2.1.1. ISP Help Desk Organization

Through what is ISP support typically provided?

What do help desk technicians provide?

2.1.1 (2)

What are the three levels of customer support and what do they do?

How many persons can a help desk consist?

2.1.2 Roles of ISP Technicians

Tell three responsibilities of Level 1.

Describe three responsibilities of Level 2.

2.1.2 (3)

Who provide Managed Service Providers (MSP)?

What are the responsibilities of Level 3?

2.1.2 Roles of ISP Technicians

Do the activity

2.1.3 Interacting with Customers

What kind of support are Help desk technicians required to provide?

What kinds of skills do help desk technicians have to have?

What does incident management include?

What is a help desk script?

2.1.3 (2)

Name three customer service skills

2.1.3 (3)

Why is it important for the technician to make a good impression on the first visit to a customer location?

2.1.3 (4)

Do the activity.

2.2.1 Using the OSI model

Why is it important for a help desk technician to use OSI model to do troubleshooting?

Take a look at the functions of the seven layers.

2.2.1 (2)

What are upper layers and what are lower layers?

What are end stations usually work with?

What are networking devices concerned with?

2.2.2 OSI Model Protocols and Technologies

What are Layers 7, 6, and 5 responsible for?

What does Application Layer do?

What does Presentation Layer do?

What does Session Layer do?

2.2.2 (2)

What are Layer 4’s responsibilities?

What are Layer 3’s responsibilities?

2.2.2 (3)

What does Layer 2 do and what does Layer 1 do?

2.2.2 (4)

Do the activity.

