication.  If appropriate, develop caller assessment metrics to use in training and to maximize the quality of the support incident.  This may be conducted with qual card items HD1.3.1 and HD1.3.5.

	
	
	Know
	Know how to identify, manage and overcome barriers to communication.

	
	
	Exit
	Demonstrate avoidance of potential communication barriers when providing customer support.  Conduct observation session with coach.

	
	HD1.3.4
	Competency
	Ability to independently operate a help desk and assist customers with needs and problems

	
	
	Do
	Study, learn and effectively practice organization's help desk policies, practices and procedures.  Effectively participate in responding to customer help desk calls including significant independent operations under a variety of situations.  Provide status of trouble tickets and actions taken to correct problems.

	
	
	Know
	Know the organization's help desk operations and customer interaction principles for effectively providing support to a variety of users.

	
	
	Exit
	Independently operate the organization's help desk and provide effective and responsive assistance in a variety of situations for a variety of users.

	
	HD1.3.5
	Competency
	Ability to effectively communicate with customers

	
	
	Do
	Study, learn and effectively practice the basic psychology of a customer in need, how to speak and behave with the customer in a clear confident manner to foster customer confidence.  Understand customer needs and how to articulate possible solutions.  May be conducted with qual card items HD1.1.1, HD1.2.2, HD1.3.3 and HD1.3.4.

	
	
	Know
	Know how to effectively communicate and interact with the help desk customers.

	
	
	Exit
	Demonstrate effective communication and interaction with help desk customers.  Conduct observation session with coach.

	
	HD1.3.6
	Competency
	Knowledge of the organization's hardware and software usage policies and ability to apply policy in supporting customers

	
	
	Do
	Learn, understand and document the organization's policy and practices for the use of computer equipment and software.  Use this information to provide customer support regarding approved and unapproved software and equipment and how approved items may be used.  Provide information on the use of internet applications and practices to maintain security and integrity.


	
	
	Know
	Know organization's usage policy and practices for utilization of computer hardware and software.

	
	
	Exit
	Present documentation to the coach to demonstrated understanding.  Successfully provide customer support on the usability of computer equipment and software.

	
	HD1.3.7
	Competency
	Ability to assist and provide instruction on the basics of back-up and recovery of user disk files  

	
	
	Do
	Review, learn and successfully practice the organization's procedures for backing-up and recovering end user disk drives and files including; manual back-ups, automated scheduled back-ups, making ghost images, etc.  Assist and train customers in these procedures.

	
	
	Know
	Know how to assist and train customers in the back-up and recovery of disk files.

	
	
	Exit
	Successfully assist and train customers in using backup procedures and in recovering lost files.  

	
	HD1.3.8
	Competency
	Ability to install, configure and provide instruction on basics of using common office software tools

	
	
	Do
	Review, learn and successfully practice how to install, configure and use common office software tools such as; Word, Excel and Power Point.  Assist and train customers in these procedures.

	
	
	Know
	Know how to assist and train customers in using common office software tools.

	
	
	Exit
	Successfully assist and train customers in using common office software tools.

	
	HD1.3.9
	Competency
	Ability to solicit customer feedback and use the information to improve customer service

	
	
	Do
	Solicit feedback from customers on the quality of service and their needs and desires for service.  Document this information, analyze it and develop a paper or presentation on how customer services could be improved.

	
	
	Know
	Know the organization's procedures for obtaining customer feedback and using it to improve service.

	
	
	Exit
	Present a paper or oral presentation on customer feedback and how it can be used to improve service.  Coach considers the paper or presentation acceptable.

	
	HD1.3.10
	Competency
	Ability to assist and provide instruction on the use of the organization's telephone system

	
	
	Do
	Review, learn and successfully practice the organization's procedures for operation and using the telephone system.   Assist and train customers in these procedures.

	
	
	Know
	Know how to assist and train customers on the use of the organization's telephone system.

	
	
	Exit
	Successfully assist and train customers in using the organization's telephone system.

	CWF4: Provide system maintenance and tracking
	
	
	

	
	HD1.4.1
	Competency
	Ability to employ basic procedures for user account management and access

	
	
	Do
	Study, learn and employ the organization's basic client/server account management.  Learn and practice procedures for account access including set-up, password resets, account locking and unlocking, and basic account security.

	
	
	Know
	Know the basic operations of the organization's network account administration tools.

	
	
	Exit
	Demonstrated ability to successfully create, delete, and modify network accounts and to perform password resets, account locking and unlocking and other basic access procedures.

	
	HD1.4.2
	Competency
	Ability to support the organization's printer systems

	
	
	Do
	Study and learn the hardware and software characteristics of the organization's printer systems.  Provide customer support to manage printer systems either from the help desk or in-person.  Physically clean and re-supply printer systems and manage their operation such as starting and stopping spoolers and clearing queues to maintain efficiency.

	
	
	Know
	Know the basics of printer management.

	
	
	Exit
	Successfully provide support for the organization's printer systems.

	
	HD1.4.3
	Competency
	Ability to physically clean and maintain local and network devices

	
	
	Do
	Participate in the physical maintenance and cleaning of all local and network equipment under the purview of the help desk or support center.  May be conducted with qual card item HD1.4.6.

	
	
	Know
	Know how to physically clean and maintain local and network devices.

	
	
	Exit
	Successfully clean and maintain local and network equipment.

	
	HD1.4.4
	Competency
	Ability to evaluate user software for license compliance and currency

	
	
	Do
	Conduct surveys of user software using organization's tools.  Determine compliance with licensing requirements and document all unlicensed or out of date software found.  Recommend license acquisitions or updates where appropriate.

	
	
	Know
	Know how to inventory user software to determine currency and legality.

	
	
	Exit
	Work with coach to assure all software is appropriately licensed and updated.

	
	HD1.4.5
	Competency
	Ability to effectively manage IT assets including inventories, acquisition and disposal of equipment

	
	
	Do
	Participate in a physical inventory of the organization's IT equipment, requesting an IT asset from existing inventories, and developing specifications for requisitioning of new IT assets.  Participate in preparing for and disposing of IT assets.

	
	
	Know
	Know the concepts and practices for IT asset management including acquisition, inventory, management and disposal.

	
	
	Exit
	Show successfully inventories, processed IT asset requests, procurement requests and completed IT asset disposal process documents.

