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Program Titl e: PC Support Services
Program Type: Job Preparatory
Qccupati onal Area: Busi ness Technol ogy Educati on
Conponent s: Core and Four Cccupational Conpletion Points
Secondary PSAV
Pr ogr am Nunber : 8207200 B070305
Cl P Nunber: 0507. 030501 0507. 030501
G ade Level : 9-12, 30, 31 30, 31
St andard Lengt h: 6 credits 900 hours
Certification: BUS ED @1 @ BUS ED @1 @
VOE @ VOE @
TEACH CBE @ TEACH CBE @
TEC ELEC $7 G TEC ELEC $7 G
BUS DP @ G BUS DP @ G
ELECT DP @ G ELECT DP @ G
BOCKKEEPIN @ @ G BOCKKEEPIN @ @ G
CLERI CAL @ G CLERI CAL @ G
SECRETAR @ G SECRETAR @ G
ACCTI NG @ G ACCTI NG @ G
MANAG SUPV @ G MANAG SUPV @ G
[CCP C and D Only:]
Addi tional certifi-
cation accepted: COVP SCl @ @ COVP SCl @ @
CTSO FBLA Phi Beta Lanbda
BPA BPA
Coop Met hod: Yes Yes
Apprenticeshi p: No No
Facility Code: 212 212
Basic Skills:
Mat h 9
Language 9
Readi ng 9

l. PURPOSE: This programis designed to prepare students for
enpl oyment as a CGeneral Ofice Clerk I, CGeneral Ofice Cerk I1,
Sof tware Support Hel p Desk, and PC Support Specialist.

This program offers a broad foundation of knowl edge and skills to
prepare students for enploynment in PC support services positions.
The content includes software applications and operating systens

i ncluding the use of advanced software/system features and
prograns; el ectronic conmunication via the Internet; Wb page
conponents; conputer networking and network administration; the

i nterrel ati onshi ps anong maj or conponents of networks; hardware
and software selection and installation; integration techniques to
enhance projects; and preventative hardware maintenance.

Thi s program focuses on broad, transferable skills and stresses
under st andi ng and denonstration of the follow ng el enents of the
PC support services industry: planning; nanagenent; finance;
techni cal and production skills; underlying principles of

technol ogy; | abor issues; comunity issues; and health, safety,
and envi ronnental issues.



PROGRAM STRUCTURE: This programis a planned sequence of

i nstruction consisting of the Business Technol ogy Education Core
(Busi ness Systens and Technology 1 - OCP A and Busi ness Systens
and Technology 2 - OCP B) and two additional occupationa

conpl etion points. Secondary or postsecondary students who have
previously conpl eted the Business Technol ogy Education Core will
not have to repeat the core. A student who conpletes the
appl i cabl e conpetencies at any occupational conpletion point may
either continue with the training programor exit as an

occupati onal conpl eter

The following diagramillustrates the PC Support Services program
structure:

Conmput er Technol ogy C uster
Secondary and Postsecondary Adult Vocationa

DOT Code 039.264-010
CCP D PC Support Speci al i st 900 hours
PC Support 3 and 4

DOT Code 032.262-010
CcCP C Sof tware Support Hel p Desk 600 hours
PC Support 1 and 2

OCES Code 55347
OCP B Ceneral Ofice Cerk |1 300 hours
BST 2

CES Code 55321
OCP A Ceneral Ofice Clerk | 150 hours
BST 1

VWhen offered at the secondary level, this programconsists of the
foll owi ng courses which include the Business Technol ogy Educati on
Cor e:

Busi ness Technol ogy Educati on Core
8209020 - Busi ness Systens and Technol ogy 1

8209030 - Busi ness Systens and Technol ogy 2
8207210 - PC Support 1
8207220 - PC Support 2
8207230 - PC Support 3
8207240 - PC Support 4

LABORATORY ACTI VITIES: Laboratory activities are an integral part
of this program and include the use of keyboardi ng systens,
conput ers, conmputer software, and peripheral equipnent.

SPECI AL NOTES: Future Busi ness Leaders of America (Secondary),
Phi Beta Lanbda (Postsecondary), and Busi ness Professionals of
America are the appropriate Career and Techni cal Student

Organi zations (CTSO for providing | eadership training and for
reinforcing specific career and technical skills. Career and
Techni cal Student Organizations, when provided, shall be an




V.

integral part of the career and technical instructional program
and the activities of such organizations are defined as part of
the curriculumin accordance with Rule 6A-6.065, FAC

Cooperative training - QJT is appropriate for this program
VWhenever cooperative training - QJT is offered, the followi ng are
required for each student: a training plan, signed by the
student, teacher, and enpl oyer, which includes instructiona
objectives and a list of on-the-job and in-school |earning
experiences; a workstation that reflects equi prent, skills, and
tasks that are relevant to the occupation which the student has
chosen as a career goal. The student nust receive conpensation
for work perfornmed.

In accordance with Rul e 6A-10.040, FAC., the m ninum basic skills
grade levels required for postsecondary adult vocational students
is: Mthematics 9.0, Language 9.0, Reading 9.0. These grade

| evel nunmbers correspond to a grade equival ent score obtained on a
state designated basic skills exam nation

This program may be offered in courses. Vocational credit shal
be awarded to the student on a transcript in accordance with
Section 230.643 F. S.

The standard length of this programis 900 hours.

To be transferabl e statew de between institutions, this program
must have been reviewed, and a “transfer value” assigned the
curriculumcontent by the appropriate Statew de Course Nunmbering
System di scipline conmttee. This does not preclude institutions
from devel opi ng specific programor course articul ation agreenents
with each other.

VWhen a secondary student with a disability is enrolled in a
vocational class with nodifications to the curricul um franework,
the particul ar outcomes and student perfornmance standards which
the student must master to earn credit nust be specified on an

i ndi vidual basis. The job or jobs for which the student is being
trained should be reflected in the student's desired postschoo
out cone statenent on the Transition |Individual Educational Plan
(Transition | EP)

SCANS Conpetencies: Instructional strategies for this program
must include nethods that require students to identify, organize,
and use resources appropriately; to work with each other
cooperatively and productively; to acquire and use information; to
under stand soci al, organi zati onal, and technol ogi cal systens; and
to work with a variety of tools and equi prment. Instructiona
strategi es nust al so incorporate the nethods to inprove students’
personal qualities and hi gh-order thinking skills.

Equi pnent List: A generic equipnment list is available for this
progr am

| NTENDED OQUTCOMVES: After conpleting the foll owi ng conpetenci es,
the student will be able to:

COCCUPATI ONAL COVPLETI ON PO NT - DATA CODE A

GENERAL OFFI CE CLERK | - CES Code 55321



01.

02.

03.

04.

05.

06.

07.

08.

09.

10.

11.

0 Denonstrate know edge, skill, and application of information
systens to acconplish job objectives and enhance workpl ace
performance. Apply ergonom c principles applicable to the
configuration of computer workstations. [Student Performance
St andards: 01.01, 01.02, 01.03, 01.04, 01.05, 01.06, 01.07,

01. 08.]
0 Use technol ogy to enhance communi cations in technica
readi ng, witing, speaking, listening, and view ng. [Student

Per f ormance Standards: 02.01, 02.02, 02.03, 02.04, 02.05.]

OUse technol ogy to apply and enhance communication skills in
technical reading, witing. [Student Performance Standards:
03. 01, 03.02, 03.03, 03.04, 03.05, 03.06.]

0 Develop an awareness of managenent functions and
organi zational structures as they relate to today’s
wor kpl ace and enpl oyer/enpl oyee rol es. Denobnstrate
initiative, courtesy, loyalty, honesty, cooperation, and
punctuality as a team nenber. [Student Performance
St andards: 04.01, 04.02, 04.03.]

O Practice quality performance in the |earning environnment and
the workplace. |[Student Perfornmance Standards: 05.01
05. 02.]

O Incorporate appropriate | eadership and supervision
techni ques, custoner service strategies, and standards of
personal ethics to acconplish job objectives and enhance
wor kpl ace performance. [Student Performance Standards:

06. 01, 06.02, 06.03.]

0O Apply mathemati cal operations and processes as well as
financial planning strategies to commonly occurring
situations in the workplace to acconplish job objectives and
enhance wor kpl ace performance. [ Student Perfornmance
St andards: 07.01, 07.02, 07.03.]

