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Who Are We?
The Husky Hub Student Helpdesk is a student staffed technology helpdesk
offering support to Mt. Hope High School staff and students.This exciting opportunity is
open to all grades. Students will learn to troubleshoot technology-related hardware and
software issues in a hands-on approach. Students will analyze problem sets during their
scheduled shifts and will decide the best approach to solving or addressing the problem
while being mentored by Technology Department and Library Media staff. In addition to
solving problems for students and teachers, students will be required to complete and
maintain several assigned tasks that address skills necessary to be successful in the
workforce, in general; and specifically in the Information Technology industry. The
Tasks/Skills Rubric below describes the tasks students will be involved in as well as the
pertinent skills addressed.
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Tasks/Skills Rubric
The skills covered during a student’s time with the Husky Hub Helpdesk will help
prepare them for working in the Technology field. These skills are based on the RI
Department of Education’s Industry Specific Standards for Information Technology.

Task

Skills covered

Analysis
●
●

Triage a Chromebook
Troubleshoot classroom set-up

●
●
●
●
●

●
●
●
●

Hardware Repair
●
●
●
●

Replace a Chromebook display
Disconnect/Reconnect a Chromebook
battery
Powerwash a Chromebook
Recovered a Chromebook using a USB
stick

●
●

●
●

Software
●

Created an USB recovery stick for
Chrome devices

●

Receive and record all calls from users
Directly address common requests/issues
Provide initial assessment of all incidents
Resolve basic incidents and requests
Make first attempt at incident resolution
and/or effectively determine when incident
should be escalated to 2nd level support
staff based on standards and guidelines in
place
Strong oral and written communication
skills (both technical and non-technical)
Demonstrated problem-solving skills
Demonstrate excellent follow-through
Highly organized

Resolve basic incidents and requests
Make first attempt at incident resolution
and/or effectively determine when incident
should be escalated to 2nd level support
staff based on standards and guidelines in
place
Strong understanding of the PC client
computing infrastructure
Demonstrated problem-solving skills

Provide a single point of contact for all
users of the company’s infrastructure
computing environment
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●
●
●

Performed a Windows reinstall
Using the ticketing system (Spiceworks)

●

g.co/applieddigitalskills

●

●
●
●
●

Network
●

●

Troubleshooting network issues
●
●
●

●

Videos
●
●

●
Digital Citizenship for Students Brief Intro
The Six Steps in a Successful Tech
Support Session

Understand support model and respond to
questions or issues in accordance with
standards and service levels
Directly address common requests/issues
Provide initial assessment of all incidents
Make first attempt at incident resolution
and/or effectively determine when incident
should be escalated to 2nd level support
staff based on standards and guidelines in
place
Demonstrated problem-solving skills

●

Understand support model and respond to
questions or issues in accordance with
standards and service levels
Ensure calls are properly entered into call
tracking systems in timely manner
Thorough understanding of Service Desk
telephone system and call trouble ticket
process
Excellent customer service and
interpersonal skills; telephone etiquette
Strong oral and written communication
skills (both technical and non-technical)
Highly effective active listening skills,
questioning, and issue management
Demonstrate excellent follow-through

●

Directly address common requests/issues

●
●

●
●
●

Research

Strong understanding of the PC client
computing infrastructure
Understand support model and respond to
questions or issues in accordance with
standards and service levels
Strong oral and written communication
skills (both technical and non-technical)
Highly effective active listening skills,
questioning, and issue management
Demonstrate excellent follow-through
Highly organized
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●

●

Google Classroom
○ Google Classroom Help for
Teachers
■ Get started
■ Create and manage
classes
■ Create and grade student
work
■ Communicate with your
students
■ Communicate with
guardians
■ Troubleshooting for
teachers
○ Google Classroom Help for
Students
■ Get started
■ Manage classes
■ Manage work
■ Connect with your class
■ Troubleshoot errors and
access to Classroom
Use the 3d printer
○ Familiarity with the
software/hardware

Create
●
●
●
●

Tutorial/How to’s for Twitter
Newsletter?
Tip of the day?
I have maintained a blog on Technology
topics in which I am personally interested.
○ Blog ideas include:
■ Learning Modules create a learning module
(in the form of a
screencast) with a
step-by-step tutorial.
■ Critical Analysis - provide
your point-of-view on
trends and issues in
technology.

