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A standard for help desk professionals and those considering becoming support
professionals, this text focuses on key information for user support professionals,
including decision making, communicating successfully with a client,
determining the client's specific needs, and writing for the end user. This text has
been updated to reflect the latest in support industry trends, especially the use of
Web and email-based support. For those considering entering the field, alternate
career paths for user-support workers are described. This edition has retained and
updated the CloseUp feature, which details real-life scenarios of working
professionals and issues in the workplace. With balanced coverage of both people
skills and technical skills, this book is an excellent resource for those in the
technical-support field.
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Editorial Review

From the Publisher
Emphasizes real-world scenarios by describing the experiences of user support professionals at real
companies. Contains a new on-going case project that illustrates how a company is impacted by the materials
in each chapter. Reflects the latest technologies and trends, as well as the prevalence of the Internet in the
support industry. Expands coverage of the role of personality types and work styles to understand end-user
behavior. Contains Microsoft Office Project Professional 2003 software. Stresses troubleshooting throughout
the book. Includes pointers to information resources frequently used by support professionals. Provides
extensive and updated end-of-chapter exercises and case studies.

About the Author
Fred Beisse teaches Computer Information Technology at Lane Community College in Eugene, Oregon,
where he has designed and led courses in user support, information analysis and visualization, project
management, and geographical information systems. Beisse builds on more than 30 years of experience in
computer management positions, where he has been responsible for end-user support, computer services,
computer facilities planning, and operations management.

Users Review

From reader reviews:

Lynn Hardie:

The ability that you get from A Guide to Computer User Support for Help Desk and Support Specialists,
Third Edition is the more deep you digging the information that hide within the words the more you get
considering reading it. It doesn't mean that this book is hard to be aware of but A Guide to Computer User
Support for Help Desk and Support Specialists, Third Edition giving you joy feeling of reading. The article
author conveys their point in certain way that can be understood by means of anyone who read that because
the author of this publication is well-known enough. That book also makes your personal vocabulary
increase well. Therefore it is easy to understand then can go with you, both in printed or e-book style are
available. We propose you for having this particular A Guide to Computer User Support for Help Desk and
Support Specialists, Third Edition instantly.

Jason Savage:

Exactly why? Because this A Guide to Computer User Support for Help Desk and Support Specialists, Third
Edition is an unordinary book that the inside of the book waiting for you to snap the item but latter it will jolt
you with the secret the item inside. Reading this book next to it was fantastic author who all write the book
in such wonderful way makes the content inside easier to understand, entertaining method but still convey
the meaning completely. So , it is good for you for not hesitating having this any longer or you going to
regret it. This amazing book will give you a lot of advantages than the other book have such as help
improving your skill and your critical thinking way. So , still want to delay having that book? If I ended up
you I will go to the reserve store hurriedly.



Susan Bondurant:

Do you like reading a guide? Confuse to looking for your best book? Or your book has been rare? Why so
many query for the book? But any kind of people feel that they enjoy with regard to reading. Some people
likes looking at, not only science book but novel and A Guide to Computer User Support for Help Desk and
Support Specialists, Third Edition or perhaps others sources were given knowledge for you. After you know
how the great a book, you feel want to read more and more. Science reserve was created for teacher or
maybe students especially. Those ebooks are helping them to include their knowledge. In other case, beside
science book, any other book likes A Guide to Computer User Support for Help Desk and Support
Specialists, Third Edition to make your spare time much more colorful. Many types of book like this one.

Patricia Whetsel:

Guide is one of source of know-how. We can add our expertise from it. Not only for students but native or
citizen need book to know the up-date information of year for you to year. As we know those books have
many advantages. Beside most of us add our knowledge, could also bring us to around the world. With the
book A Guide to Computer User Support for Help Desk and Support Specialists, Third Edition we can have
more advantage. Don't you to be creative people? Being creative person must love to read a book. Just
choose the best book that suited with your aim. Don't possibly be doubt to change your life at this time book
A Guide to Computer User Support for Help Desk and Support Specialists, Third Edition. You can more
pleasing than now.
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