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“The internship helped me discover aspects and challenges of my future career that were not
taught in my classes.” — Eren E., Computer Science

“I felt happy to be able to be part of projects with real world results. This
experience was unlike any other internship I'd ever heard of.” — Clarence M.,
Education

“I felt involved and was able to tailor the internship to the
skills | was interested in developing.” — Stuart P., OAT

“The whole process was very
interactive and | felt like part of the

“This internship really help me narrow down \ )
team.” — Olwin G., OAT

my career choice to something | was interested
in.” — Chris M., Education

“I really feel like the internship with IT gave me a chance to work with
technology that | would not have been able to find in a more individual
setting.” — Waylon T., Education
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* Program History

e University Quality Enhancement Plan (QEP) Goals
* Internship Design Philosophy

 Semester Plan

* Job Duties

e Portfolio Components and Sample Products

* |nternship Benefits

e Skills

* Additional Questions
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University QEP Goals

* Goal #1: Students will develop basic knowledge of
discipline-specific inquiry skills.

* Goal #2: Students will apply discipline-specific inquiry
skills from the classroom to resolve a specific question
or problem.

* Goal #3: Students will learn why and how to present
the results of discipline-based inquiry in a professional
or academic forum.
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N

2009 2011
2007 Collaborative Internship Design with Process Expansion
IT Academic Internship Pilot Adult and Career Education (Goal #2) To Other IT Areas
2008 2010
Internship Policy and Procedure Portfolio Development
Formalization Process (Goal #1) Incorporation (Goal #3)

P
~—
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Internship Design Philosophy

* Constructivism
— Collaboration
— Multiple Perspectives

— Realistic Contexts
— Reflective Problem Solving
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Internship Design Philosophy

Practicum Agreement
(to be completed by student)

Student: Jan Brady

Student Phone: 229-243-4357 E-mail: janbrady @valdosta-edu ° Le a r n e r E n g a ge m e n t

Participating Organization: valdosta State Univ ersity IT Helpdesk

Complete Address: +aldosta State University, Odum Library 1500 North Patterson Street O W n e rS h I p Of

valdosta, GA 3 1698
Site Supervisor: Benjamin Li Titte: IT Helpdesk Coordinator Le a r n I n g

Career Goal: Manager

Ohjective 1: Familiarize myself with challenges and requirements of an IT manager- _— Act i Ve Pa rt e o t . .
Objective 2: Generate professional reports through Microsoft Excel and Valdosta State t h I C I p a I O n I n
e Learning Process

University ERPs 10 provide to clients and other IT branches.

Objective 3: Complete IT security awareness training course work to be able t© better
understand and assess risks to my organizafion.

Objective 4: Gain familiarity with enterprise 1evel hardware and software in order to be able to
make informed decisions when making technology purchases in my future position.

Ohjective 3: strengthen my leadership. project management and conflict resolution skills
through the jeadership of an IT tean-
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Semester Plan

Internship Contract & Project 1 & 2
Development of Learning Goals

Project 3,4 &5
Final Evaluation

IT Orientation
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.
Job Duties

Request Resolution History

Requested an Nov 15, 2011 12:52 PM
Subject
Printer Previay Error

Descripti on

— Frontline Customer Service

— Work Requests Management
— Software Sales and Auditing

* Desktop Support
— Computing Equipment Installation

and Maintenance
— Training Content Development

* Classroom Support
— Computing Equipment Installation
and Maintenance

— Audio/Visual Equipment
Installation and Maintenance

Reque e, e lew v
st r Cony, rsofions I v All Co, ersations)

93] I ERFrom:  gystem

Request Details | ggi

Request Type Incident

Impact
Affects User

Priori
ity High

Leve| i
Tier 2 Hands QOn Support

Building
Plant Operatians

Room Number

Group
ZSs Desktop Support

Technician

Created By

SLA
Normal 514

Created p,
ate Nov 15, 2011 12:52 P

Response DueBy Time
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Portfolio Components

.

Cover Page
Updated Résumé

Internship Agreement and
Learning Goal Proposal

Project Reports and
Evaluations

Time Logs

Site Supervisor
Final Evaluation



Inside the computer, you will see four memory slots. To eject the memory sticks,
you must use your thumbs to push down on the white tabs. You can remove the
memory stick once it is ejected.

Technician Training
Content Modules

Handle the sticks by the edges to prevent touching contacts on the circuit board.
This will prevent inadvertent damage to the memory sticks.



Text Only

VALDOSTA STATE UNIVERSITY O 7 —

SelectaVSU Depattment |

dents | Curren dents | Faculty & Staff | Alumni & Friends | Pare

Home = Administrative Offices = Information Technology = Helpdesk = Micros oft Office = Saving Documents in Excel 2004 Format

SAVING DOCUMENTS IN EXCEL 2004 FORMAT

Step 1:

Click Floppy Disk in top |eft corner to save file in Excel 2011,

#® Excel File Edit View Insert Format Tools

800
o BHolEle Db e wer 28
#& Home Layout Tables | Charts | SmartArt | Formu

Edit Font
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Step 2:

In the Format drop-down menu, select the format you would like to save the document as.