●
●
●
●

Resolve basic incidents and requests
Demonstrated problem-solving skills
Self-motivated
Commitment and willingness to
continually learn new products and
technologies

●
●
●

Directly address common requests/issues
Resolve basic incidents and requests
Strong oral and written communication
skills (both technical and non-technical)
Demonstrated problem-solving skills
Self-motivated
Highly organized

●
●
●
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■

■

App Review - review an
app; either one currently
being used in the district
or one the district is
considering using.
Teacher profile from an
interview you conduct.

Work Readiness
●
●

Know what ‘Elevating’ or ‘Escalating’ the
ticket means
Steps to a successful Help Desk
interaction
○ CompTia A+ teaches a certain
model
■ Step 1: Identify the
problem
■ Step 2: Establish a
theory of probable cause
■ Step 3: Test the theory to
determine cause
■ Step 4: Establish a plan
of action to resolve the
problem and implement
the solution
■ Step 5: Verify full system
functionality and if
applicable, implement
preventative measures
■ Step 6: Document
findings, actions, and
outcomes

●

●

●
●
●

●
●
●
●
●
●
●

Understand support model and respond to
questions or issues in accordance with
standards and service levels
Monitor, manage, and escalate all
incidents from start to finish according to
Service Level Agreements
Receive and record all calls from users
Provide initial assessment of all incidents
Consult more senior members of staff
before providing “ad hoc” information
regarding a service incident
Keep users informed of status and
progress of incidents
Ensure calls are properly entered into call
tracking systems in timely manner
Excellent customer service and
interpersonal skills; telephone etiquette
Highly effective active listening skills,
questioning, and issue management
Demonstrate excellent follow-through
Team player
Highly organized
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Mt. Hope High School
Information Technology Student Helpdesk Program

Student Application Process
Student Name: __________________________ Grade _______ Advisory _________
School Email: ____________________________ Phone Number _________________
Guidance Counselor: ____________________

Student Checklist - Prior to Placement
❏ Develop a resume
❏ Fill out Application
❏ Interview/Tour of Husky Hub Helpdesk Site
❏ Husky Hub Helpdesk Approval
Student Checklist - Prior to Start Date
❏ Indemnification
❏ Helpdesk Confidentiality Agreement
Student Checklist - During Placement
❏ Daily Sign-in/out
❏ Running Blog of experiences
❏ Student Self Assessment
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Essay Questions
Students must answer the following essay questions prior to being placed at the
Husky Hub Student Helpdesk. These questions can be answered on the
Application.
1. Please explain why you would like to be considered for this opportunity.
2. Please explain how you believe working with the Husky Hub Tech Student
Helpdesk will benefit you.
3. What, if any, experience do you have in computer technology (personal, work,
educational)?
4. Please explain a time when you helped someone with a technology problem.
5. How would you define customer service?
6. What does it mean to be a good digital citizen?
7. Please tell us about an area of technology that interests you.
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(This document will be provided for signature after you have been accepted into the program.)

Helpdesk Student Performance
Expectations
Time Management/Productivity
● The student will report to his/her shift on time based on the schedule created.
● If the student is unable to attend his/her shift, s/he will be required to contact the
helpdesk supervisors.
● The student is expected to check their district issued email account at least once
per day.
● The student will have a Tasks List on which they should work on when there are
no tickets.
● The student is responsible for signing into and out of each shift.
● The student will bring their district issued Chromebook to their shift.
● The student will be able to function independently with little direct supervision.
Cooperation & Collaboration
● The student must be in compliance, and remain in compliance, with academic,
attendance, and behavioral requirements.
● The student is expected to respond to emails sent from staff.
● The student will maintain a team-oriented attitude.
Human Relations & Interpersonal Skills
● The student is expected to provide excellent customer service to each person
that the Husky Hub Helpdesk services, including teachers, administrators, and
students.
Miscellaneous
● The student will keep all matters confidential.
● The student will abide by the Mt. Hope High School Student Handbook.

