IT Support: Fundamentals

Modality: On Demand

Duration: 16 Hours

About this course:

In this course, you will be introduced to and better understand the role of an IT support agent,
including core priorities and key responsibilities. You will learn how to improve your support skills by
interacting with other roles and mastering specific performance skills.

The course then examines what influences customer behavior when dealing with IT Support,
including global cultural differences and communication styles. The course concludes with an
introduction to the basic stages of case management, from initial receipt of a support call through
solution development and closure.

This is the first in a series of four courses that are targeted to individuals who are considering a move
into IT Support.

Course Objective:
¢ Introduce the support agent role
e |dentify the core priorities and key responsibilities of a support agent
¢ Improve your support skills by interacting with other roles
¢ |dentify the performance skills a support agent should master
¢ Understand what drives customer behavior when interacting with support agents
e Examine how cultural dimensions and communication styles affect customer behavior

¢ Learn how different cultures view time
e Examine the basic stages of IT Support case management

Audience:

e |IT Support officer
Prerequisite:

e There are no prerequisite required for this course
Course Outline:

Introduction to the Support Agent Role

e The Support Agent Role
¢ Key Responsibilities of a Support Agent
e Skills and Competencies
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¢ Core Priorities of a Support Agent
Relationships

Support Models

Compensation and Rewards
Module Assessment Exam

Global Cultural Competence

Understanding What Drives Behavior
Cultural Dimensions

e Communication Styles

Time Orientation in Different Cultures
Module Assessment Exam

Introduction to Case Management

Case Flow Stages

e Assignment

e Scoping

Solution Development
Solution Validation
Closure

Module Assessment Exam

Course Conclusion

e Graded Exercise: Support Agent Fundamentals
¢ Final Exam?
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