0 Assess personal strengths and weaknesses as they relate to
job objectives, career exploration, personal devel opnent,
and life goals. [Student Performance Standards: 08.01
08. 02, 08.03.]

0O Incorporate know edge gai ned fromindi vi dual assessnent and
j ob/ career exploration to design an individual career plan
that reflects the transition fromschool to work, l|ifelong
| earni ng, and personal and professional goals. Experience
wor k- based | earni ng through job shadowi ng, nentoring, e-
coachi ng, etc. [Student Perfornmance Standards: 09.01, 09. 02,
09. 03, 09.04, 09.05, 09.06, 09.07, 09.08.]

0O Denonstrate personal and interpersonal skills appropriate
for the workplace. [Student Performance Standards: [10.01
10. 02, 10.03.]

0O Performoffice functions and responsibilities to acconplish
j ob objectives and enhance workpl ace performance. [ Student
Performance Standards: 11.01, 11.02.]

COCCUPATI ONAL COVPLETI ON PO NT - DATA CODE B
GENERAL OFFI CE CLERK Il - OES Code 55347

01.

02.

0 Denonstrate know edge, skill, and application of information
systens to acconplish job objectives and enhance workpl ace
performance. [Student Performance Standards: 01.07, 01.08,
01.09. 01.10, 01.11, 01.12.]

0 Apply comunication skills (reading, witing, speaking,
listening, and viewing) in a courteous, concise, and correct



manner on personal and professional |evels. [Student
Perf ormance Standards: 02.07, 02.08, 02.09.]

03.0 Use technology to enhance the effectiveness of
conmmuni cations in order to acconplish job objectives and
enhance wor kpl ace performance. [Student Performance
St andards: 03.03, 03.04, 03.05, 03.06, 03.08, 03.09,

03.10.]

04.0 Use information to acconplish job objectives and enhance
wor kpl ace performance. [Student Performance Standards:
04. 03.]

05.0 Analyze current and energi ng workpl ace trends and i ssues and
determ ne potential inmpact on career and job objectives and
wor kpl ace performance. [Student Performance Standards:

05. 03, 05.04.]

06.0 Devel op an awar eness of nanagenent functions and
organi zational structures as they relate to today’s
wor kpl ace and enpl oyer/enpl oyee roles. [Student Perfornmance
St andards: 06.03, 06.04.]

07.0 Practice quality performance in the |earning environnment and
t he workpl ace. [ Student Performance Standards: 07.03,
07.04.]

08.0 Incorporate appropriate | eadership and supervision
techni ques, custoner service strategies, and standards of
personal ethics to acconplish job objectives and enhance
wor kpl ace performance. [Student Performance Standards:

08. 04, 08.05.]

09.0 Apply mathenmatical operations and processes as well as
financial planning strategies to commonly occurring
situations in the workplace to acconplish job objectives and
enhance wor kpl ace performance. [Student Performance
Standards: 09.05.]

10.0 Assess personal strengths and weaknesses as they relate to
job objectives, career exploration, personal devel opnent,
and life goals. [Student Performance Standards: 10. 03,
10.04.]

11.0 Incorporate know edge gai ned from i ndivi dual assessnent and
j ob/ career exploration to design an individual career plan
that reflects the transition fromschool to work, l|ifelong
| earni ng, and personal and professional goals. [Student
Performance Standards: 11.05. 11.06, 11.07.]

12.0 Denpnstrate human rel ations/interpersonal skills appropriate
for the workplace. [Student Performance Standards: 12.01
12.02.]

13.0 Performoffice functions and responsibilities to acconplish
j ob objectives and enhance workpl ace performance. [ Student
Performance Standards: 13.01, 13.02, 13.03.]

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE C
SCFTWARE SUPPCRT HELP DESK - DOT Code 032.262-010

I nt ended out comes of OCP A and OCP B nust be conpl eted previously
or concurrently. After conpleting the follow ng additiona

conpet enci es, the student will have achi eved the occupati ona
conpl etion point of Software Support Hel p Desk and the student
will be able to:

02.0 Apply communi cation skills (reading, witing, speaking,
listening, and viewing) in a courteous, concise, and correct



manner on personal and professional |evels. [Student
Performance Standards: 02.14, 02.19, 02.20.]

20.0 Participate in work-based | earning experiences. [Student
Performance Standards: 20.33, 20.34, 20.35.]

37.0 Performend user support and assi stance by troubl eshooting

and di agnosi ng t hrough tel ephone, e-mail, renpte access, or
direct contact. [Student Performance Standard: 37.13,
37.14.]

38.0 Performinstallation and configuration activities. [Student
Perf ormance Standards: 38.03, 38.04, 38.05, 38.06.]

40.0 Identify the purpose of and interrelationshi ps anong maj or
har dwar e conmponents. [ Student Perfornmance Standards: 40.07,
40. 08, 40.09.]

41.0 Performe-mail activities. [Student Perfornmance Standards:
41.01, 41.02, 41.03, 41.04, 41.05, 41.09]

44.0 Denonstrate an understandi ng of conputer networks. [Student
Performance Standards: 44.01, 44.03.]

46.0 Devel op el ectronic conmunications skills. [Student
Performance Standards: 46.01, 46.06, 46.07, 46.08.]

47.0 Denonstrate an understandi ng of system software and
application software. [Student Performance Standards:
47.01, 47.02, 47.03, 47.04.]

COCCUPATI ONAL COVPLETI ON PO NT - DATA CODE D
PC SUPPORT SPECI ALI ST - DOT Code 039. 264-010

I nt ended outcomes of OCP A, OCP B, and OCP C nust be conpl eted
previously. After conpleting the foll owi ng additiona

conpet enci es, the student will have achi eved the occupati ona
conpl etion point of PC Support Specialist and the student will be
able to:

02.0 Apply communi cation skills (reading, witing, speaking,
listening, and viewing) in a courteous, concise, and correct
manner on personal and professional |evels. [Student
Performance Standards: 02.20, 02.21.]

20.0 Participate in work-based | earning experiences. [Student
Performance Standard: 20.33, 20.35, 20.36.]

38.0 Performinstallation and configuration activities. [Student
Per f ormance Standards: 38.07, 38.08, 37.09.]

40.0 Identify the purpose of and interrelationshi ps anong maj or
har dwar e components. [Student Perfornmance Standard: 40.07,
40. 10.]

44.0 Denonstrate proficiency using conputer networks. [Student
Performance Standards: 44.02, 44.04, 44.06.]

46.0 Devel op el ectronic conmunications skills. [Student
Performance Standards: 46.09, 46.10, 46.11, 46.12.]

47.0 Denonstrate proficiency using system software and
application software. [Student Performance Standards:
47.02, 47.05, 47.06, 47.07.]
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STUDENT PERFORMANCE STANDARDS

Program Title PC Support Services
Secondary Nunber: 8207200
Post secondary Nunber: B070305

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE A
GENERAL OFFI CE CLERK | - OES 55321

| NFORVATI ON SYSTEMS

01.0 DEMONSTRATE KNOW.EDGE, SKILL, AND APPLI CATI ON OF | NFORVATI ON
SYSTEMS TO ACCOWVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORVANCE. APPLY ERGONOM C PRI NClI PLES APPLI CABLE TO THE
CONFI GURATI ON OF COVPUTER WORKSTATI ONS. - The student will be able
to:

01. 01 Devel op keyboarding skills to enter and nmani pul ate text and
data. LA.B.1.4.3

01. 02 Describe and use current and energi ng conputer technol ogy
and software to perform personal and business rel ated tasks.
LA.B.2.4.4

01.03 Identify and descri be conmuni cati ons and networ ki ng systens
used i n workpl ace environnents.

01.04 Use reference materials such as on-line help, vendor
bulletin boards, tutorials, and manual s avail able for
application software. LA B.2.4.4, LA A2.4.6

01.05 Denonstrate basic file managenent skills. LA A 2.4.2,
LA.B.2.4.4, LA B.2.4.6

01. 06 Troubl eshoot problens with conputer software, hardware,
peri pherals, and other office equipnment. LA D 2.4.4

01. 07 Describe ethical issues and problens associated with
conmputers and information systens.