_________________________________________________
Helpdesk Student’s Signature

_______________________
Date
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(This document will be provided for signature after you have been accepted into the program.)

Indemnification
The undersigned, _____________________________ in consideration of the Bristol
Warren Regional School District (the “District”) permitting me to participate in the Mt.
Hope High School Student Helpdesk Program during the _____ school year , hereby
agrees to indemnify and hold harmless the District, and its administrators, officers, and
employees, from liability for any and all claims, by whomever made, arising from injury
to me of any kind whatsoever as a result of my participation in the Mt. Hope High
School Student Technology Helpdesk Program.
I also hereby waive any claim I may have against the District, and its administrators,
officers and employees, from injury to me of any kind whatsoever, arising from my
participation in the Mt. Hope High School Student Helpdesk Program, and I hereby
covenant not to sue the District and/or its administrators, officers and employees, for
such claims.

By ____________________________________

Date ____________________

In the case of a minor, the parent must sign below on behalf of his/her child,
_______________.
By ____________________________________

Date ____________________
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Parent/Guardian
(This document will be provided for signature after you have been accepted into the program.)

Helpdesk Confidentiality Agreement
I understand that in the course of my helpdesk experience I may have access to and be
involved in the processing of verbal, written, computer generated, computer accessed,
filmed, and/or recorded information to clients, employees, and staff or company
business.
I understand that I am required to maintain confidentiality of this direct or indirect
information at all times, both during and after my helpdesk experience. I understand
that I will not share, discuss, or reveal any of this information with anyone.
I understand any breach of confidentiality may result in termination of working the
helpdesk, and disciplinary action, including but not limited to detention and/or
suspension from school and legal action.
By signing below, I agree to follow the terms of this agreement.

Student Name: _______________________________________________________________

_________________________________________________
Helpdesk Student’s Signature

_______________________
Date

_________________________________________________
Site Supervisor’s/Mentor’s Signature

_______________________
Date
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Tasks Checklist
Student Name:
School Year:
Below are a number of Tasks that you can learn during your time working with the Husky Hub
Technology Student Help Desk Team. Please check mark those items that you have completed.
Below each task is a space to provide supporting evidence for the task. Please provide a
Spiceworks ticket number or have an IT staff initial the task.
NOTE: To add a checkmark, right click the checkbox and choose the checkmark.

Analysis
❏ I have triaged a Chromebook using the BWRSD process.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have configured and troubleshot a classroom set-up using the BWRSD process.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
Hardware Use/Repair
❏ I have replaced a Chromebook display using the BWRSD process.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have disconnected/reconnected a Chromebook battery.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have power-washed a Chromebook.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have recovered a Chromebook using USB recovery media.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have learned how to use the 3d Printer
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
Software use
❏ I have created an USB recovery media for Chrome devices.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have performed a Windows reinstall.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have used Spiceworks (BWRSD ticketing system).
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
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Shadowing
❏ I have shadowed an IT personnel member.
❏ IT Staff Initials_______.
❏ I have written a reflection on the experience.
❏ Please provide link here:
Create
❏ I have created a "How-To" for Twitter.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have provided a "Tip of the Day" for Twitter.
❏ Spiceworks ticket number:________ or IT Staff Initials_______.
❏ I have maintained a blog on Technology topics in which I am personally interested.
❏ Blog ideas include:
❏ Learning Modules - create a learning module (in the form of a screencast)
with a step-by-step tutorial.
❏ Critical Analysis - provide your point-of-view on trends and issues in
technology.
❏ App Review - review an app; either one currently being used in the district
or one the district is considering using.
❏ Teacher profile from an interview you conduct.
❏ Please provide link here:
Learn Google Classroom
❏ Google Classroom Help for Teachers.
❏ Get started.
❏ Create and manage classes.
❏ Create and grade student work.
❏ Communicate with your students.
❏ Communicate with guardians.
❏ Troubleshooting for teachers.
❏ Google Classroom Help for Students
❏ Get started.
❏ Manage classes.
❏ Manage work.
❏ Connect with your class.
❏ Troubleshoot errors and access to Classroom.
❏ “I have read the Google Classroom documentation.”
❏ Student Initials:_______.
❏ IT Staff Initials:_______.
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Videos to Watch
❏ Digital Citizenship for Students Brief Intro.
❏ IT Staff Initials_______.
❏ The Six Steps in a Successful Tech Support Session.
❏ IT Staff Initials_______.
❏ 5 Rules of Customer Service
❏ IT Staff Initials_______.
Customer Service Skills
❏ I have identified a helpful customer service resource
❏ Prepare an outline and/or reflection
❏ Please provide link here:
❏ I have had 3 successful tech support encounters with staff.
❏ Survey completed.
❏ I have had 3 successful tech support encounters with students.
❏ Survey completed.
Applied Digital Skills
❏ g.co/applieddigitalskills
❏ Go to g.co/applieddigitalskills
❏ Click "Sign In," and sign in with their Google account
❏ Select "I am a learner"
❏ Enter class code 44piece

