	Institution:
	Howard College
	Award Title:
	Certificate Level II Computer and Information Sciences and Support Services with Specialization in Integrated Computer Maintenance and Networking Technology 

	Program:
	Technical Support
	Award CIP Code:
	11.0100.00


	Key Activities to WECM Courses Matrix

	Key Activity #/Statement
	WECM Course Rubric, Number and Title

	
	CPMT 1345 Computer Systems Maintenance
	CPMT 2345 Computer System Troubleshooting
	 ITNW 2335

Network Troubleshooting and Support

	 ITSC 1321 Intermediate PC Operating Systems
	 ITSC 2339 Personal Computer Help Desk Support
	 ITSC 2386 Internship- Computer and Information Sciences, General
	ITSY 1300 Fundamentals of Information Security
	     
	     
	     
	     
	     

	A1. Analyze problem and research solutions
	 
	X
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	A2. Query existing knowledge base 
	 
	X
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	A3. Identify, test and implement solutions
	 
	X
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	A4. Manage problem resolution
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	A5. Communicate technical solutions and implementation processes
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	A6. Implement long-range solutions
	 
	X
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	A7. Document hardware and software problems and resolutions
	 
	X
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	B1. Gather and analyze customer input
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	B2. Manage working relationships with customers
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	B3. Perform negotiated services
	 
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 

	B4. Act as liaison between groups
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	B5. Provide training in hardware and software to peers, and to internal and external customers
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	B6. Manage and prioritize demands from multiple customers
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	B7. Solicit customer feedback and apply input to improve quality of service 
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	B8. Document, communicate and resolve customer feedback and requests
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	B9. Manage customer experience and satisfaction through multiple tiers of the escalation process
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	C1. Identify and interpret customer requirements
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	C2. Evaluate present software and system configuration
	 
	X
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	C3. Develop installation plan
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	C4. Install, configure and test system hardware and peripherals
	x
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	C5. Install, configure and test new operating systems, applications and upgrades
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 
	 

	C6. Optimize system performance
	 
	x
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	C7. Perform quality checks on work outcomes
	 
	x
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	C8. Prepare and maintain systems documentation
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	C9. Develop contingency and recovery plans
	 
	 
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 

	D1. Operate computer system and run system applications
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 
	 

	D2. Perform system and network diagnostics 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 
	 
	 

	D3. Monitor and analyze system performance
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 
	 
	 

	D4. Develop and implement preventative maintenance plan
	x
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	D5. Evaluate maintenance processes and outcomes
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	D6. Communicate and document maintenance procedures and system status
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	D7. Make recommendations to address recurring customer issues
	 
	 
	 
	 
	x
	 
	 
	 
	 
	 
	 
	 

	D8. Make recommendations and support internal processes and operations
	 
	 
	 
	 
	x
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