	
	HD1.4.6
	Competency
	Ability to maintain and repair basic desktop computer components and peripherals used in the organization

	
	
	Do
	Identify the basic desktop computer components and peripherals used in the workplace and participate in their maintenance and repair.

	
	
	Know
	Know how to maintain and repair the basic desktop computer components and peripherals used in the organization.

	
	
	Exit
	Demonstrate to the coach your knowledge of the basic desktop computer components and peripherals of the organization.  Demonstrate the repair, replace and assemble these components.  

	CWF5:  Install and upgrade PC and network devices
	
	
	

	
	HD1.5.1
	Competency
	Ability to install and test server or personal computer software upgrades

	
	
	Do
	Review, learn and successfully practice the organization's procedures for installing software upgrades on servers or users personal computers.  Provide support both desk side in-person and using remote technical assistance tools where applicable.

	
	
	Know
	Know the organization's practices and procedures for installing software upgrades on servers or users personal computers.

	
	
	Exit
	Demonstrated ability to successfully deploy software upgrade for servers and personal computer users.

	
	HD1.5.2
	Competency
	Ability to install and configure personal computer operating system software

	
	
	Do
	Review, learn and successfully practice how to install and properly configure personal computer operating system (DOS and Windows) features.

	
	
	Know
	Know how to configure personal computer operating system features.

	
	
	Exit
	Successfully install and configure personal computer operating system software on a number of computers.

	
	HD1.5.3
	Competency
	Ability to provide move, add and change support for users accounts, computer equipment and telephones

	
	
	Do
	Review, learn and practice the organization's procedures for providing customer support for moving, adding or changing their accounts, computer equipment or telephones.  Log all requests, assist in conducting the requested actions and document the changes into the organization's appropriate records.  This is an ongoing effort for levels 1 and 2 and may be conducted as part of other qual card items.

	
	
	Know
	Know how to provide move, add and change (MAC) services for users accounts, computers and telephones.

	
	
	Exit
	Successfully provide move, add and change support for a variety of users.  Support provided is within organization's guidelines and customers consider it effective.

	
	HD1.5.4
	Competency
	Ability to effectively remove old computer equipment and cabling

	
	
	Do
	Participate in the removal and disposal of old computer equipment and cabling.  Learn the procedures to follow to insure the network is not damaged or compromised.  May be conducted with qual card items ND1.4.5.

	
	
	Know
	Know the organization’s procedures for removal of old computer equipment and cabling.

	
	
	Exit
	Successfully remove old computer equipment and cabling without damaging or compromising the network.


Certification Requirements - Level 1

Computer Technology Industry Association (CompTIA) A+

Customer Support Specialist 

Recommended Instructor Led Training - Level 1 

New employee orientation session and safety training

Communications (presentation skills)

Effective customer interaction and interpersonal communications

Principles of Team building 

Tech Support/Help desk Functions

Help desk call data logging, monitoring and analysis systems

PC hardware

Office Software Basics (CBT)

Operating Systems

Interpersonal communication techniques - overcoming barriers to communication

 
Optional Instructor Led Training - Level 1 

DC Electronics

Mathematics

English Composition

Intro to Computers 

PC Repair and Troubleshooting

A+ Workshop (Free)

A+ Certification: Core Hardware

A+ Certification: Operating Systems

WORK PROCESS SCHEDULE

HELP DESK TECHNICIAN

O*NET-SOC CODE:  15-1061.00   RAPIDS CODE:  1131CB
Appendix 1

Help Desk Technician Level 2 Qual Card

	Instructions:
	These Job Qualification Performance Requirements must be performed under the direction of a Coach.  The purpose of these activities is to verify your ability to correctly perform and verbally explain the required job functions for a Help Desk Technician.  The standard to which the task must be accomplished will be that the worker can perform the job function with some help from his/her supervisor or coach or a colleague. The setting will be in the worker’s normal work area. 

NOTE:  Actions DO NOT need to be accomplished in any particular order.

	Before You Begin
	Review the Performance Requirements on this Qualification Card.  Talk to your Coach about any questions you might have.

	Critical Work Function
	Qual Card Item Number
	Activity
	Performance Criteria

	CWF1: Take user calls and manage trouble tickets
	
	
	

	
	HD2.1.1
	Competency
	Knowledge of the organization's trouble ticket system and ability to use it to assess customer needs and improve help desk service

	
	
	Do
	Study, learn and practice the components of the organization's problem management process.  Assist in solving customer problems using the process and accessing the resources required.  Document the steps taken and the responsibilities assigned in managing and resolving three or more problems.

	
	
	Know
	Know the organization's problem management process and the roles various parts of the IT department have in problem resolution.

	
	
	Exit
	Demonstrate ability to use the organization's problem management process.  Coach approves documentation on steps taken and roles assigned in managing and resolving three or more problems.

	
	HD2.1.2
	Competency
	Knowledge of the organization's trouble ticket system and ability to use it to assess customer needs and improve help desk service

	
	
	Do
	Study, learn and practice supporting customers with advanced office configurations such as remote mail access and management, extended word processing and spreadsheet options and configurations.

	
	
	Know
	Know how to support and troubleshoot advanced office applications.

	
	
	Exit
	Demonstrate ability to support clients with advanced office applications.


	
	HD2.1.3
	Competency
	Ability to provide timely and effective status updates to customers

	
	
	Do
	Review, learn and successfully practice the organization's procedures for monitoring service quality including recognizing and responding to service abnormalities. Evaluate procedure effectiveness, document findings and if possible develop recommendations of improvement in procedures.

	
	
	Know
	Know the organization's practices and procedures for monitoring operation and performance of IT infrastructure services.

	
	
	Exit
	Monitor IT service quality and respond to service abnormalities.  Discuss findings on the established procedures effectiveness and recommendation for improvements with the coach.  If coach approves set-up and document new procedures.

	
	HD2.1.4
	Competency
	Ability to assess and escalate serious or unusual problems to the appropriate IT group for resolution

	
	
	Do
	Study and learn how to assess and escalating serious problems to other IT groups.  During help desk operations escalate serious or unusual problems to the appropriate group for resolution and track the results.

	
	
	Know
	Know the organization's procedures for assessing and escalating serious or unusual problems to other IT groups

	
	
	Exit
	Effectively assess and escalate serious or unusual problems to the appropriate IT group for resolution.  Provide appropriate documentation.