Save As: .ExceITestPage| . E]
Where: | (1] Documents | :1
IFormat: [ Excel Workbook (.xlsx) J :“

Description
The XML-based format that Excel workbooks are saved in by default. Cannot store WBA or Excel 4.0

macro sheets. We b Site
Learn more about file formats Development

( Options... \I ( Compatibility Report... ) Compatibility check recommended

[:Cancelj) ( Save )
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VSU ELECTRONIC ACCOUNTS
QUICK REFERENCE

WiHDOwWSs LIVE

‘Windows Live |5 used as Valdosta State Universiy's emall provider. Your emall address s located within Se
Banmer (Registralbion) sysher and can be defermiresd by the sheps Isied In owr usemame lookup guide. Plegse
node Hhat powr rssrmarme Wil e poor Bl VEU e-mal address instant messaging can also be wsed throwgh
MESN Messenger. Folow e subsequent IRk o acoess Windows Live and M2M Messenger,

BT e oo st eduhve.

BLazeVIEW

Waldosts State Unhaersity uses Blaze|EW a5 an online course mansgement system, ARRugh your dasses
iy not be compistely online, your Instrucior may reguire you 50 log Ino Blaze' IEW for your sylabus, 1o
complste assignments, 1o downioad lacturs not=s, o participate i online discussions, of io take onine guizz=s
and eyars. Follow the: subsaqguent link o sooess Blax=\VIEW,

Bt timniryf Ins dossehct

ACTIVE DIR DR

The Acfive Direciony ussmame and passwond credenfals are usesd for logging Inky PC computers on campus,
D=partmental Web Skes (Contribute), Perzonal Web Shes (Mypages). For more Infomation about Actve
Direchiory follow the sutrsaguent Ink, hitp:iwww valdosts sduheipdes kiguidesiadindess shimi

Banrer b a regisiadon system for instnuctors and students. Sfudents can use Eanner for dass registraiion,
Foursing registration, fee payment, and ooking up yowr grades. irsinechors can wse Eammer for proof molls amd
igrade eniry. For assistanos with this acoount, contact e Sffice of the Registrar at

e aloosta eduregisirar or (229) 333-5727. Follow e subsequent IInk to acoess Banmer
FEpciwaw L valoosta adutbieasisis,

Hali HET

Along with high speed access to the Word Wide Web, HallBet also gives campus residents access o campus
serdoes such s Banner, BlazeyiIEW | and ‘Windows Live. HallMet consists of 3 wirsless sthemet nebwork
combined with high speed Inkemes scoz=zs and stabe of the art security fegtunes o profect students from
malldous attacks. Follow the subseguent link fo acoess Hallet, hitpoiwwew valdosta sdu/Eeluinetworkalinet.

flon Technology

‘Waldcatn State Lin ety
Informaton fechnol oy Hsipdeak
Crmatmd- 104001 13 4
Lt Beloiifimct: 3511 772001 S48 Pod




Waylon T.

Waldosta State University

1500 M. Patterson St

Waldosta, GA 31698

Division of Information Technology

February 15, 2011

Professional

Mr. William Moore
Assistant Director for Information Securty Co m m u n I C a t i O n S
1500 N. Patterson 5t

Waldosta, GA 31658

Division of Information Technology

Dear Mr. William Moore:

As a student employee of Waldosta State University, completing my BAS practicum at the IT Helpdesk, | was informed
by my supervisor, Mr. Benjamin Li, of the WebSTART IT security awareness BlazeVIEW course material under
evaluation by our division. Due to my pricr exposure to, and interestin, the fields of |T security and network
administration, | was offered anopportunity to participate in the pilot for the course. | was taskedwith providing an
evaluation of the course content and of my impressions of the course as a whole. | feel honored to be given this
responsibility, as the application of this program will directly impact our institution’s state of information security
BWareness.

OBJECTIVE

Complete the coursework and examination and then offer an evaluation of the course on the basis of content,
accessibility, and functionality. Provide a critical evaluation of course content in regard to accuracy and whether
content is viable and up-to-date. Inthe process of completing the coursework and examination, make note of any
issues or anomalies experienced with the presentation of material and within the course interface component itself.
In order to provide an effective evaluation of broad scope | chose to employ multiple workstations, operating
systems, and web browsers. The course was run on both Windows PC and Apple Macintosh platforms using the
following operating systems: Windows P Pro 5P3 (32 bit), Windows Vista Ultimate (64 bit), and Mac OS5 10.6 [Snow
Leopard). Browsers used were Windows Internet Explorer 7 and B, Mozilla Firefox 3.6.13, and Safari 5.0.3. All plug-ins
were updated to their most current status including, but not limited to, all updates pertaining to Java, Flash,
operating system updates, etc.