01.08 Apply ergonom c principles applicable to the configuration
of comput er workstations.

WORKPLACE COMMUNI CATI ONS

02.0 USE TECHNOLOGY TO APPLY AND ENHANCE COVMUNI CATI ON SKILLS IN
TECHNI CAL READI NG, WRI TI NG, SPEAKI NG LI STENI NG, AND VI EW NG—The
student will be able to:

02.01 Sel ect and use appropriate nodes of communication for
specific job and work situations. LA B.2.4.4

02.02 Organi ze ideas and comuni cate oral and witten nessages
appropriate to listeners and situations in workplace and
busi ness environnments. LA B.2.4.2

02.03 Use listening, speaking, and nonverbal skills and strategies
to comuni cate effectively with supervisors, co-workers, and
custoners. LA.C.1.4.1, LAC3.4.1, HEB.3.4.1

02.04 Select and use standard witten business comuni cation
formats. LA.B.1.4.1, LA B 1.4.3

02. 05 Use professional business vocabul ary appropriate for entry-
| evel jobs in business environnents. LA A 1.4.3



03.0 USE TECHNOLOGY TO APPLY AND ENHANCE COMMUNI CATI ON SKILLS I N

TECHNI CAL READI NG WRI TI NG —Fhe student will be able to:

03.01

03. 02

03. 03

03. 04

03. 05

03. 06

MANAGEMENT

Sel ect and use word processing software and acconpanyi ng
features to enhance witten busi ness conmuni cati ons.
LA.B.1.4.1

Use the witing process to create/edit business docunents
appropriate to the subject matter, purpose, and audi ence.

LA B 1.4.1, LAB1.4.2, LAB1.4.3

Use dat abase, spreadsheet, presentation software,

schedul i ng, and integrated software packages to enhance
communi cations. LA B.2.4.1, LA B.2.4.2

Expl ore and denonstrate effective and efficient use of

t el econmuni cati ons systens including tel ephone techni ques
for handling incom ng and pl aci ng out goi ng busi ness calls.
LA.B.1.4.3

Use conputer networks (e.g., Internet, on-line databases, e-
mail) to facilitate coll aborative or individual |earning and
communi cati on.

Respond to and utilize information derived frommltiple
sources (e.g., witten docunents, instructions, e-nail

voice mail) to solve business problenms and conpl ete busi ness
t asks.

04.0 DEVELOP AN AWARENESS OF MANAGEMENT FUNCTI ONS AND ORGANI ZATI ONAL

STRUCTURES AS THEY RELATE TO TODAY' S WORKPLACE AND

EMPLOYER/ EMPLOYEE ROLES.  DEMONSTRATE | NI TI ATl VE, COURTESY,

LOYALTY, HONESTY, COOPERATI ON AND PUNCTUALITY AS A TEAM MEMBER—The

student will be able to:

04.01

04. 02

04. 03

Expl ore, design, inplenment, and eval uate organi zati onal
structures and cultures for managi ng project teans.

Expl ore and denonstrate an awareness of current trends in
busi ness and the enpl oyee’s role in nmaintaining productive
busi ness environments in today’ s gl obal workpl ace.

Col | aborate with individuals and teans to conpl ete tasks and
sol ve business-rel ated problens and denponstrate initiative,
courtesy, loyalty, honesty, cooperation, and punctuality as
a team nenber.

CURRENT TRENDS/ | SSUES | N THE WORKPLACE

05.0 PRACTICE QUALITY PERFORVANCE IN THE LEARNI NG ENVI RONMVENT AND THE

WORKPLACE—he student will be able to:

05.01

05. 02

MANAGEMENT

Assess personal, peer, and group performance and identify
and i nmpl enent strategies for inprovenent (e.g.

organi zati onal skills, note taking/outlining, advance
organi zers, reasoning skills, problemsolving and deci si on-
maki ng skills).

Devel op criteria for assessing products and processes that
i ncorporate effective business practices (e.g., tinme
managenent, productivity, total quality managenent).



06.0

| NCORPORATE APPROPRI ATE LEADERSHI P AND SUPERVI SI ON TECHNI QUES,
CUSTOVER SERVI CE STRATEGQ ES, AND STANDARDS OF PERSONAL ETHI CS TO
ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE PERFORMANCE—he
student will be able to:

06. 01 Denonstrate an awareness of quality service and the persona
and professional standards required to establish an
ef fective service-based culture in the workpl ace, business,
or learning environment.

06.02 ldentify, analyze, and inplement managerial skills necessary
for maintaining a high quality work environnent, goals, and
strategi c planning in business settings.

06. 03 Fol |l ow accepted rules, regul ations, policies, procedures,
processes, and workpl ace safety.

COVPUTATI ON AND FI NANCE

07.0

APPLY MATHENATI CAL OPERATI ONS AND PROCESSES AS WELL AS FI NANCI AL
PLANNI NG STRATEG ES TO COMWONLY OCCURRI NG SI TUATI ONS | N THE
WORKPLACE AND TO ACCOMPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

07.01 Analyze, interpret, conpile and denonstrate the ability to
present/conmuni cate data i n understandabl e and neasurabl e
terns using conmon statistical procedures. MA.E 1.4.1,
MA.E. A 4.2

07.02 Use conmon standards of neasurenent including the netric
systemin solving work-rel ated or business problens (e.g.
| ength, weight, currency, tine). MAB.3.4.1

07.03 Sel ect and use the correct mathematical processes and tools
to solve conplex problemsettings that are typical of
busi ness settings and use formul as when appropriate.
MA. A 3.4.3

JOB READI NESS AND CAREER DEVELOPNMENT

08.0

09.0

ASSESS PERSONAL STRENGTHS AND WEAKNESSES AS THEY RELATE TO
JOB OBJECTI VES, CAREER EXPLORATI ON, PERSONAL DEVELOPMENT, AND LI FE
GOALS—The student will be able to:

08. 01 Assess, analyze and reassess individual talents, aptitudes,
i nterests, and personal characteristics as they relate to
potential future careers in business environnents.

08. 02 Use personal assessnent tools to identify personal strengths
and weaknesses related to | earning and work environnents.

08. 03 Anal yze job and career requirenments and rel ate career
interests to opportunities in the gl obal econony.

| NCORPORATE KNOW.EDGE GAI NED FROM | NDI VI DUAL ASSESSMENT AND

JOB/ CAREER EXPLORATI ON TO DESI GN AN | NDI VI DUAL CAREER PLAN THAT
REFLECTS THE TRANSI TI ON FROM SCHOOL TO WORK, LI FELONG LEARNI NG,
AND PERSONAL AND PROFESSI ONAL GOALS. EXPERI ENCE WORK- BASED
LEARNI NG THROUGH JOB SHADOW NG, MENTORI NG E- COACH NG ETC. —Fhe
student will be able to:

09.01 Anal yze personal skills and aptitudes in conparison with
various business related job and career options.

09. 02 Use career resources to devel op an information base that
reflects |l ocal and gl obal business rel ated occupati ons and



HUVAN

10.0

opportunities for continuing educati on and workpl ace
experi ence.

09. 03 Denonstrate job-seeking skills required for entry-I|evel
enpl oyment (e.g., resune, application, interview, follow
up). LA.C.3.4.4

09.04 Design, initiate, refine, and inplenent a plan to facilitate
personal growth and skill devel opnent related to anti ci pated
job requirements and career expectations.

09. 06 Denonstrate an awareness of specific job requirenents and
career paths (e.g., requirenments, characteristics needed) in
busi ness envi ronnents.

09. 07 Denonstrate an awareness of the potential inpact of |oca
and gl obal trends on career plans and |ife goals.

09. 08 Experience work-based | earning through volunteerism job
shadowi ng, nentoring, e-coaching, etc.

RELATI ONS/ | NTERPERSONAL SKI LLS

DEMONSTRATE PERSONAL AND | NTERPERSONAL SKI LLS APPROPRI ATE FOR THE
WORKPLACE—he student will be able to:

10. 01 Accept constructive criticism SS.B.1.4.5
10. 02 Apply appropriate strategies to manage and resol ve conflict
in wrk situations. LA D 1.4.2, SS.B.1.4.5, HE B.3.4.5

10. 03 Denpnstrate personal and interpersonal skills appropriate
for the workplace (e.g., responsibility, dependability,
punctuality, integrity, positive attitude, initiative, and
respect for self and others, professional dress, etc.).