I have completed the above checkmarked Tasks to the best of my ability.

Student Name: _____________________________________________________
__________________________________________________________________
Helpdesk Student’s Signature
Date
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Student Helpdesk Self-Assessment
The following questions will be part of a self-assessment that will be provided digitally (it
can be found here) and will be very important in determining the value of your work
experience, both for yourself and for students who may wish to participate in the future.
You will receive this form towards the end of your experience.
1. Did you feel comfortable handling all assigned responsibilities?
2. What was the most helpful thing your supervisor did to make you feel
comfortable as a student helpdesk member?
3. List three things you learned from this experience.
4. To what degree, if any, did your student helpdesk experience differ from your
expectations?
5. Has your student helpdesk experience clarified or changed your educational and
career goals? If so, how?
6. What changes, if any, could be made to the student helpdesk to improve the
overall experience?
7. Do you feel that this student helpdesk experience will help you in pursuing
professional opportunities? Explain.
8. What recommendations do you have to improve the Husky Hub Student
Helpdesk Program?
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Tips for Creating a Blog Post
Writing a blog is different than writing an essay in your English class. however, the basic
“rules” of writing still apply such as using proper grammar, spelling, capitalization, punctuation,
word choice, sentence structure, etc. Don’t forget a Thesis statement! These criteria will be used
to determine if your blog is ready to be published. The following tips highlight some of the
differences between writing a blog and writing more conventional papers.
1. Paragraph structure- When writing for the blog, paragraphs can be much shorter. For
example, sometimes a “paragraph” could be a stand alone sentence to add emphasis. Shorter
paragraphs also allow for faster, more fluid reading.
2. Voice- In a formal essay, one written for an academic audience, voice is often formal. For a
blog post, voice can be sharp, witty, humorous, sarcastic, etc.
3. Sentence fragments & slang- If you were to include a sentence fragment or use slang in a
formal essay, you would be breaking some major rules and your grade would reflect that.
However, when writing a blog post, a fragment can be used to create emphasis. And while it
should be used sparingly, slang can be used to create your unique voice and connect with your
readers.
4. Supporting evidence- In an essay, you learn to use direct quotes and indirect quotes. For a
blog post, the evidence you use to support your points can simply be an indirect reference. You
can simply link to another resource that supports your points. This can actually establish your
credibility as someone who has done his or her research on the topic. Just be sure that the link
you are referencing comes from a valid and current resource.
5. Audience- An essay is typically written for your teacher. A blog post however is written for a
global audience. An effective blog post is influential. It can spark a lively conversation or a
heated debate. Blogging is meant to be interactive. The best blog posts are shared across
various social networks such as Twitter, Google+, Facebook, and LinkedIn. Your goal is to write
a post that resonates with your target audience and prompts them to curate or bookmark it.
Ultimately, your blog post can become a reference or supporting evidence in someone else’s
blog.
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