	
	HD2.1.5
	Competency
	Ability to provide standard trouble ticket status reports to management

	
	
	Do
	Collect weekly data on trouble tickets and their resolution for four weeks.  Document the data using the organization's standard formats and present the reports to management for approval at the proper time each week.  This effort may be done as part of HD2.1.3.

	
	
	Know
	Know how to provide standard weekly status reports to management on trouble ticket operations and resolutions.

	
	
	Exit
	Status reports are accurate, on time and in accordance with organization's standard formats.

	
	HD2.1.6
	Competency
	Working knowledge of the variables determining priority/severity of a call

	
	
	Do
	Learn the organization's procedures for determining the priority or severity of calls and implement them in the help desk setting.  In the absence of specific operating procedures, develop criteria to use such as:

· number of personnel affected

· impact on the organization

· workload at the help desk
· ability to provide a solution

	
	
	Know
	Know the variables that determine the priority/severity for a call.


	
	
	Exit
	Demonstrate ability to effectively follow call priority/severity standards.  Recommend any changes needed to increase the effectiveness of the procedures and discuss with coach.

	
	HD2.1.7
	Competency
	Ability to monitor help desk workload and prioritize trouble tickets to effective use time

	
	
	Do
	Operate the help desk, field trouble tickets, assess potential problems and prioritize trouble ticket responses in accordance with help desk workload to effectively manage time.  Document two weeks of trouble ticket responses, the prioritizations applied and how workload was impacted.

	
	
	Know
	Know how to monitor help desk workload, manage time and prioritize trouble tickets.

	
	
	Exit
	Effectively manage time while operating the help desk and responding to trouble tickets.  Present documentation on the prioritization of trouble tickets and how it impacts workload.

	CWF2: Troubleshoot problems
	
	
	

	
	HD2.2.1
	Competency
	Ability to use the organization's problem management process and access the resources needed in resolving problems

	
	
	Do
	Study, learn and practice the components of the organization's problem management process.  Assist in solving customer problems using the process and accessing the resources required.  Document the steps taken and the responsibilities assigned in managing and resolving three or more problems.

	
	
	Know
	Know the organization's problem management process and the roles various parts of the IT department have in problem resolution.

	
	
	Exit
	Document problems using the organization's problem management process.  Coach approves documentation on steps taken and roles assigned in managing and resolving three or more problems.  

	
	HD2.2.2
	Competency
	Ability to support and troubleshoot advanced office applications

	
	
	Do
	Study, learn and practice supporting customers with advanced office configurations such as remote mail access and management, extended word processing and spreadsheet options and configurations.

	
	
	Know
	Know how to support and troubleshoot advanced office applications.

	
	
	Exit
	Support clients with advanced office applications.  Provide documentation and/or schedule an observation session with coach.

	
	HD2.2.3
	Competency
	Ability to monitor organization's IT service quality and recognize and respond to service quality abnormalities

	
	
	Do
	Review, learn and successfully practice the organization's procedures for monitoring service quality including recognizing and responding to service abnormalities. Evaluate procedure effectiveness, document findings and if possible develop recommendations of improvement in procedures.

	
	
	Know
	Know the organization's practices and procedures for monitoring operation and performance of IT infrastructure services.

	
	
	Exit
	Demonstrate ability to monitor IT service quality and respond to service abnormalities.  Discuss findings on the established procedures effectiveness and recommendation for improvements with the coach.  If coach approves set up and document new procedures.

	
	HD2.2.4
	Competency
	Ability to develop, test and implement solutions to problems detected during troubleshooting

	
	
	Do
	Learn and practice developing, testing and implementing solutions for a variety of problems discovered during troubleshooting operations.  Propose three of more solutions for problems detected during troubleshooting conducted under qual cards items HD2.2.2, HD2.2.3 and HD2.2.6.  Using the organizations IT test bed or special testing configurations, test and evaluate the solutions.  If found acceptable, successfully implement the solutions.

	
	
	Know
	Know how to recommend, test and implement solutions for problems detected during troubleshooting.

	
	
	Exit
	Test, get approved and successfully implement two or more problem solutions.

	
	HD2.2.5
	Competency
	Ability to use existing resources to obtain knowledge on the organization's network devices

	
	
	Do
	List all the principal network devices in use by the organization by the manufacturer and model number.  Using the organization's library of manuals, specifications and other information, determine if information exists on all network devices in use. Document findings.  In areas where information is lacking or unavailable use the Internet, telephone and surface mail to obtain the technical information needed.

	
	
	Know
	Know how to find reference material and information on the organization’s network devices.

	
	
	Exit
	Provide findings and any new information obtained to the coach.  Documentation is considered adequate and new information is entered into the organization's library.

	
	HD2.2.6
	Competency
	Ability to provide customers remote troubleshooting assistance from the help desk or personal workstation

	
	
	Do
	Review, learn and successfully practice using the organization's tools and procedures for proving remote customer troubleshooting assistance such as walking a customer through a problem investigation, showing a customer how to test their system, helping a customer to evaluate software issues, etc.  Evaluate procedure effectiveness, document findings and if possible develop recommendations of improvement in procedures.

	
	
	Know
	Know the organization's tools, practices and procedures for providing remote customer troubleshooting assistance.


	
	
	Exit
	Successfully provide remote customer troubleshooting assistance on several occasions from the help desk or personal workstation.  Discuss findings on the established procedure effectiveness and recommendation for improvements with the coach.  If coach approves set up and document new procedures.

	
	HD2.2.7
	Competency
	Knowledge of latest IT technologies and how they may apply

	
	
	Do
	Remain current in hardware and software enhancements and applications by conducting all of the following.  Read IT reference materials and IT related periodicals.  Participate in discussions with peers, coaches and venders on latest IT advances.  Access and review web based information and other information sources on hardware and software applications.  Discuss with peers and coach and how new hardware, enhancements or applications might be used by the organization.  Note: this is an ongoing effort for all three apprenticeship levels and time spent may be part of other qual card items.

	
	
	Know
	Know how to employ information sources to remain current in IT hardware and software enhancement and applications.

	
	
	Exit
	Remain current on IT technologies and their possible application.  Provide research and notes to coach and discuss.

	CWF3: Provide customer service support and training
	
	
	

	
	HD2.3.1
	Competency
	Demonstration of a service-based attitude in dealing with customers

	
	
	Do
	Learn and practice the characteristics of a service-based attitude in assisting help desk customers.  Demonstrating a willingness to take ownership of the problem and see it to resolution.  Provide assistance with a positive attitude being respectful and courteous.  List the characteristics for a service-based attitude.

