NORTHEAST REGION

TRAINING OPPORTUNITY





COURSE TITLE
HELP DESK ANALYST (HDA) “BOOT CAMP” CERTIFICATION   




VENDOR
System Source, 338 Clubhouse Road, Hunt Valley, MD  21031-1398.  Call James Barnum, 410-306-1205 for nominations, substitutions, space reservations, or cancellations.  Fax:  410-306-0163




DATES/LOCATION
2, 3, & 4 Dec 03, Bldg. 5445, Aberdeen Proving Ground, MD




LENGTH
3 Days (24 Hours)




START/END TIMES
0900 – 1600 Hours 




COST
$1275/Per Participant




REGISTRATION DEADLINE
Registration Deadline:  18 Nov 03

Please fax DD Form 1556  for course registration to James Barnum, 410-306-0163

Call the Course Manager,  (James Barnum, 410-306-1205) if you have a nomination but have missed the suspense; there may still be spaces available.




COURSE MANAGER
James Barnum, DSN 458-1203, or (410) 306-1205, Send an email message to the Course Manager if you are interested in taking this course:  james.barnum@cpocner.apg.army.mil




COURSE DESCRIPTION





The Boot Camp focuses on preparing students to pass the HDI Help Desk Analyst (HAD) Certification test and instructs students on essential analyst skills, unstanding help desk tools, and problem-solving techniques.  In addition, students will be prepared to pass the HDI Customer Support Specialist (CSS) Certification test.  Help desk tools, computer and network technology awareness, and problem-solving techniques increase the ability to solve problems efficiently in the support center.  Real world exercises case studies and analyses provide creative solutions to everyday opportunities and challenges.  Learn the essential skills necessary to manage the various aspects of the support center, such as processes, knowledge, assets, resources, and security.  Increasing abilities to solve problems – and to create structure to become more proactive – is achieved through an increased understanding of the roles and responsibilities of the support center professional.

You will learn:

· Basic tools and technologies used in the customer support industry

· Commonly used support methods – pros and cons

· The importance of a business contingency plan

· The role of the help desk in asset management

· Implementation of changes in the customer environment

· Common processes in managing help desk resources

· The basic anatomy of networks and system administration

· The best method to solve problems more quickly, with less stress

· How to become more creative in problem solving

· The importance and benefits of measuring the delivery of customer support

· How to create “win/win” positive interactions with customers and co-workers

· How to identify underlying customer needs

· How to gain agreement with customers, and meet and exceed customer expectations

· The difference between providing solution sand satisfying a customer’s psychological needs

· How to deal effectively with a variety of situations

· How to work with unrealistic or angry customers

· How to gain satisfied customers through better listening

· The guidelines for problem escalation

· The importance of delegation

.  This three day course contains all content necessary to successfully pass HDI’s HDA Certification test and the HAD CSS Certification test.  





WHO SHOULD ATTEND/PREREQUISTES





The Boot Camp is for all staff in the Help Desk and support center environment who are dedicated to providing outstanding levels of customer support and is recommended for front-line support center representatives and managers who want  to develop the framework knowledge of help desk and support center operations

Check your Army Civilian Training Education and Development System Plan at http://cpol.army.mil/train/acteds   to see if course will satisfy the core competency requirements in your Career Program or Career Field.





METHOD OF INSTRUCTION





Interaction, practical exercises and group discussions





HOW TO NOMINATE





FAX Page 1 (front only), DD Form 1556 to HRD, NECPOC (410-306-0163 or DSN 458-0163) by the registration deadline. Make sure Blocks 17, 19, 23, 25, 27 and 37 are properly completed. Include nominee's email address and Training Coordinator's phone number and email address in Block 18. If deadline for registration has passed, call the course manager or check the Northeast Region Monthly Course Announcement to see if spaces are still available. Please notify the Course Manager if special needs are required to accommodate an attendee (wheelchair access, interpreter, etc).

Do not attend unless you have received confirmation from the course manager. Although we try to accommodate all training needs, faxing a nomination to us does not guarantee a space allocation. Check with your activity Training Coordinator if you have not received confirmation two-four weeks prior to the class starting date.





 CANCELLATION POLICY





Contact the Course Manager to withdraw your nomination prior to the registration deadline to avoid being charged for the course. After the registration deadline, you will need to contact the course manager to cancel and determine whether your organization will be charged. We will avoid charging whenever possible but if we have contracted for the course and only have the minimum number required to pay the bill, we have no choice but to bill for late cancellations and "no shows." 





BILLING INSTRUCTIONS





DD Forms 1556 cannot be processed unless blocks 27, 29 and 37 are properly completed. Click here http://cpolrhp.army.mil/ner/hrd/02tp/payment_options.htm for instructions. 





