
INTRODUCTION TO HELPDESK 
	ITE 180	
Ms. Lynn L. Feist 
Office: 427 
Office Phone: 	703.878.5728 
Email Address: 	Ifeist@nvcc.edu 
Office Hours: 	By appointment (fifteen minutes before class or after class) 

Text: Introduction to Help Desk Concepts and Skills, ISBN: 007-821677-X, Sanderson, Susan M. 

Course Policy: Attendance: Regular attendance is required and an attendance record will be maintained. Absences will necessarily affect grades due to class participation and group activities. If you have any cold or flu symptoms, absences will be excused. In the event of an emergency cancellation of class, please check Blackboard for further instructions.  See   http://tac.nvcc.edu/blackboard/student/ for more information on how to use Blackboard.
Withdrawal: Withdrawals from this course are the student's responsibility. If for any reason you are unable to complete the course, you must complete a course withdrawal form and submit it to the Office of Admissions & Records. Failure to follow procedure will result in a failing grade (F) for the course. The last day to withdrawal without grade penalty is: 
Participation: Active and consistent class participation is expected. Participation includes, answering questions when called on, contributing to class discussions, working in small group activities, and regular attendance. Simply attending class is not participation. Average or standard participation will receive 70%; students must perform at an above average level. These are not automatic points. 
Students with Disabilities (ADA): If you have a diagnosed and documented disability. which may cause you to have difficulty with any portion of the requirements of this course, please contact the Special Needs Counselor in the Counseling Office, room 202, as soon as possible so that arrangements can be made. In addition, contact the instructor and let them know what arrangements are necessary. 
Academic Dishonesty Policy: Academic dishonesty includes cheating, plagariarism, and other forms of dishonorable conduct. Such dishonesty will not be tolerated. Penalties can range from the issuance of failing grades (on an assignment, an exam, or the course) to being referred to the Dean of Student Development for further disciplinary action, including possible expulsion from the college. More detailed information about the college policy is in the College Catalogue and Student Handbook or can be viewed on the college web site. 
Disruptive Behavior Policy: Disruptive behavior or threat of physical harm will not be tolerated. This includes, but it not limited to, a variety of behaviors such as use of cell phones, talking during lecture, surfing the web, reading, and/or bothering other students. Students in violation will be asked to leave the classroom. Other disciplinary action may be taken in accordance with the policies in the college Student Handbook. 
Emergency Evacuation Procedures: Please take note of the closest fire exit to the classroom. You will find a framed emergency evacuation plan on one of the walls in each of the classrooms. This describes the procedures that must be followed, and diagrams the evacuation routes that are to be used in case of emergency. All occupants must immediately evacuate the building when the fire alarm bells lights are activated unless the Building Warden has advised that the system is undergoing a scheduled test. Occupants will exit the building using posted evacuation routes or the nearest safe exit. Elevators will not be used during emergency evacuation. Upon exiting, occupants are to continue moving until they are at least 300 feet from the building. The instructor will assist handicapped persons to the designated assistance areas. You should take your coats and purses with you, as there is no assurance that you will be allowed to return. Evacuation procedures will be discussed during the first class session. 
Tests:      Four (4) examinations (100 pts each) will be given during the semester. Tests will consist of multiple choice questions and essays. Test dates are listed in the class schedule. Absence for a test will result in a grade of zero unless you have been granted PRIOR permission or contacted the instructor. Make-up tests and extra credit work will be given for absences due to cold and flu symptoms. No make-up exams are given without acceptable documentation. 
Grading: 
All assignments and exams are due on the date designated on the course schedule. Late assignments are not accepted and will negatively affect your grade. Students are expected to be in attendance and prepared on exam dates. 

EXAMS Exam One (chapters 1-3) 100 pts Exam Two (chapters 4-6) 100 pts Exam Three (chapters 7-8) 100 pts Exam Four (chapters 9-10) 100 pts 
CRITICAL THINKING two critical thinking assignments @ 25 pts each 50 pts 
AUDIO EXERCISES (5 @ 25 pts each) 125 pts 
CLASS PARTICIPATION 25 pts TOTAL: 600 pts 
GRADING SCALE: 
540-600 90% A 
480-539 80% B 
420-479 70% C 
360-419 60% D 
Below 360 F 

Assignment Instructions: 

Critical thinking: At the end of chapter, under the critical thinking area, pick one question and write a brief essay to one of the issues. The document must be double spaced, 12pt font and answer the question fully.  The instructor will select chapter to pick from. 
Audio Exercises: The Instructor will assign selected audio exercises in the helpdesk software, for students to answer. 
Schedule Changes: The instructor retains the right to change the schedule and/or assignments as necessary. Any changes will be announced in class. 
TENTATIVE CLASS SCHEDULE: 
CLASS # Material Covered Assignments due in class: Class 1: Introductions Syllabus 
Class: 13: Chapter 9 Read chapter 9, Critical Thinking #2 
Class 2: Chapter 1 Assignment: Read chapter 1 
Class 3: Chapter 2 Read chapter 2, Audio Exercise #1 
Class 4: Chapter 3 Read chapter 3, Review 
Class 5: Chapters 1-3 Exam 1 
Class 6: Chapter 4 Read chapter 4, Audio Exercise #2 
Class 7: Chapter 5 Read Chapter 5, Critical Thinking #1 
Class 8: Chapter 6 Read chapter 6, Audio Exer#3, Review 
Class 9: Chapter 4-6 Exam 2 
Class 10: Chapter 7 Read chapter 7, Audio Exercise # 4 
Class 11: Chapter 8 Read chapter 8, AudioExer#5, Review 
Class 12: Chapter 7-8 Exam 3 
Class 14: THANKSGIVING HOLIDAY -NO CLASS 
Class 15: Chapter 10 Chapter 10, Review 
Class 16: Chapter 9-10 Exam 4 