	
	
	Know
	Know the characteristics of an attitude governed by service and the impact of a service-governed attitude.

	
	
	Exit
	Discuss the characteristics of a service-based attitude with the coach and provide appropriate examples demonstrating a service-based attitude in supporting customers.

	
	HD2.3.2
	Competency
	Ability to use active listening techniques to improve communication with customers

	
	
	Do
	Learn and use active listening principles in operating the help desk and responding to customer calls.  Listen to the customer and acknowledging via feedback, paraphrasing and repeating to assure proper information is being communicated.  Record examples of these principles and their use.


	
	
	Know
	Know the principles of active listening and how it can be used to improve communication between the customer and help desk operator.

	
	
	Exit
	Demonstrate ability to use active listing techniques to enhance communication with customers.  Provide recorded examples of customer calls where active listing was used to demonstrate effective use of these principles.

	
	HD2.3.3
	Competency
	Ability to proactively manage communications and liaison with customers and technical groups using regular updates and status reports

	
	
	Do
	Learn and practice a proactive approach to communications with customers and technical groups by using regular updates and status reports.  During situation changes and escalations keep all parties fully informed of the status of actions being taken.   Provide standard liaison between users and technical groups.  Document status reporting on 5 or more occasions of customer support and liaison.

	
	
	Know
	Know how to be proactive in managing communication with users and technical groups by using regular updates during status changes and escalation.  Know how to be proactive in maintaining liaison between users and technical groups.

	
	
	Exit
	Demonstrate ability to keep customers and technical groups fully informed during status changes and escalations.  Provide documentation on communication and liaison actions taken on 5 or more occasions to coach.  Coach considers actions taken proactive and fully adequate.

	
	HD2.3.4
	Competency
	Ability to use that organization's procedures, including surveys, escalation and other tools for analyzing customer assistance call trends and systemic problems

	
	
	Do
	Learn the organizations procedures, surveys, escalation and other tools for analyzing customer assistance calls to determine trends and systemic problems.  Participate in conducting surveys, analyzing results and proposing improvements in service quality.  Participate in using organizations tools for analyzing call trends and systemic problems and determining where service improvements can be made.  Document the results including recommendations for improvements.

	
	
	Know
	Know the organization's procedures, including surveys, escalation and other tools for analyzing customer assistance call trends and systemic problems.

	
	
	Exit
	Describe to the coach how and when surveys and other tools are used in the organization and how resulting information is assimilated.  Present documentation on survey results, call trends and other data that support recommendations for improvements to coach.  Coach considers documentation and recommendations appropriate.


	
	HD2.3.5
	Competency
	Ability to provide basic PC and telephone security training for users

	
	
	Do
	Train users on basic PC and telephone security procedures such as maintaining current virus protection, backing up files and documents, appropriate subjects for telephone communications and those to avoid, internet security procedures, etc.

	
	
	Know
	Know how to provide basic PC and telephone security training to users.

	
	
	Exit
	Demonstrate ability to effectively train users in basic PC and telephone security procedures.

	
	HD2.3.6
	Competency
	Ability to support and train users in the use of self-help tools implemented in the organization

	
	
	Do
	Learn and master the self-help tools used in the organization including fax-back systems, IVR-based systems, web-based and online systems. Support and train customers in resolving their own requests and problem using these tools.  Document examples of successful training and where training has reduced the level of help desk requests.

	
	
	Know
	Know how to support and train users in the use the self-help tools implemented in the organization.

	
	
	Exit
	Demonstrate ability to support and train users in the organization's self-help technologies. Provide documentation on training successfully achieved and, if possible, where user call rates have declined as the result of the training.

	
	HD2.3.7
	Competency
	Ability to assess training needs and develop new training or self-help materials

	
	
	Do
	Review and document the organization's existing self-help and training materials and identify areas where these materials may be inadequate or need upgrading.    Select one area and develop new or improved training materials for use by the organization.

	
	
	Know
	Know how to assess training needs and develop new self-help guidance and training materials.

	
	
	Exit
	Present proposals for new or improved self-help or training materials to the coach and management. Coach considers the proposals adequate and the materials well developed.   If approved by management, implement the new materials.

	CWF4: Provide system maintenance and tracking
	
	
	

	
	HD2.4.1
	Competency
	Ability to apply basic security measures for internet, help desk, and desktop operations

	
	
	Do
	Study, learn and employ the organization's client/server account logon & validation architecture.  Learn and practice creating, deleting, and modifying network accounts.  Independently perform procedures for password resets, account unlocks, security memberships, and system lockdowns.  Note.  This is a continuation of the effort started in Level 1.

	
	
	Know
	Know the operation of the organization's network account administration and management tools.

	
	
	Exit
	Demonstrate ability to independently create, delete, and modify network accounts and to perform password resets, account unlock, security memberships, and lockdown procedures. Demonstrate understanding of how this architecture is employed in organization.

	
	HD2.4.2
	Competency
	Ability to apply basic security measures for internet, help desk, and desktop operations

	
	
	Do
	Study, learn and practice the organization's security policies, procedures and practices as they apply to the help desk, internet, and desktop systems.  Understand scenarios hackers and solicitors use to obtain information on systems and users.  Provide security support to users during help desk operations.

	
	
	Know
	Know the basic principles and practices for internet, help desk, and desktop security.

	
	
	Exit
	Demonstrate ability to maintain security of the help desk and associated infrastructure.  Describe appropriate responses to suspect callers and hackers to maintain security and to assist in their identification.

	
	HD2.4.3
	Competency
	Ability to update and configure desktop/PC OS, BIOS and drivers

	
	
	Do
	Learn and use the network and desktop tools for updating and configuring desktop/PC operating systems, BIOS and drivers.  Independently assist users in these operations remotely from the help desk or desk side.

	
	
	Know
	Know how to update and configure desktop/PC operating systems, BIOS and drivers.

	
	
	Exit
	Update and configure OSs, BIOS's for 10 or more user's desktops/PCs.  Provide support both remotely from the help desk and desk side.

	
	HD2.4.4
	Competency
	Ability to install and network personal computer operating systems

	
	
	Do
	Install operating systems on several computers with network interface cards. Connect the computers to the network using a hub, a cross-over patch cable or using wireless networking cards.  Assign IP addresses and validate connectivity.