ADM NI STRATI VE OFFI CE PROCEDURES

11.0

PERFORM OFFI CE FUNCTI ONS AND RESPONSI BI LI TIES TO ACCOVWPLI SH JOB
OBJECTI VES AND ENHANCE WORKPLACE PERFORMANCE—The student will be
able to:

11. 01 Perform busi ness tasks (e.g., filing and records managenent,
schedul i ng, reprographics, mail handling, etc.). LA A 2.4 .4,
LAA2.4.7, LAA2.4.8, LABZ24.2

11. 02 Denopnstrate know edge of ethical behavior in a business
environnent (e.g., confidentiality of information, enployee
right to know, hiring practices, plagiarism copyright
viol ati ons, sexual harassnent, m ssion statenent, code of
ethics, etc.).

COCCUPATI ONAL COVPLETI ON PO NT - DATA CODE B
GENERAL OFFI CE CLERK || - CES 55347

I nt ended out comes of OCP A nmust be conpl eted previously or
concurrently.

| NFORVATI ON SYSTEMS

01.0

DEMONSTRATE KNOW.EDGE, SKI LL, AND APPLI CATI ON OF | NFORNVATI ON
SYSTEMS TO ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

01. 07 Enhance proficiency with touch keyboarding skills (speed and
accuracy) to enter and mani pul ate data. LA B.1.4.3
01.08 Use current and energi ng conputer technol ogy and software to



perform personal and busi ness-rel ated tasks, solve probl ens,
and organi ze and comuni cate information. LA B.2.4.4

01.09 Troubl eshoot problens w th conputer hardware, peripherals,
and other office equipnent.

01.10 Use conmuni cati ons and networking systens to performtasks
and sol ve problens in business environnents. LA.D.2.4.4

01.11 Describe ergonomc principles inportant to the configuration
of computer workstations. HE.B.2.4.1

01.12 Describe ethical issues and problens associated with
conputers and information systens. LA D 2.4.6

WORKPLACE COMMUNI CATI ONS

02.0 APPLY COVMUNI CATI ON SKILLS (READING WRITI NG SPEAKI NG, LISTEN NG

03.

04.

0

0

AND VIEWNG I N A COURTEQUS, CONCI SE, AND CORRECT NMANNER ON
PERSONAL AND PROFESSI ONAL LEVELS—Fhe student will be able to:

02.07 Sel ect and use nodes of comuni cations appropriate to
specific job and workpl ace situations. LA B.2.4.4,
LA.C3.4.2, LAC1.4.3

02.08 Sel ect and use standard witten comruni cation formats used
for professional and business conmunication. LA B. 1.4.2,
LA.B.1.4.3

02.09 Use professional business vocabul ary appropriate for
i nternal and external communications in business
environnents. LA B.2.4.2

USE TECHNOLOGY TO ENHANCE THE EFFECTI VENESS OF COMVUNI CATI ONS | N
ORDER TO ACCOMPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

03.03 Use the witing process to create business-rel ated docunents
appropriate to the subject matter, purpose, and audi ence.

03.04 Revise and edit business-rel ated docunents to ensure correct
grammar, spelling, punctuation, and format.

03. 05 Use dat abase, spreadsheet, and integrated software packages
to enhance witten business conmunications.

03.06 Use presentation software to enhance personal and
pr of essi onal conmuni cati ons.

03.08 Use conputer networks (e.g., Internet, on-line databases, e-
mail) to facilitate coll aborative or individual |earning and
comuni cation. LA B.2.4.2, LA B.2.4.4

03.09 Explore current and energi ng tel econmuni cati on systens.
LA.B.2.4.4

03.10 Di scuss comuni cation systenms—eul tural, organizational
technol ogical, and interpersonal. LA D.1.4.2

USE | NFORMATI ON TO ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

04.03 Respond to and utilize information derived frommultiple
sources (e.g., witten docunents, instructions, e-nmail) to
sol ve busi ness probl enms and conpl et e busi ness tasks.
LA.B.2.4.1, LAA24.38

CURRENT TRENDS/ | SSUES I N THE WORKPLACE

05.0 ANALYZE CURRENT AND EMERG NG WORKPLACE TRENDS AND | SSUES AND

DETERM NE POTENTI AL | MPACT ON CAREER AND JOB OBJECTI VES AND




WORKPLACE PERFORMANCE—he student will be able to:

05.03 Identify, define, and discuss current trends and issues that
i npact gl obal and | ocal busi ness/workpl ace environments.
SS.D.2.4.6, LA D 2.4.1

05. 04 Comunicate (individually and in groups) current and
ener gi ng busi ness trends and reconmend strategies for
controlling the inpact of these trends on personal and
pr of essi onal | evels.

MANAGEMENT

06.0 DEVELOP AN AWARENESS OF MANAGEMENT FUNCTI ONS AND ORGANI ZATI ONAL
STRUCTURES AS THEY RELATE TO TODAY' S WORKPLACE AND
EMPLOYER/ EMPLOYEE ROLES—he student will be able to:

06. 03 Design, inplenment, and eval uate organi zati onal structures
for managi ng project teans.

06. 04 Denonstrate an awareness of the enployee's role in
mai nt ai ni ng productive business environnents in today’s
wor kpl ace.

07.0 PRACTI CE QUALI TY PERFORVANCE | N THE LEARNI NG ENVI RONVENT AND THE
WORKPLACE—he student will be able to:

07.03 Routinely assess personal performance and identify and
i npl enent strategies for inprovement.

07.04 Assess peers and/or group nmenbers’ performance in order to
devel op and i npl enent strategies for inprovement.

08.0 | NCORPORATE APPROPRI ATE LEADERSHI P AND SUPERVI SI ON TECHNI QUES,
CUSTOVER SERVI CE STRATEGQ ES, AND STANDARDS OF PERSONAL ETHI CS TO
ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE PERFORMANCE—he
student will be able to:

08. 04 Devel op and inplenment a plan for maintaining quality service
and production in a workplace, business, or I|earning
envi ronnent .

08.05 Facilitate focus group di scussions regardi ng service,
supervision, and ethical considerations that inpact the
wor kpl ace, business, or |earning environment.

COVPUTATI ON AND FI NANCE

09.0 APPLY MATHENMATI CAL OPERATI ONS AND PROCESSES AS WELL AS FI NANCI AL
PLANNI NG STRATEG ES TO COMWONLY OCCURRI NG SI TUATI ONS | N THE
WORKPLACE TO ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

09. 05 Use conmon standards of neasurenent in solving work-rel ated
or business problenms (e.g., length, weight, currency, tine).
MA. A 3.4.3

JOB READI NESS AND CAREER DEVELOPMENT
10. 0 ASSESS PERSONAL STRENGITHS AND WEAKNESSES AS THEY RELATE TO JOB

OBJECTI VES, CAREER EXPLORATI ON, PERSONAL DEVELOPMENT, AND LI FE
GOALS—The student will be able to:




10. 03 Anal yze job and career requirenents and rel ate career
interests to opportunities in the gl obal econony.

10. 04 Reassess and anal yze individual talents, interests, and
personal characteristics and relate to desired career
options.

11.0 | NCORPORATE KNOANLEDGE GAI NED FROM | NDI VI DUAL ASSESSMVENT AND
JOB/ CAREER EXPLORATI ON TO DESI GN AN | NDI VI DUAL CAREER PLAN THAT
REFLECTS THE TRANSI TI ON FROM SCHOOL TO WORK, LI FELONG LEARN NG
AND PERSONAL AND PROFESSI ONAL GOALS--The student will be able to:

11.05 Refine and inplenment a plan to facilitate personal growth
and skill devel opnent related to anticipated job
requi renents and career expectations.

11. 06 Denpnstrate an awareness of specific job requirenents and
career paths (e.g., requirenents, characteristics needed) in
busi ness environnents. LA . C. 3.4.4

11. 07 Denpnstrate an awareness of the potential inpact of |oca
and gl obal trends on career plans and |ife goals.