OVERVIEW

Owerall, the concepts introduced during the course, and the presentation of these concepts, | found to be up to date
and pertinent. The only concrete shortcomings seem to be related to software implementation and user interface. To
a lesser degree there were a few noted areas of which the course content would benefit by added information and/or
clarification. The WebSTART program was well laid out and content was arranged logically. The most significant
problem that | encountered was my inability to take the exam upon completion of the coursework. Nothing | was able
to do could remedy this issue. | have included additional details regarding this issuein the evaluation below. The
WebSTART interface could be improved by making navigation between individual pages easier and faster, and inthe
easewithwhich participants can access the content; during each session, upon return visits, and from different

Com puters.




Helpdesk Incident Mode Statistics

Between August15, 2011 and October17, 2011, the Helpdesk hasreceived atotal of 7,668 help
requests. The highest numberwas 3,536 for direct call/walk-ins, which accounted for46.11 percent of
the total volume of requests handled by the Helpdesk. The lowest numberwas 165 forvoicemails, which
accounted for 2.15 percent of the total volume of requests handled by the Helpdesk.

33536

Voice mails E-mails Helpdesk Request Direct CallfWalk-ins  Roll-Over Calls
Forms

Fig 1-1: Helpdesk Incident Mode Data COl |ectio n

(Source: ServiceDesk Plus)

* Voicemails- Avoicemail represents when all technicians were all currently on the line or a n d Re po rtl ng

someone contacts the Helpdesk after business hours.

® E-mails- Any e-mails sent to an IT alias such as helpdesk@valdosta.edu, wireless@valdosta.edu,
etc.

* HelpdeskRequest Forms- Any IThelp forms such as Gaming Device Approval Forms, Password
Reset Forms, etc. submitted.

* Direct calls/Walk-ins- When a client has called the Helpdesk or came to location in the Odum
Library.

*  Roll-Over- When the line rolls-overto us from anotherIT office due toan employee being out of
the office or on the line with a client.

Valdosta State University
Information Technology Helpdesk
Created: 10/17/2011 9:02AM
Last Modified: 10/24,/11
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STATE
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INFORMATION TECHNOLOGY
STUDENT ASSISTANT PROJECT RECORD

Student Assistant Name: Olwin G.

Primary Manager: Benjamin Li

Area Assigned: IT Helpdesk

Date Assigned: October 24, 2011

Project:

This project involved collecting information from our work request system, ServiceDesk Plus, and other online
infarmation sources to compile a report regarding the methods clients were using to contact the T Helpdesk over
3 given set of dates. The purpose of this analysis was to assist management in determining the ratic of resources
allocated to each response method to ensure client contacts are handled efficiently.

Performance:

In order to complete this project there were a few steps that | had to take to gather the needed information. The
first step was pulling data from report function in ServiceDesk Plus and our call log reporting tool. Next, | had to
icombine both sets of information using Microsoft Excel. Afterwards, | inserted the graph into Microsoft Word and
added descriptions for each of the columns and the overall data set. Finally, | forwarded the completed report to
management.

What Student Assistant [earned:

By completing this project, | gained deeper familiarity with our work request management system. | had used the
ystem in the past to enter, verify, and close work requests. However, this was my first experience with creating
peports. Likewise, this was my first experience with report generation in our call log reporting tool. Another aspect
pof this learning process involved communicating IT service trend information to others in an understandable
fnanner.

Completion Date: October 25,2011




OLWIN G.

OEBJECTIVE
Seeking an opportunity to become an asset to a organization that can utikze
mv strong leadership, wotk ethucs, and technical sklls, complemented by
three vears of customer service experence.
EXPERIENCE
2011-Present  Valdosta State Unvemssty Valdosta, GA
Inforemation Tecknology Clenmt Support Services Associate
= Customer service and technical support
= Installabon and mamtenance of classroom technology
=  Team leadership and project management
= IT service trending report generation
=  Emplovee trammng content development
= Software sales
2011 Fresh Begmnmps Valdoszta, GA
Custorwer  Service Esprecenmtative
=  (Outhound customer communication
= Venfiation of service satisfaction levels
2008-2010 Convergys Valdoszta, GA
Custorwer  Service Esprecenmtative
=  Customer service and technical support
= Bibng and account management
EDUCATION

2008-2012 Valdosta State Unrersity Valdosta, GA
BA, Office Administration and Technology

Expected graduaton date: May 2012

ADDITIONAL SKILLS

Technical writing, Windows and Mac OS familarity, web content
development, Microsoft Office, professional communications, office
equipment operation

Updated

Résumé
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Professional Skills

* Project Management
 Teamwork and Leadership
* Client Support and Conflict Resolution

 Work Ethics
* Product Development
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Technical Skills

e Hardware and Software Installation and
Maintenance

* Account Management

* |nstructional Design and Delivery

* Application Design and Development
 Web Design and Web Programming
* Asset Management



VAN DT O S AN ST AT ET T USNTINV  ECRYIS T 1Y

Additional Questions?

 Please contact:

VALDOSTA STATLE UNIVERSITY

Benjamin Li
Helpdesk Coordinator

OFFICE 229-245-4357
E-MAIL bkli@valdosta.edu
ADDRESS Valdosta State University
1500 N. Patterson St.
Valdosta, GA 31698-0000
Division of Odum Library 2639
Information Technology

© 2012 Board of Regents of the University System of Georgia by and on behalf of Valdosta State University.