	
	
	Know
	Know how to install and network personal computer operating systems.

	
	
	Exit
	Demonstrate ability to successfully install and network personal computer operating systems.  Provide records of validated connectivity obtained on the systems installed and networked.  

	
	HD2.4.5
	Competency
	Ability to evaluate network and support tool software for license compliance and currency.

	
	
	Do
	Conduct a survey of network and support tool software in use by the organization.  Determine compliance with licensing requirements and document all unlicensed or out of date software found.  Recommend license acquisitions or updates where appropriate.

	
	
	Know
	Know how to inventory network and support tool software to determine currency and legality.


	
	
	Exit
	Work with coach to assure all software is appropriately licensed and updated.

	
	HD2.4.6
	Competency
	Ability to successfully administer and manage email and telephone accounts

	
	
	Do
	Study, learn and effectively use client/server email account logon & validation architecture and telephone account management tools.  Learn and practice creating, deleting, and modifying email and telephone accounts.  Perform procedures for distribution list membership, mailbox limit settings, voice mail and other email and telephone services.

	
	
	Know
	Know the basics of email and telephone account administration and management tools.

	
	
	Exit
	Create, delete and modify email and telephone accounts and perform distribution list membership, mailbox limit settings and other email and telephone client services.  Explain how these architectures are employed in organization.

	
	HD2.4.7
	Competency
	Ability to perform network services back-ups and recoveries

	
	
	Do
	Participate in network services back-up and recovery.  Validate that back-ups work properly in a lab environment.

	
	
	Know
	Know the practices and procedures for network services back-up and recovery.

	
	
	Exit
	Independently execute successful network services back-ups and recoveries.

	CWF5: Install and upgrade PC and network devices
	
	
	

	
	HD2.5.1
	Competency
	Ability to install new application software on servers and user PCs

	
	
	Do
	Learn and successfully practice the procedures for installing new application software on servers and user PCs.   Verify new software licenses, install the new software, configure it for the server or PC and conduct checks or tests to verify proper installation.

	
	
	Know
	Know how to install new software applications on servers and user PCs.

	
	
	Exit
	Successfully install 5 or more new software applications on servers and user PCs.

	
	HD2.5.2
	Competency
	Ability to order IT hardware, software and supplies within organization's guidelines

	
	
	Do
	Learn the organization's procedures for ordering and procurement of new IT equipment and software.  Independently order and complete procurement of 5 or more pieces of computer hardware and 5 or more pieces of software.  Order supplies needed to support IT operations on 2 occasions.

	
	
	Know
	Know the organization's procedures for ordering PC equipment, copiers, software and supplies.

	
	
	Exit
	Equipment, software and supplies are correctly ordered and procured within time and cost guidelines.

	
	HD2.5.3
	Competency
	Ability to provide move, add and change support for users accounts, computer equipment and telephones

	
	
	Do
	Review, learn and practice the organization's procedures for providing customer support for moving, adding or changing their accounts, computer equipment or telephones.  Log all requests, assist in conducting the requested actions and document the changes into the organization's appropriate records.  This is an ongoing effort for levels 1 and 2 and may be conducted as part of other qual card items.

	
	
	Know
	Know how to provide move, add and change (MAC) services for user’s accounts, computers and telephones.

	
	
	Exit
	Demonstrate ability to successfully provide move, add and change support for a variety of users.  Support provided is within organization's guidelines and customers consider it effective.

	
	HD2.5.4
	Competency
	Ability prepare a site and develop a basic work plan for an IT installation

	
	
	Do
	Study a recent or current installation plan and learn the steps used in site preparation and work plan development.  Apply what is learned in preparing a site and developing an installation plan for a minor new installation or upgrade to the network.  Assess the work as it progresses and identify variances that require updates to the plan.

	
	
	Know
	Know the basics of how to prepare a site and develop a work plan for an IT installation.

	
	
	Exit
	Review the site preparation and the final work plan with the coach to validate its completeness and effectiveness.  Assess the work progress and identify variances to the plan and updates to the plan as found necessary.

	
	HD2.5.5
	Competency
	Ability to install, configure and repair basic computer hardware and software

	
	
	Do
	Participate in installing and configuring new workstation, PC and server hardware and network devices.  Study new equipment manuals and installation instructions.  Develop an installation and configuration plan and follow the plans during the operation.

	
	
	Know
	How to install and configure new computer equipment and network devices.

	
	
	Exit
	Successful independent installation and configuration of new computer equipments and network devices.

	
	HD2.5.6
	Competency
	Ability to install, terminate and test a variety of network cabling configurations

	
	
	Do
	Participate in the design, fabrication, installation and testing of network cabling such as calculating cable lengths accounting for bend and termination requirements, pulling cable through conduits, terminating cables, and conducting continuity checks.

	
	
	Know
	Know how to install, terminate and test a variety of IT cabling such as copper and fiber optics.

	
	
	Exit
	Install, terminate and test copper and fiber optic cables.  Successful removal of outdated cable when necessary.

	
	HD2.5.7
	Competency
	Ability to configure and document LAN and network device software.

	
	
	Do
	Learn and practice the organization's procedures for the configuring and documenting software used in LAN and devices.  Participate in configuring and documenting 5 or more significant pieces of LAN and network device software.

	
	
	Know
	Know how to configure and document LAN and network devices’ software.

	
	
	Exit
	Configure and document 5 or more significant pieces of LAN and network device software.  Configurations are successful in maintaining LAN or network performance and documentation is acceptable.


Certification Requirements - Level 2

Help Desk Analyst

Network+

RELATED INSTRUCTION OUTLINE
HELP DESK TECHNICIAN

O*NET-SOC CODE:  15-1061.00   RAPIDS CODE:  1131CB
Recommended Instructor Led Training - Level 2 

Seven habits of highly effective people

Principles of Technical Writing

Business Management Principles

Fiber Optics splicing and terminations

Principles of Internet, desktop, help desk and information security

Basic PC and telephone security 

Effective interpersonal communications - active listening unit 

Tools for remote support and troubleshooting 

Principles of effective problem solving

Optional Instructor Led Training - Level 2 

A+ and Network+ Combo Boot Camp (also level 1 ILT) 

WORK PROCESS SCHEDULE

HELP DESK TECHNICIAN

O*NET-SOC CODE:  15-1061.00   RAPIDS CODE:  1131CB
Appendix 1

Help Desk Technician Level 3 Qual Card
Instructions:
These Job Qualification Performance Requirements must be performed under the direction of a Mentor or Coach.  The purpose of these activities is to verify your ability to correctly perform and verbally explain the required job functions of a Help Desk Technician at senior technician or equivalent level.  The Level 3 standard requires you to independently perform the job functions at the stated level of performance. The setting will be your normal work area.