HUVAN RELATI ONS/ | NTERPERSONAL SKI LLS

12. 0 DEMONSTRATE HUMAN RELATI ONS/ | NTERPERSONAL SKI LLS APPROPRI ATE FOR
THE WORKPLACE—he student will be able to:

12. 01 Accept constructive criticism SS.B.1.4.5
12.02 Apply appropriate strategies to manage conflict in work
situations. LA D 1.4.2, SS.B.1.4.5, HE.B. 3.4.5

ADM NI STRATI VE OFFI CE PROCEDURES
13.0 PERFORM CFFI CE FUNCTI ONS AND RESPONSI BI LI TI ES TO ACCOWPLI SH JOB

OBJECTI VES AND ENHANCE WORKPLACE PERFORMANCE—The student will be
able to:

13.01 Performoffice tasks (e.g., filing and records managenent,
schedul i ng, reprographics, and mail handling). LA A 2.4.4,
LA A2.4.6, LAA2.4.7, LAA2.4.8, LAB242 LAC3.4.2

13.02 Denpnstrate effective tel ephone techni ques and procedures
for handling incom ng calls and placi ng outgoing calls.

13. 03 Denpnstrate know edge of ethical behavior in a business
wor kpl ace, business, or |earning environment.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE C
SOFTWARE SUPPORT HELP DESK - DOT 032.262-010

I nt ended out comes of OCP A and OCP B nust be conpl eted previously
or concurrently.

WORKPLACE COMMUNI CATI ONS
02.0 APPLY COVMUNI CATI ON SKILLS (READING WRITI NG SPEAKI NG, LISTEN NG

AND VIEWNG I N A COURTEQUS, CONCI SE, AND CORRECT NMANNER ON
PERSONAL AND PROFESSI ONAL LEVELS—Fhe student will be able to:

02.14 Communicate in a multicultural setting (e.g., with people
fromvarying international, cultural, ethnic, and racial
backgr ounds).



02.19 Communi cate technical information in a concise,
under st andabl e manner to a non-techni cal audi ence both
verbally and in witing.

02.20 Contribute technical solutions to a resource library.

WORK- BASED LEARNI NG

20.0 PARTI Cl PATE | N WORK- BASED LEARNI NG EXPERI ENCES—The student will be
able to:

20.33 Participate in work-based | earni ng experiences in a
PC/ sof tware support services environnent.

20. 34 Discuss the use of technology in a PC/ software support
servi ces environment.

20.35 Conpare and contrast the software applications used in a
PC/ sof tware support services environnent.

NETWORK/ SOFTWARE SUPPORT
37.0 PERFORM END USER SUPPORT AND ASSI STANCE BY TROUBLESHOOTI NG AND

DI AGNOSI NG THROUGH TELEPHONE, E- MAI L, REMOTE ACCESS, OR DI RECT
CONTACT—he student will be able to:

37.13 Apply appropriate comunication etiquette in responding to
user requests for assistance in a tinely nmanner.

37.14 Denonstrate patience, active listening skills, and probing
skills in responding to user requests for assistance.

38.0 PERFORM | NSTALLATI ON AND CONFI GURATI ON ACTI VI TI ES—TFhe student wi ||
be able to:

38.03 Interpret error nessages properly.
38.04 Install operating system software.
38. 05 Custom ze operating systenmns.

38.06 Install application software.

40.0 | DENTIFY THE PURPOSE OF AND | NTERRELATI ONSH PS AMONG MAJOR
HARDWARE COMPONENTS—he student will be able to:

40. 07 Denonstrate an understandi ng of the operation and purpose of
har dwar e conponent s.

40. 08 Denonstrate proficiency in basic preventative hardware
mai nt enance.

40.09 Apply basic rules for hardware safety.

41.0 PERFORM E-NAIL ACTI VI TI ESTFhe student will be able to:

41.01 Describe e-mail capabilities and functions.

41.02 Create and send e-nmail nessages with attachnents.
41.03 Reply to and forward e-mail nessages.

41. 04 Organi ze and nanage e-nail messages.

41.05 Utilize all applicable e-mail options and functions.
41.09 Use the Internet to performe-mail activities.

44. 0 DEMONSTRATE AN UNDERSTANDI NG OF COVPUTER NETWORKS—he student wil |
be able to:

44.01 Define networking and describe the purpose of a network.
44.03 Describe the various types of network topol ogies.



46.0 DEVELOP ELECTRONI C COVMMUNI CATI ONS SKI LLS—The student will be able
to:

46. 01 Explain the operation of the Internet, its inportance today,
and its brief history.

46.06 ldentify the types of electronic comunications software and
hardware and explain their functions and use.

46. 07 Exhibit proficiency in using various features of a browser.

46. 08 Denonstrate ethical use of the Internet.

47.0 DEMONSTRATE AN UNDERSTANDI NG OF SYSTEM SOFTWARE AND APPLI CATI ON
SOFTWARE—he student will be able to:

47.01 Performword processing, spreadsheet, database,
presentation, desktop publishing, and accounting activities
wi th software conmonly used in business.

47.02 ldentify software problens to execute appropriate course of
action.

47. 03 Di agnose software problens to execute appropriate course of
action.

47. 04 Perform syst em backup

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE D
PC SUPPORT SPECI ALI ST - DOT 039. 264- 010

I nt ended outcomes of OCP A, OCP B, and OCP C nust be conpl eted
previously.

WORKPLACE COMMUNI CATI ONS
02.0 APPLY COVMUNI CATI ON SKILLS (READING WRITI NG SPEAKI NG, LISTEN NG

AND VIEWNG I N A COURTEQUS, CONCI SE, AND CORRECT NMANNER ON
PERSONAL AND PROFESSI ONAL LEVELS—Fhe student will be able to:

02.20 Contribute technical solutions to a resource library.
02.21 Coll aborate with associates to resol ve user technica
difficulties.

WORK- BASED LEARNI NG

20.0 PARTI Cl PATE | N WORK- BASED LEARNI NG EXPERI ENCES—The student will be
able to:

20.33 Participate in work-based | earni ng experiences in a
PC/ sof tware support services environnent.

20.35 Conpare and contrast the software applications used in a
PC/ sof tware support services environnent.

20. 36 Di scuss the managenent/supervisory skills needed in a
PC/ sof tware support services environnent.

NETWORK/ SOFTWARE SUPPORT

38.0 PERFORM | NSTALLATI ON AND CONFI GURATI ON ACTI VI TI ES—TFhe student wi |
be able to:

38.07 Install and configure software including device drivers.
38.08 Perform procedures for installing and replaci ng hardware.
38.09 Resol ve conputer error nessages.



40.

44,

46.

47.

0

0

0

0

| DENTI FY THE PURPOSE OF AND | NTERRELATI ONSH PS AMONG MAJOR
HARDWARE COMPONENTS—he student will be able to:

40. 07 Denonstrate an understandi ng of the operation and purpose of
har dwar e conponents.
40. 10 Denonstrate preventative hardware nmai ntenance.

DEMONSTRATE AN UNDERSTANDI NG OF COMPUTER NETWORKS—Fhe student wil |l
be able to:

44.02 ldentify the purposes and interrel ati onshi ps anong the naj or
conmponents of networks (e.g., servers, clients, transm ssion
medi a, network operating system network boards).

44.04 ldentify and describe the purpose of standards, protocols,
and the Qpen Systens Interconnection (OSlI) reference nodel.

44.06 Discuss the responsibilities of the network adm nistrator
(e.g., rights and responsibilities).

DEVELOP ELECTRONI C COVMMUNI CATI ONS SKI LLS—The student will be able
to:

46. 09 Sel ect and use appropriate el ectroni c conmuni cati ons
sof tware and hardware for specific tasks.

46. 10 Conpare and contrast Internet software and protocols.

46. 11 Di agnose and resol ve el ectronic conmuni cati ons operati onal
pr obl ens.

46.12 Identify the conponents of a Wb page.

DEMONSTRATE AN UNDERSTANDI NG OF SYSTEM SOFTWARE AND APPLI CATI ON
SOFTWARE—he student will be able to:

47.02 Identify software problens to execute appropriate course of
action.

47. 03 Di agnose software problens to execute appropriate course of
action.

47. 05 Perform advanced word processing, spreadsheet, database,
presentation, desktop publishing, and accounting activities
wi th software conmonly used in business.

