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 Course description* 
This student-run help desk prepares students to provide first-line technical support to students, support staff, and teachers. Students are 
trained to listen, observe, and assess general end-user issues. The hands-on classroom environment gives students the opportunity to 
learn how to troubleshoot hardware, software, and network problems, as well as process service tickets and inventory stock. Students 
have individualized career pathways of study that include customer service and leadership, coding in JAVA or Python, Apps, CompTIA A+, 
MOS (Microsoft Office Specialist), and Google Apps. A two-day summer bootcamp is a course requirement. This course may be repeated. 
 

Credit weight* 
College Prep 

Link to published core curriculum map* 
 

Priority Standards* 

Semester 1 and 2 

     Create an electronic career portfolio demonstrating acquired skills and TSI achievements. 

     Troubleshoot and repair Chromebook hardware and software issues. 

     Demonstrate understanding of ticketing systems by creating, editing and updating work tickets. 

     Provide excellent customer service to students and teachers by using proper greetings, documenting issues, providing information 
regarding repairs and fees and solving issues efficiently. 

     Demonstrate proficiency with using Google Apps and other Leyden systems by educating and supporting students and teachers. 

     Validate proficiency in a technology related area (student choice) by completing assignments and projects (pathway) and/or obtaining 
certifications. 

 
 

Grading Categories* 
(Common for all instructors of this course) 

 Category Percent Weights* 
(Common for all instructors of this 
course) 

Class Participation 
Service & Repair: Includes students’ abilities to troubleshoot and repair Chromebook hardware 
and software issues.  This grade also includes assessment of students’ customer service skills. 

25% 

Homework 
Before/After School Duty:  Includes students’ required before and after school TSI duty.  Based 
on the enrollment of the course, students will be required to complete a duty once every 
quarter, semester or academic year. 

15% 

Labs 
Ticketing System:  Includes students’ ability to create, edit and update tickets.  This grade also 
includes students’ ability to accurately document all issues and repairs. 

25% 

Projects 
Pathway: Includes independent pathway assignments and projects.  

35% 

 

Leyden High School D212 Common Grading Scale*: 90 - 100  A; 80-89  B; 70 - 79  C; 60 - 69 D; Below 60- F

https://sites.google.com/a/leyden212.org/leyden-curriculum-maps/business/bus-351-352-tech-support-internship


 
Other information: Course Pathway Options 
 

Certification CompTIA A+: The objective of this pathway is to allow students to independently 
pursue CompTIA A+ certification.  This certification validates foundation-level 
knowledge and skills necessary for a career in IT support.  CompTIA A+ certification is 
mandatory for the service technicians in many technology companies including Dell, 
Intel, Lenovo and Ricoh.  Becoming certified proves competence in areas such as 
installation, preventative maintenance, networking, security, and troubleshooting. 
  
Microsoft Office Specialist: The objective of this pathway is to allow students to 
become Microsoft Office Specialists by passing the MOS certification exam.  A 
Microsoft Office Specialist (MOS) certification helps validate proficiency in using 
Microsoft 2013 and meets the demand for the most up-to-date skills on the latest 
Microsoft technologies.  Student who pass the certification exam show that they can 
meet globally recognized performance standards. 
 
Microsoft Technology Associate:  The objective of this pathway is to allow student to 
become Microsoft Technology Associates in a variety of technology areas. 
Technology areas include software development, web development, gaming 
development, HTML5 application development, software testing, Office 365 Cloud, 
mobility & device, Windows Operating System, Windows Server administration, 
networking, security, and database administration. 

Coding The objective of this pathway is to allow students to independently pursue skills in 
computer programming.  Students who choose this pathway will gain “hands on” 
experience in a variety of computer skills that will benefit them in any future 
profession they pursue. 

Web Design The objective of this pathway is to allow students to independently pursue skills in 
web design.  This pathway will involve learning various coding languages and creating 
a webpage from scratch.  This pathway is only available if the Web Design class is not 
being offered as a traditional Business Education course. 

App Development The objective of this pathway is to allow students to independently pursue skills in 
building and developing apps for Android or iOS devices.  Android is a Linux-based 
operating system designed primarily for touchscreen mobile devices.  Android 
powers hundreds of millions of mobile devices in more than 190 countries around 
the world.  It is the largest installed base of any mobile platform.  iOS is a mobile 
operating system develop and distributing by Apple Inc.  

Innovation & Design The objective of this pathway is to allow students to explore their innovative side 

through a partnership with InBox3D. This pathway includes training sessions led by 

the creator and lead engineer from InBox3D and focuses on the design and creation 

of 3D items. 

Video Game Design The objective of this pathway is to allow students to independently pursue skills in 

video game design.  Students who choose this pathway will gain hands on experience 

in a variety of video game design softwares that will benefit them in a future career 

in game design.  This pathway is only available to students who have completed 

Video Game Design 1 and are concurrently in Video Game Design 2. 

Customer Service The objective of this pathway is to allow students to explore customer service and 

administrative assistant careers and develop skills necessary to be successful in those 

positions.  This pathway will include required Microsoft Office certifications. 



Independent The objective of this pathway is to allow students to design a pathway of their own. 
This option is available to students who want to explore technology areas that are 
not included in any of the above pathways.  To complete an independent project, 
students must submit a proposal and get approval from their TSI instructor. 

 
 
 
 
 

  

  

 
 