NOTE:  Actions DO NOT need to be accomplished in any particular order, i.e., 1, 2, 3… and so forth.
	Before You Begin
	Review the Performance Requirements on this Qualification Card. Talk to your Coach(s) about any questions you might have.

	Critical Work Function
	Qual Card Item Number
	Activity
	Performance Criteria

	CWF1: Take user calls and manage trouble tickets
	
	
	

	
	HD3.1.1
	Competency
	Ability to provide standard and/or special status reports on the entire trouble ticket system

	
	
	Do
	Collect weekly data on trouble tickets, their resolutions, system operations and any unusual or "special" problems for 6 weeks.  Document the data using the organization's standard formats or develop special reports where necessary for unusual or special cases.  Present the reports to management for approval as required by standard reporting or as necessary for special reports.

	
	
	Know
	Know how to provide weekly status reports to management on trouble ticket operations, resolutions, system operations and unusual or "special" problems encountered.

	
	
	Exit
	Status reports are accurate, on time and in accordance with organization's standard formats.  Special reports are accurate and timely.

	
	HD3.1.2
	Competency
	Ability to gather and use customer inquires, feedback and call trends to improve quality of service

	
	
	Do
	Review, analyze and identify trends in customer inquires, feedback and customer assistance including items such as repeat calls, rework, and persistent problems. Based on knowledge gained during the analysis process identify and document potential actions to improve quality of support.  Present findings to management for action.

	
	
	Know
	Know how to gather and analyze customer inquires, feedback and assistance call trends to improve quality of service.


	
	
	Exit
	Coach considers documentation and proposals acceptable.  If management approves proposals are implemented.

	
	HD3.1.3
	Competency
	Ability to use surveys to assess and improve the organization's help desk and desk side service quality

	
	
	Do
	Conduct or assist in conducting a one-time survey, an on-going survey or an annual survey and assess the resulting data to determine the effectiveness of the organization's desk side or desk side customer support skills.  Document the assessment and develop recommendations for changes to the support procedures to improve the organization's service quality.

	
	
	Know
	Know how to use of the on-going survey, the annual survey or the one-time survey to provide a quality assessment of the help desk's practices, procedures, tools utilized, and methods for providing help desk and desk side customer assistance.

	
	
	Exit
	Present the assessment and recommendations to the coach and management.  Coach considers assessment accurate and recommendations acceptable.

	
	HD3.1.4
	Competency
	Ability to use common metrics to assess quality of help desk support

	
	
	Do
	Study and learn help desk performance measurements (metrics) used by the organization such as the average speed to answer (ASA), the average abandon rate (ABA), talk time, availability, and first contact resolution rate.  Use the metrics to determine if performance is at, above or below organization's requirements for a period of at least one month. Document any recommendations to improve performance as shown by the metrics.

	
	
	Know
	Know how common help desk service metrics are developed, maintained and assessed to monitor and improve performance.

	
	
	Exit
	Demonstrate understanding and ability to use the organizations service metrics.  Present results of the one month assessment of the metrics to the coach along with recommendations to improve performance.  Coach considers assessment and recommendations acceptable.

	
	HD3.1.5
	Competency
	Knowledge of the organization's call monitoring system and how it can help to improve performance

	
	
	Do
	Study and evaluate one or more incident monitoring method used by the organization including but not limited to one-on-one, remote service (live or recorded), and customer satisfaction surveys.  Develop a short paper or presentation showing how incident monitoring can help to ensure the call documentation process is followed, validate information provided to the customer, identify areas where processed are not acceptable, and promote proactive behavior.

	
	
	Know
	Know the organization's mechanisms and methods for incident and call monitoring, how this monitoring benefits the company and customer and its quality assurance aspects.


	
	
	Exit
	Provide the paper or presentation to the coach and group of peers.  Coach considers knowledge and paper acceptable.

	CWF2: Troubleshoot problems
	
	
	

	
	HD3.2.1
	Competency
	Ability to analyze major network or help desk problems and research solutions

	
	
	Do
	Participate on a team investigating a major network or help desk problem.  Assist in determining the exact scope and details of the problem, developing possible solutions, assessing those solutions and determining the solution to implement.  Consider technical factors as well as costs and time to implement and use business case analysis or a similar procedure to assist in the analysis.

	
	
	Know
	Know how to analyze major problems with network or help desk operations and research solutions.

	
	
	Exit
	Demonstrate ability to support the analysis and research of major network or help desk problems as determined by other team members and the coach.

	
	HD3.2.2
	Competency
	Ability to develop, test and implement solutions to unique or unusual problems detected during troubleshooting

	
	
	Do
	Learn and practice developing, testing and implementing solutions for a unique or unusual problems discovered during troubleshooting operations.  Propose and test solutions for these problems and document the procedures used and results obtained.  If found acceptable, successfully implement the solutions.

	
	
	Know
	Know how to develop, test and implement solutions for unique or unusual problems detected during troubleshooting.

	
	
	Exit
	Two or more unique problem solutions are tested, approved and successfully implemented.  Procedures are documented for future use on similar problems.

	
	HD3.2.3
	Competency
	Ability to document and communicate problems, solutions and the implementation process

	
	
	Do
	For a problem analyzed and researched in qual card HD3.2.1 or HD3.2.2, document all the steps of the analysis process, research conducted, and the solution decided upon and how the solution was implemented.

	
	
	Know
	Document and communicate problems, solutions, and the implementation process.

	
	
	Exit
	Present documentation showing all factors of the process to management and coach.

	
	HD3.2.4
	Competency
	Knowledge of latest IT technologies and how they may apply

	
	
	Do
	Remain current in hardware and software enhancements and applications by conducting all of the following.  Read IT reference materials and IT related periodicals.  Participate in discussions with peers, coaches and venders on latest IT advances.  Access and review web based information and other information sources on hardware and software applications.  Discuss with peers and coach and how new hardware, enhancements or applications might be used by the organization.  Note: this is an ongoing effort for all three apprenticeship levels and time spent may be part of other qual card items.