47.06 Refine and resol ve software perfornance i ssues using
advanced software/system features and prograns.

47.07 Apply integration techniques to enhance busi ness software
application projects.

47. 08 Descri be know edge dat abase search procedures used to
identify possible solutions when troubl eshooting software
and hardware probl ens.
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Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Secondary Course Number: 8209020
Course Title: Busi ness Systens and Technol ogy 1

(Busi ness Systens and Technol ogy)
Course Credit: 1
COURSE DESCRI PTI O\

This course is designed to provide a basic overview of current

busi ness and i nformati on systens and trends and to introduce students
to the basic skills and foundations required for today’s business
envi ronnents. Enphasis is placed on devel oping proficiency with touch
keyboar di ng and fundanmental conputer applications, so that they may
be used as conmuni cation tools for enhancing personal and workpl ace
proficiency in an information based society. After successfu
conpletion of this core course, students will have net Cccupationa
Conpl etion Point - Data Code A, Ceneral Ofice Cerk - OES 55321.

| NFORVATI ON SYSTEMS

01.0 DEMONSTRATE KNOAMLEDGE, SKILL, AND APPLI CATI ON OF | NFORVATI ON
SYSTEMS TO ACCOWVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORVANCE. APPLY ERGONOM C PRI NCI PLES APPLI CABLE TO THE
CONFI GURATI ON OF COVPUTER WORKSTATI ONS. - The student will be able
to:

01. 01 Devel op keyboarding skills to enter and nmani pul ate text and
data. LA.B.1.4.3

01. 02 Describe and use current and energi ng conputer technol ogy
and software to perform personal and business rel ated tasks.
LA.B.2.4.4

01.03 Identify and descri be conmuni cati ons and networ ki ng systens
used i n workpl ace environments.

01.04 Use reference materials such as on-line help, vendor
bulletin boards, tutorials, and manuals avail able for
application software. LA B.2.4.4, LA A2.4.6

01.05 Denonstrate basic file managenent skills. LA A 2.4.2,
LA.B.2.4.4, LA B.2.4.6

01. 06 Troubl eshoot problens with conputer software, hardware,
peri pherals, and other office equipnment. LA D 2.4.4

01. 07 Describe ethical issues and problens associated with
conmputers and information systens.

01.08 Apply ergonom c principles applicable to the configuration
of comput er workstations.

WORKPLACE COMMUNI CATI ONS

02.0 USE TECHNOLOGY TO APPLY AND ENHANCE COVMUNI CATI ON SKILLS IN
TECHNI CAL READI NG, WRI TI NG, SPEAKI NG LI STENI NG AND VI EW NG—The
student will be able to:

02.01 Sel ect and use appropriate nodes of communication for
specific job and work situations. LA B.2.4.4



02. 02

02. 03

02. 04

02. 05

Organi ze i deas and comunicate oral and witten nmessages
appropriate to listeners and situations in workplace and
busi ness environnments. LA B.2.4.2

Use |istening, speaking, and nonverbal skills and strategies
to comuni cate effectively with supervisors, co-workers, and
custoners. LA.C. 1.4.1, LAC3.4.1, HEB.3.4.1

Sel ect and use standard witten business conmunication
formats. LA B.1.4.1, LA B 1.4.3

Use professional business vocabul ary appropriate for entry-

| evel jobs in business environnents. LA A 1.4.3

03.0 USE TECHNOLOGY TO APPLY AND ENHANCE COMMUNI CATI ON SKILLS I N

TECHNI CAL READI NG WRI TI NG —Fhe student will be able to:

03.01

03. 02

03. 03

03. 04

03. 05

03. 06

MANAGEMENT

Sel ect and use word processing software and acconpanyi ng
features to enhance witten busi ness conmuni cati ons.
LA.B.1.4.1

Use the witing process to create/edit business docunents
appropriate to the subject matter, purpose, and audi ence.

LA B 1.4.1, LAB1.4.2, LAB1.4.3

Use dat abase, spreadsheet, presentation software,

schedul i ng, and integrated software packages to enhance
communi cations. LA B.2.4.1, LA B.2.4.2

Expl ore and denonstrate effective and efficient use of

t el econmuni cati ons systens including tel ephone techni ques
for handling incom ng and pl aci ng out goi ng busi ness calls.
LA.B.1.4.3

Use conputer networks (e.g., Internet, on-line databases, e-
mail) to facilitate coll aborative or individual |earning and
conmmuni cati on.

Respond to and utilize information derived frommultiple
sources (e.g., witten docunents, instructions, e-nail

voice mail) to solve business problenms and conpl ete busi ness
t asks.

04.0 DEVELOP AN AWARENESS OF NMANAGEMENT FUNCTI ONS AND ORGANI ZATI ONAL

STRUCTURES AS THEY RELATE TO TODAY' S WORKPLACE AND

EMPLOYER/ EMPLOYEE ROLES.  DEMONSTRATE | NI TI ATl VE, COURTESY,

LOYALTY, HONESTY, COOPERATI ON AND PUNCTUALITY AS A TEAM MEMBER—The

student will be able to:

04.01

04. 02

04. 03

Expl ore, design, inplenment, and eval uate organi zati onal
structures and cultures for managi ng project teans.

Expl ore and denonstrate an awareness of current trends in
busi ness and the enpl oyee’s role in nmaintaining productive
busi ness environments in today’ s gl obal workpl ace.

Col | aborate with individuals and teans to conplete tasks and
sol ve business-rel ated problens and denponstrate initiative,
courtesy, loyalty, honesty, cooperation, and punctuality as
a team nenber.

CURRENT TRENDS/ | SSUES | N THE WORKPLACE

05.0 PRACTICE QUALITY PERFORVANCE IN THE LEARNI NG ENVI RONVENT AND THE

WORKPLACE—he student will be able to:



05. 01 Assess personal, peer, and group performance and identify
and i npl enent strategies for inprovement (e.g.
organi zati onal skills, note taking/outlining, advance
organi zers, reasoning skills, problemsolving and deci si on-
maki ng skills).

05.02 Develop criteria for assessing products and processes that
i ncorporate effective business practices (e.g., tinme
managenent, productivity, total quality managenent).

MANAGEMENT

06. 0 | NCORPORATE APPROPRI ATE LEADERSHI P AND SUPERVI SI ON TECHNI QUES,
CUSTOVER SERVI CE STRATEGQ ES, AND STANDARDS OF PERSONAL ETHI CS TO
ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE PERFORMANCE—he
student will be able to:

06. 01 Denonstrate an awareness of quality service and the persona
and professional standards required to establish an
ef fective service-based culture in the workpl ace, business,
or | earning environment.

06.02 Identify, analyze, and inplement managerial skills necessary
for maintaining a high quality work environnent, goals, and
strategi c planning in business settings.

06. 03 Fol | ow accepted rules, regul ations, policies, procedures,
processes, and workpl ace safety.

COVPUTATI ON AND FI NANCE

07.0 APPLY MATHENMATI CAL OPERATI ONS AND PROCESSES AS WELL AS FI NANCI AL
PLANNI NG STRATEG ES TO COMWONLY OCCURRI NG SI TUATI ONS | N THE
WORKPLACE AND TO ACCOMPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

07.01 Analyze, interpret, conpile and denonstrate the ability to
present/conmuni cate data i n understandabl e and neasurabl e
terns using conmon statistical procedures. MA.E 1.4.1,
MA.E. A 4.2

07.02 Use conmon standards of neasurenent including the netric
systemin solving work-rel ated or business problens (e.g.
| ength, weight, currency, tine). MAB.3.4.1

07.03 Sel ect and use the correct mathematical processes and tools
to solve conplex problemsettings that are typical of
busi ness settings and use formul as when appropriate.
MA. A 3.4.3

JOB READI NESS AND CAREER DEVELOPMENT
08.0 ASSESS PERSONAL STRENGTHS AND WEAKNESSES AS THEY RELATE TO

JOB OBJECTI VES, CAREER EXPLORATI ON, PERSONAL DEVELOPMENT, AND LI FE
GOALS—The student will be able to:

08. 01 Assess, analyze and reassess individual talents, aptitudes,
i nterests, and personal characteristics as they relate to
potential future careers in business environnents.

08. 02 Use personal assessnent tools to identify personal strengths
and weaknesses related to | earning and work environnents.

08. 03 Anal yze job and career requirenents and rel ate career
interests to opportunities in the gl obal econony.



10.0

HUVAN

10.0

| NCORPORATE KNOW.EDGE GAI NED FROM | NDI VI DUAL ASSESSMENT AND

JOB/ CAREER EXPLORATI ON TO DESI GN AN | NDI VI DUAL CAREER PLAN THAT
REFLECTS THE TRANSI TI ON FROM SCHOOL TO WORK, LI FELONG LEARNI NG,
AND PERSONAL AND PROFESSI ONAL GOALS. EXPERI ENCE WORK- BASED
LEARNI NG THROUGH JOB SHADOW NG, MENTORI NG E- COACH NG ETC. —Fhe
student will be able to:

09.01 Anal yze personal skills and aptitudes in conparison with
vari ous busi ness rel ated job and career options.

09. 02 Use career resources to devel op an information base that
reflects |l ocal and gl obal business rel ated occupati ons and
opportunities for continuing educati on and workpl ace
experi ence.

