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	Work Process Schedule
	
	OJT HRS

	Troubleshooting issues for Customers

Diagnose and resolve customer reported system incidents, problems, and events.

Troubleshoot system hardware and software.

Oversee the daily performance of computer systems

Refer major hardware or software problems or defective products to vendors or technicians for service

	
	1.5K

	System Install and Management

Install and configure hardware, software, and peripheral equipment for system users in accordance with organizational standards.

Administer accounts, network rights, and access to systems and equipment.

Enter commands and observe system functioning to verify correct operations and detect errors.

Modify and customize commercial programs for internal needs

Perform asset management/inventory of information technology (IT) resources

	
	500

	Incident Tracking and Analysis

Monitor and report client-level computer system performance.

Make recommendations based on trend analysis for enhancements to software and hardware solutions to enhance customer experience.

Maintain incident tracking and solution database.

Develop a trend analysis and impact report.

Analyze incident data for emerging trends.

	
	1K

	Educate Customers

Develop and deliver technical training to educate others or meet customer needs

	
	1K

	Totals
	
	OJT HRS
4K
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	Related Instruction Online
	RSI HRS

	Computer Foundations
	50

	General Practices - Computer Basics
	68

	General Practices - Security Basics
	50

	Client Operating System Basics
	40

	Network Operating Systems
	50

	General Practices - Advanced Networking
	30

	Totals
	RSI HRS
290




