
1. Course title User support

2. Course code F18L2W165

3. Semester 3

4. Unit offering the
course

Faculty of Computer Science and
Engineering

5. ECTS 6

6. Goals of the study programme

After finishing the course, the student is expected to
understand the methods and systems for solving IT related
problems through providing a high quality technical support

7. Contents of the study programme

Basic concepts of technical support. Types of technical
support. Systems for technical support and their relations to
the systems that support the operational processes, user and
resource management, processes in technical support
(problem management, notifications, resolution of conflicts,
responsibility threads), basic principles of budgeting of the
technical support, organization of the systems for technical
support, ITIL service transition and service operation.
Implementation of technical support systems (SLAs,
contracts, local support, phone and internet based systems,
IVRs)