09. 03 Denonstrate job-seeking skills required for entry-1|evel
enpl oyment (e.g., resune, application, interview, follow
up). LA.C.3.4.4

09.04 Design, initiate, refine, and inplenent a plan to facilitate
personal growth and skill devel opnent related to anti ci pated
job requirements and career expectations.

09. 06 Denonstrate an awareness of specific job requirenents and
career paths (e.g., requirenents, characteristics needed) in
busi ness envi ronnents.

09. 07 Denonstrate an awareness of the potential inpact of |oca
and gl obal trends on career plans and |ife goals.

09. 08 Experience work-based | earning through volunteerism job
shadowi ng, nentoring, e-coaching, etc.

RELATI ONS/ | NTERPERSONAL SKI LLS

DEMONSTRATE PERSONAL AND | NTERPERSONAL SKI LLS APPROPRI ATE FOR THE
WORKPLACE—he student will be able to:

10. 01 Accept constructive criticism SS.B.1.4.5
10. 02 Apply appropriate strategies to manage and resol ve conflict
in work situations. LA D 1.4.2, SS.B.1.4.5, HE B.3.4.5

10. 03 Denpnstrate personal and interpersonal skills appropriate
for the workplace (e.g., responsibility, dependability,
punctuality, integrity, positive attitude, initiative, and
respect for self and others, professional dress, etc.).

ADM NI STRATI VE OFFI CE PROCEDURES

11.0

PERFORM OFFI CE FUNCTI ONS AND RESPONSI BI LI TIES TO ACCOVWPLI SH JOB
OBJECTI VES AND ENHANCE WORKPLACE PERFORMANCE—The student will be
able to:

11. 01 Perform busi ness tasks (e.g., filing and records managenent,
schedul i ng, reprographics, mail handling, etc.). LA A 2.4 4,
LAA2.4.7, LAA2.48, LAB24.2

11. 02 Denpnstrate know edge of ethical behavior in a business
environnent (e.g., confidentiality of information, enployee
right to know, hiring practices, plagiarism copyright
viol ati ons, sexual harassnent, mi ssion statenent, code of
ethics, etc.).
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Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Secondary Course Number: 8209030
Course Title: Busi ness Systens and Technol ogy 2
Course Credit: 1

COURSE DESCRI PTI ON:

This course is designed to build upon the experiences and content of
Busi ness Systens and Technology 1 so that a fundanental core of

know edge, skills, and attitudes required for today's business
environnent is established. Enphasis is placed on devel opi ng
proficiency with database, spreadsheet, presentation, and integrated
software applications as tools for acconplishing business related job
obj ectives and enhanci ng workpl ace performance. After successfu

conpl etion of the Business Technol ogy Educati on Core courses (Business
Systens and Technol ogy 1 and 2), students will have met Cccupationa
Conpl etion Point - Data Code B, Ceneral Ofice Cerk Il - OES 55347

| NFORVATI ON SYSTEMS
01.0 DEMONSTRATE KNOM.EDGE, SKILL, AND APPLI CATI ON OF | NFORVATI ON

SYSTEMS TO ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

01. 07 Enhance proficiency with touch keyboarding skills (speed and
accuracy) to enter and mani pul ate data. LA B.1.4.3

01.08 Use current and energi ng conputer technol ogy and software to
perform personal and business rel ated tasks, solve probl ens,
and organi ze and comuni cate information. LA B.2.4.4

01.09 Troubl eshoot problens w th conputer hardware, peripherals,
and other office equipnent. LA D.2.4.4

01.10 Use conmuni cati ons and networking systens to performtasks
and sol ve problens in business environnents.

01.11 Describe ergonomc principles inportant to the configuration
of computer workstations. HE.B.2.4.1

01.12 Describe ethical issues and problens associated with
conputers and information systenms. LA D . 2.4.6

WORKPLACE COMMUNI CATI ONS
02.0 APPLY COVMUNI CATI ON SKILLS (READING WRITI NG SPEAKI NG, LI STEN NG

AND VIEWNG I N A COURTEQUS, CONCI SE, AND CORRECT NMANNER ON
PERSONAL AND PROFESSI ONAL LEVELS—Fhe student will be able to:

02.07 Sel ect and use nodes of comuni cations appropriate to
specific job and workpl ace situations. LA B.2.4.4,
LA.C3.4.2, LAC1.4.3

02.08 Sel ect and use standard witten comruni cation formats used
for professional and business conmunication. LA B. 1.4.2,
LA.B.1.4.3

02.09 Use professional business vocabul ary appropriate for
i nternal and external communications in business
environnents. LA B.2.4.2



03.0 USE TECHNOLOGY TO ENHANCE THE EFFECTI VENESS OF COVVUNI CATI ONS | N

04.

0

ORDER TO ACCOMPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

03.03 Use the witing process to create business-rel ated docunents
appropriate to the subject matter, purpose, and audi ence.

03.04 Revise and edit business-rel ated docunents to ensure correct
grammar, spelling, punctuation, and format.

03. 05 Use dat abase, spreadsheet, and integrated software packages
to enhance witten business conmunications.

03.06 Use presentation software to enhance personal and
pr of essi onal conmuni cati ons.

03.08 Use conputer networks (e.g., Internet, on-line databases, e-
mail) to facilitate coll aborative or individual |earning and
comuni cation. LA B.2.4.2, LA B.2.4.4

03.09 Explore current and energi ng tel econmuni cati on systens.
LA.B.2.4.4

03.10 Di scuss comuni cation systenms—eul tural, organizational
technol ogical, and interpersonal. LA D.1.4.2

USE | NFORVATI ON TO ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE

PERFORMANCE—he student will be able to:

04.03 Respond to and utilize information derived frommultiple
sources (e.g., witten docunents, instructions, e-nmail) to
sol ve busi ness probl enms and conpl et e busi ness tasks.
LA.B.2.4.1, LAA24.38

CURRENT TRENDS/ | SSUES I N THE WORKPLACE

05.0 ANALYZE CURRENT AND EMERG NG WORKPLACE TRENDS AND | SSUES AND

DETERM NE POTENTI AL | MPACT ON CAREER AND JOB OBJECTI VES AND
WORKPLACE PERFORMANCE—he student will be able to:

05.03 Identify, define, and discuss current trends and issues that
i npact gl obal and | ocal busi ness/workpl ace environments.
SS.D.2.4.6, LA D 2.4.1

05. 04 Comunicate (individually and in groups) current and
ener gi ng busi ness trends and reconmend strategies for
controlling the inpact of these trends on personal and
pr of essi onal | evels.

MANAGEMENT

06.0 DEVELOP AN AWARENESS OF MANAGEMENT FUNCTI ONS AND ORGANI ZATI ONAL

07.

0

STRUCTURES AS THEY RELATE TO TODAY' S WORKPLACE AND
EMPLOYER/ EMPLOYEE ROLES—he student will be able to:

06. 03 Design, inplenment, and eval uate organi zati onal structures
for managi ng project teans.

06. 04 Denonstrate an awareness of the enployee's role in
mai nt ai ni ng productive business environnents in today’s
wor kpl ace

PRACTI CE QUALI TY PERFORVANCE | N THE LEARNI NG ENVI RONVENT AND THE
WORKPLACE—he student will be able to:

07.03 Routinely assess personal performance and identify and



i npl enent strategies for inprovenent.
07.04 Assess peers and/or group nmenbers’ performance in order to
devel op and i npl enent strategies for inprovement.

08.0 | NCORPORATE APPROPRI ATE LEADERSHI P AND SUPERVI SI ON TECHNI QUES,
CUSTOVER SERVI CE STRATEGQ ES, AND STANDARDS OF PERSONAL ETHI CS TO
ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE PERFORMANCE—he
student will be able to:

08. 04 Devel op and inplement a plan for maintaining quality service
and production in a workplace, business, or |earning
envi ronnent .

08.05 Facilitate focus group di scussions regardi ng service,
supervision, and ethical considerations that inpact the
wor kpl ace, busi ness, or |earning environment.