	
	
	Know
	Know how to employ information sources to remain current in IT hardware and software enhancement and applications.

	
	
	Exit
	Demonstrate ability to remain current on IT technologies and their possible application.

	
	HD3.2.5
	Competency
	Knowledge of established troubleshooting guidelines and procedures  and ability to use them

	
	
	Do
	Learn and follow the guidelines and procedures established for several troubleshooting sessions.  Arrange to train a group of peers or new employees in complying with the established guidelines and procedures.

	
	
	Know
	Know the importance of following established guidelines and procedures for troubleshooting and how to use them.

	
	
	Exit
	Demonstrate understanding of pre-established guidelines and procedures for troubleshooting.  Successfully conduct a training session for peers or new employees.

	
	HD3.2.6
	Competency
	Ability to set up and document new troubleshooting procedures

	
	
	Do
	Study and learn the process for setting up and documenting new troubleshooting procedures.  Find one or more troubleshooting situations where existing procedures are inadequate and set up and document new procedures to fit the situation.

	
	
	Know
	Know how to set up and document new troubleshooting procedures when necessary.

	
	
	Exit
	One or more sets of new troubleshooting procedures are set up and approved by the coach.

	
	HD3.2.7
	Competency
	Ability to use open and closed questions in troubleshooting problems with customers

	
	
	Do
	Learn the differences between open and closed questions and how they can be used in troubleshooting problems.  Utilize these techniques in dealings with customers to assist in solving problems.

	
	
	Know
	Know how open and closed questioning techniques can be used to assist in troubleshooting problems by directing the conversation toward successful conclusion.

	
	
	Exit
	Successfully use open and closed questions in troubleshooting problems.  Cite examples of each and how they affect help desk performance parameters.

	CWF3: Provide customer service support and training
	
	
	

	
	HD3.3.1
	Competency
	Knowledge of the operations of other technical groups and ability to effectively provide liaison for users with these groups

	
	
	Do


	Learn the purposes and operations of the other technical groups in the IT organization.  Assess user needs for additional assistance and obtain that assistance by providing effective liaison and communications with the other technical groups.  Identify boundaries of responsibility, determine requirements for other groups' support and provide effective communications among all concerned.

	
	
	Know
	Know the operations of other technical groups within the IT organization and provide liaison for the user with these groups.

	
	
	Exit
	Demonstrate ability to assess user needs and provide effective liaison for users with other technical groups so support is effectively provided.

	
	HD3.3.2
	Competency
	Ability to identify and develop new or improved user training

	
	
	Do
	Use an existing or develop a new short survey to solicit users’ requirements for IT related training.   Compare the results of the survey with the existing training materials and identify two or more areas where training appears to be inadequate to support user needs.  Gain approval from coach and develop materials and procedures for providing the new or improved training.  Test the training materials for effectiveness on selected users and modify as necessary.  Present the new training materials and procedures to the coach and management.

	
	
	Know
	Know how to identify and develop new or improved training users may require improving their ability to use IT systems and services.

	
	
	Exit
	New training materials are judged effective by coach and if management concurs they are placed into service.

	
	HD3.3.3
	Competency
	Understanding of knowledge management principles and how they are implemented in the organization

	
	
	Do
	Learn basic knowledge management principles and how they are implemented in the organization.  Use and understand the organization's tools and processes for treating information as a resource. Identify and use the methods in place at the help desk to capture and reuse knowledge for improving quality of service.

	
	
	Know
	Know the principles of and uses for knowledge management and how it is implemented the organization.

	
	
	Exit
	Explain to the coach the principles of knowledge management and how it is implemented in the organization.  Provide examples of how knowledge management is used to improve the quality of help desk support.

	CWF4: Provide system maintenance and tracking
	
	
	

	
	HD3.4.1
	Competency
	Knowledge of information security and how prompt reporting of security breaches mitigate potential problems

	
	
	Do
	Study and learn the organization's information security policy and why constant awareness and prompt action is necessary to maintain information security.  Review recent security violations and develop a formal presentation showing how awareness and prompt action did, or could have reduced damage to information and systems.

	
	
	Know
	Know the importance of information security and of reporting security breaches immediately when they occur.

	
	
	Exit
	Give the presentation to the coach and IT personnel.  Coach considers the presentation thorough, accurate and effective in showing how prompt action can mitigate security problems.

	
	HD3.4.2
	Competency
	Ability to manage and supervise help desk services

	
	
	Do
	Assist in the management and/or supervision of the help desk.  Obtain responsibility for and manage and/or supervise various help desk functions for significant periods of time.  Act as help desk manager or supervisor during the absence of the manager or supervisor.

	
	
	Know
	Know the principles of management and supervision of the help desk and associated services.

	
	
	Exit
	Periods of management and supervision are successfully conducted.  Discuss principles of effective management with the coach to show depth of knowledge. 

	CWF5: Install and upgrade PC and network devices
	
	
	

	
	HD3.5.1
	Competency
	Ability to install and properly configure wireless end user network devices and connections

	
	
	Do
	Participate in the installation and configuration of wireless connections such as; Personal Digital Assistants (PDA), networked pagers, networked cell phones, RF wireless device connections, etc.  Develop and document installation plans as required.

	
	
	Know
	Know the practices and procedures for connecting wireless devices and users.

	
	
	Exit
	Successful independent installation and configuration of various wireless devices and end user network connections.  Installation plans judged effective by coach.

	
	HD3.5.2
	Competency
	Basic ability to install new network architectures or configurations

	
	
	Do
	Participate in the installation, testing and turnover of a new network segment.  Assist in developing and documenting a detailed work plan for the installation.  Utilize the plan during the installation.

	
	
	Know
	Know the basic procedures for installing and implementing new network architecture and system configurations.

	
	
	Exit
	Develop an detailed work plan and successfully install, test and turnover a small network segment for an office or small building.   May be conducted as a principal team member or independently.

	
	HD3.5.3
	Competency
	Ability to conduct large scale software deployments

	
	
	Do
	Study and learn the organizations procedures and tools for large scale software deployments.  Assist in installing, configuring and testing the software for two or more large scale software deployments using the organizations tools and procedures.  Assess and document the effectiveness of the deployment and develop recommendations for improvements that may be apparent.

	
	
	Know
	Know how to conduct large scale software deployments.

