    BULLETIN 2022-46                      	  February 9, 2022
	U.S. Department of Labor
Employment and Training Administration, Office of 
Apprenticeship (OA) 
Washington, D.C.  20210
	Distribution:
A-541 Hdqtrs
A-544 All Field Tech
A-547 SD+RD+SAA+; Lab.Com
	Subject:  New Apprenticeable Occupation:  Customer Service Tech Support

Code: 200.1     

	Symbols:  DRAP/RCG
	
	Action:  Immediate

	
PURPOSE:  To inform the staff of OA, State Apprenticeship Agencies (SAA), Registered Apprenticeship program sponsors, and other Registered Apprenticeship partners of the following new apprenticeable occupation:
    
                                         Customer Service Tech Support
                                         O*NET-SOC Code:  15-1232.00  
                                         RAPIDS Code:  3031
                                         Type of Training:  Time-Based     
                                         Training Term:  4,000 Hours     

BACKGROUND:  The occupation Customer Service Tech Support was submitted by Mr. Thomas P. Phillips, Director, United Services Military Apprenticeship Program (USMAP) for an apprenticeability determination.  The OA Administrator approved this occupation on January 31, 2022.

Customer Service Tech Support perform the following duties: 
· Troubleshoot system hardware and software.
· Diagnose and resolve customer-reported system incidents, problems, and events.
· Oversee the daily performance of computer systems.
· Refer major hardware or software problems or defective products to vendors or technicians for service.
· Install and configure hardware, software, and peripheral equipment for system users following organizational standards.
The Customer Service Tech Support occupation will be added to the List of Occupations Recognized as Apprenticeable by OA when the list is reissued.  A suggested Work Process Schedule and Related Instruction Outline are attached.

ACTION:  OA staff should familiarize themselves with this bulletin and the attached Work Process Schedule and Related Instruction Outline, as a source for developing apprenticeship standards and/or providing technical assistance. 

If you have any questions, please, contact Ricky C. Godbolt, Program Analyst at (202) 693-3815 or Godbolt.Ricky.C@dol.gov.

NOTE:  This bulletin is being sent via electronic mail.
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CUSTOMER SERVICE TECH SUPPORT

O*NET-SOC CODE: 15-1232.00	 	RAPIDS CODE:  3031	 	 	



		Skill

		Description

		Hours



		A

		Troubleshooting issues for Customers

		1500



		 

		Diagnose and resolve customer reported system incidents, problems, and events.

		 



		 

		Troubleshoot system hardware and software.

		



		 

		Oversee the daily performance of computer systems

		 



		 

		Refer major hardware or software problems or defective products to vendors or technicians for service

		



		 

		 

		 



		B

		System Install and Management

		500



		 

		Install and configure hardware, software, and peripheral equipment for system users in accordance with organizational standards.

		 



		 

		Administer accounts, network rights, and access to systems and equipment.

		



		 

		Enter commands and observe system functioning to verify correct operations and detect errors.

		



		 

		Modify and customize commercial programs for internal needs

		



		 

		Perform asset management/inventory of information technology (IT) resources

		



		 

		 

		 



		C

		Incident Tracking and Analysis

		1,000



		 

		Monitor and report client-level computer system performance.

		



		 

		Make recommendations based on trend analysis for enhancements to software and hardware solutions to enhance customer experience.

		



		 

		Maintain incident tracking and solution database. 

		



		 

		Develop a trend analysis and impact report.

		



		 

		Analyze incident data for emerging trends. 

		



		

		

		



		D

		Educate Customers

		1,000



		 

		Develop and deliver technical training to educate others or meet customer needs

		



		

		

		



		

		 Total Hours

		4000










WORK PROCESS SCHEDULE

CUSTOMER SERVICE TECH SUPPORT

O*NET-SOC CODE: 15-1232.00	 	RAPIDS CODE:  3031



The related instruction will consist of trade related On-The-Job-Training (OJT) or any trade related schools/courses totaling 288 or more hours. Occupations appropriately trained and assigned where primary duties are accomplished through computer operation.



		Related Instruction Outline



		Related Instruction Subjects

		Hours



		

		



		Computer Foundations

		50



		General Practices - Computer Basics

		68



		General Practices - Security Basics

		50



		Client Operating System Basics

		40



		Network Operating Systems

		50



		General Practices - Advanced Networking

		30



		

		



		

		



		Total 

		288
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