	
	
	Exit
	Demonstrate ability to deploy operating systems, applications, patches and client computer configuration changes on a large scale.  Present documentation of the deployments effectiveness to coach along with any recommendations for improvements.

	
	HD3.5.4
	Competency
	Knowledge of the design and installation of network cabling

	
	
	Do
	Participate in the design and installation of cabling for a new or upgraded network segment.  Determine cable paths and layouts, types and capacities of cables needed, and connections and terminations required.  Participate in the installation and testing of all of the cable types required.

	
	
	Know
	Know the principles of cable design and installation for a new or upgraded network segment.

	
	
	Exit
	Successful participation in network cable design and installation. Provide documentation or results as required.

	
	HD3.5.5
	Competency
	Basic understanding of the organization's network and LAN architectures and supporting technologies

	
	
	Do
	Participate in document reviews and discussions on organizational network architecture and supporting technologies.  Develop a paper for oral presentation that accurately explains the organizational network architecture and supporting technologies.

	
	
	Know
	Know the basic principles of the organization's network and LAN architectures and technologies.

	
	
	Exit
	Paper is presented to the coach and coworkers and demonstrates a basic understanding of the architectures and technologies in use.


Certification Requirements - Level 3

Help desk Manager 

Windows XP (server) MCP

RELATED INSTRUCTION OUTLINE

HELP DESK TECHNICIAN

O*NET-SOC CODE:  15-1061.00   RAPIDS CODE:  1131CB
Recommended Instructor Led Training - Level 3 

Project Management Concepts (PMI or equivalent)

BCA principles

Developing effective performance metrics

IT department structure and group responsibilities

Principles of information assurance

Principles of management and supervision

Wireless/Telecommunications

Network Essentials Level I (Networking)

WORK PROCESS SCHEDULE

HELP DESK TECHNICIAN

O*NET-SOC CODE:  15-1061.00   RAPIDS CODE:  1131CB
Optional Qual Card Items Level 1- 3 with suggested Exit Criteria
	Level 1:  Work Practices
	
	
	

	
	HD1.0.1
	Competency
	Ability to use common office software tools

	
	
	Do
	Learn and practice using common office tools to accomplish job assignments.

	
	
	Know
	Know the basics for using organization's office software tools such as Word, Excel, Power Point etc. and office hardware such as copiers, fax machines etc.

	
	
	Exit
	Produce one or more work products using the organization's common office tools.  Basic proficiency is demonstrated.

	
	HD1.0.2
	Competency
	Knowledge of the organization's standard operating procedures and the system for their development and maintenance

	
	
	Do
	Review, discuss and learn organization's standard operational procedures.  Learn the organization's process for development, improvement and control of work processes.   Select, review and update a process used by the organization or develop a new simple process or procedure.

	
	
	Know
	Know the standard operating procedures and practices for the organization and the system used for process and procedure development, improvement and control.

	
	
	Exit
	A written paper, discussion or presentation on 10 or more key processes demonstrating a clear understanding of where to locate process documents and how processes are integrated into the organization.  A less complex process or procedure is developed or modified and approved for implementation.

	
	HD1.0.3
	Competency


	Ability to develop and deliver effective oral presentations

	
	
	Do
	Prepare and present three formal oral presentations to an audience.  (Note: Presentations required by other Qualification Cards can help to fulfill this requirement.)

	
	
	Know
	Know how to prepare and deliver effective oral presentations.

	
	
	Exit
	Three formal oral presentations are prepared and effectively delivered to an appropriate audience.

	
	HD1.0.4
	Competency
	Knowledge of basic team building concepts and principles

	
	
	Do
	Review, learn and successfully practice teamwork principles.  Participate as a member of 2 or more teams conducting different efforts.

	
	
	Know
	Understand general team building concepts, the value of teamwork and general principles of high-performance teams.

	
	
	Exit
	Effective participation as member of 2 or more teams. 


	Level 2:

Work Practices
	
	
	

	
	HD2.0.1
	Competency
	Knowledge of performance measurement concepts

	
	
	Do
	Review, discuss and learn how the organization measures operational performance. Practice developing performance measures for new areas of the organization's operation.

	
	
	Know
	Know the concepts and practices of operations performance measurement.

	
	
	Exit
	Successful development or maintenance of an operational performance metric.

	
	HD2.0.2
	Competency
	Knowledge of project outcome analysis and lessons learned

	
	
	Do
	Analyze the outcome of a project as a member of a project team or independently for a simple project. Identify what worked well and why as well as what did not work well and why.  Identify how to capitalize on what worked well and recommend actions to correct what did not.

	
	
	Know
	Know the basics of project outcome analysis and lessons learned.

	
	
	Exit
	The outcomes of a project are formally presented along with supporting analysis and lessons learned.

	
	HD2.0.3
	Competency
	Ability to prepare formal technical reports using technical writing techniques

	
	
	Do
	Produce a formal technical report on an IT related subject that is complete, accurate and convincing.   Use standard company formats and workplace office tools. (Note: A formal report required by another Qualification Card can be used to meet this requirement).

	
	
	Know
	Understand the basic principles of technical writing and how to prepare formal technical reports.

	
	
	Exit
	Development and presentation of a formal technical report that is complete, accurate and effective and is produced using standard formats and office tools.

	
	HD2.0.4
	Competency
	Knowledge of organization's budgeting and planning processes

	
	
	Do
	Participate in organizational planning and budgeting efforts.  Learn and understand related approval processes and funding flows within the organization.

	
	
	Know
	Understand the processes and concepts of the organization's budgeting and planning practices.

	
	
	Exit
	A review validates an understanding for the organizational planning, budgeting, approval processes and how funding flows within the organization.


	Level 3:Work Practices
	
	
	

	
	HD3.0.1
	Competency
	

	
	
	Do
	

	
	
	Know
	

	
	
	Exit
	

	
	HD3.0.2
	Competency
	

	
	
	Do
	

	
	
	Know
	

	
	
	Exit
	

	
	HD3.0.3
	Competency
	

	
	
	Do
	

	
	
	Know
	

	
	
	Exit
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 IT Generalist consists of a broad horizontal level  touching all concentrations.


3 LITE IT Generalistsare available for HelpDesk, Networking, and Applications.


All other concentrations have 3 levels describing competencies, critical work functions and key activities for the technician; 


Level 1 - Entry Level. Level 2 - Full Working. Level 3 – Expert.
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