COVPUTATI ON AND FI NANCE

09.0 APPLY MATHENMATI CAL OPERATI ONS AND PROCESSES AS WELL AS FI NANCI AL
PLANNI NG STRATEG ES TO COMWONLY OCCURRI NG SI TUATI ONS | N THE
WORKPLACE TO ACCOVPLI SH JOB OBJECTI VES AND ENHANCE WORKPLACE
PERFORMANCE—he student will be able to:

09.05 Select and use the correct mathematical process to solve
conpl ex problem situations that are typical of business
settings and use formul as when appropriate. MA.A 3.4.3

JOB READI NESS AND CAREER DEVELOPMENT
10. 0 ASSESS PERSONAL STRENGITHS AND WEAKNESSES AS THEY RELATE TO JOB

OBJECTI VES, CAREER EXPLORATI ON, PERSONAL DEVELOPMENT, AND LI FE
GOALS—The student will be able to:

10. 03 Anal yze job and career requirenents and rel ate career
interests to opportunities in the gl obal econony.

10. 04 Reassess and anal yze individual talents, interests, and
personal characteristics and relate to desired career
options.

11.0 | NCORPORATE KNOANLEDGE GAI NED FROM | NDI VI DUAL ASSESSMVENT AND
JOB/ CAREER EXPLORATI ON TO DESI GN AN | NDI VI DUAL CAREER PLAN THAT
REFLECTS THE TRANSI TI ON FROM SCHOOL TO WORK, LI FELONG LEARN NG
AND PERSONAL AND PROFESSI ONAL GOALS--The student will be able to:

11.05 Refine and inplenment a plan to facilitate personal growth
and skill devel opnent related to anticipated job
requi renents and career expectations.

11. 06 Denpnstrate an awareness of specific job requirenents and
career paths (e.g., requirenents, characteristics needed) in
busi ness environnents. LA . C.3.4.4

11. 07 Denopnstrate an awareness of the potential inpact of |oca
and gl obal trends on career plans and |ife goals.

HUVAN RELATI ONS/ | NTERPERSONAL SKI LLS

12. 0 DEMONSTRATE HUVMAN RELATI ONS/ | NTERPERSONAL SKI LLS APPROPRI ATE FOR
THE WORKPLACE—he student will be able to:




12.01
12.02

Accept constructive criticism SS. B.1.4.5
Apply appropriate strategies to manage conflict in work
situations. LA D 1.4.2, SS.B.1.4.5, HE.B. 3.4.5

ADM NI STRATI VE OFFI CE PROCEDURES

13.0 PERFORM CFFI CE FUNCTI ONS AND RESPONSI BI LI TI ES TO ACCOWPLI SH JOB

OBJECTI VES AND ENHANCE WORKPLACE PERFORVMANCE—he student will be

able to:

13.01

13. 02

13.03

Performoffice tasks (e.g., filing and records nanagemnent,
schedul i ng, reprographics, and mail handling). LA A 2.4.4,
LA A2.4.6, LAA2.4.7, LAA2.4.8, LAD242 LAC3.4.2
Denonstrate effective tel ephone techni ques and procedures
for handling incom ng calls and placi ng outgoing calls.
Denonstrate know edge of ethical behavior in a business
environnent (e.g., confidentiality of information, enployee
right to know, hiring practices, etc.).



July 2001
Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Secondary Course Number: 8207210
Course Title: PC Support 1
Course Credit: 1

COURSE DESCRI PTI ON:

This course is designed to develop entry-level skills for PC support
services. Enmphasis is placed on devel opi ng an understandi ng of vari ous
conput er software applications and conputer hardware. After successfu
conpl etion of PC Support 1 and 2, students will have nmet QOccupati ona
Conpl etion Point - Data Code C, Software Support Help Desk - DOT Code
032. 262-010.

WORKPLACE COMMUNI CATI ONS
02.0 APPLY COVMUNI CATI ON SKILLS (READING WRITI NG SPEAKI NG, LISTEN NG

AND VIEWNG I N A COURTEQUS, CONCI SE, AND CORRECT NMANNER ON
PERSONAL AND PROFESSI ONAL LEVELS—Fhe student will be able to:

02.14 Communicate in a multicultural setting (e.g., with people
fromvarying international, cultural, ethnic, and racial
backgr ounds).

WORK- BASED LEARNI NG

20.0 PARTICl PATE | N WORK- BASED LEARNI NG EXPERI ENCES—Fhe student will be
able to:

20.33 Participate in work-based | earni ng experiences in a
PC/ sof tware support services environnent.

20. 34 Discuss the use of technology in a PC/ software support
servi ce environment.

NETWORK/ SOFTWARE SUPPORT

38.0 PERFORM | NSTALLATI ON AND CONFI GURATI ON ACTI VI TI ES—TFhe student wi ||
be able to:

38.04 Install operating system software.

40.0 | DENTIFY THE PURPCSE OF AND | NTERRELATI ONSH PS AMONG MAJOR
HARDWARE COMPONENTS—he student will be able to:

40. 07 Denonstrate an understandi ng of the operation and purpose of
har dwar e conponents.

40. 08 Denonstrate proficiency in basic preventative hardware
mai nt enance.

40.09 Apply basic rules for hardware safety.

46.0 DEVELOP ELECTRONI C COMMUNI CATI ONS SKI LLS—The student will be able
to:

46. 01 Explain the operation of the Internet, its inportance today,
and its brief history.



46.06 ldentify the types of electronic communications software and
hardware and explain their functions and use.
46. 07 Exhibit proficiency in using various features of a browser.

47.0 DEMONSTRATE AN UNDERSTANDI NG OF SYSTEM SOFTWARE AND APPLI CATI ON
SOFTWARE—he student will be able to:

47.01 Performword processing, spreadsheet, database,
presentation, desktop publishing, and accounting activities
wi th software conmonly used in business.

47.02 ldentify software problens to execute appropriate course of
action.



July 2001
Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Secondary Course Number: 8207220
Course Title: PC Support 2
Course Credit: 1

COURSE DESCRI PTI ON:

Thi s course continues the devel opment of basic entry-level skills for PC
support services. The content includes software applications and
operating systens, electronic communication via the Internet, and an

i ntroduction to conputer networking. After successful conpletion of PC
Support 1 and 2, students will have nmet Occupational Conpletion Point -
Data Code C, Software Support Help Desk - DOl Code 032.262-010.

WORKPLACE COMMUNI CATI ONS
02.0 APPLY COVMUNI CATI ON SKILLS (READING WRITI NG SPEAKI NG, LISTEN NG

AND VIEWNG I N A COURTEQUS, CONCI SE, AND CORRECT NMANNER ON
PERSONAL AND PROFESSI ONAL LEVELS—Fhe student will be able to:

02.19 Communi cate technical information in a concise,
under st andabl e manner to a non-techni cal audi ence both
verbally and in witing.

02.20 Contribute technical solutions to a resource library.

WORK- BASED LEARNI NG

20.0 PARTI Cl PATE | N WORK- BASED LEARNI NG EXPERI ENCES—Fhe student will be
able to:

20.33 Participate in work-based | earni ng experiences in a
PC/ sof tware support services environnent.

20. 34 Discuss the use of technology in a PC/ software support
servi ces environment.

20.35 Conpare and contrast the software applications used in a
PC/ sof tware support services environnent.

NETWORK/ SOFTWARE SUPPORT
37.0 PERFORM END USER SUPPORT AND ASSI STANCE BY TROUBLESHOOTI NG AND

DI AGNOSI NG THROUGH TELEPHONE, E- MAI L, REMOTE ACCESS, OR DI RECT
CONTACT—he student will be able to:

37.13 Apply appropriate comunication etiquette in responding to
user requests for assistance in a tinely nmanner

37.14 Denonstrate patience, active listening skills, and probing
skills in responding to user requests for assistance.

38.0 PERFORM | NSTALLATI ON AND CONFI GURATI ON ACTI VI TI ES—TFhe student wi ||
be able to:

38.03 Interpret error nessages properly.
38.04 Install operating system software.
38. 05 Custom ze operating systens.
38.06 Install application software.



40.0 | DENTIFY THE PURPOSE OF AND | NTERRELATI ONSH PS AMONG MAJOR
HARDWARE COMPONENTS—he student will be able to:

40. 07 Denonstrate an understandi ng of the operation and purpose of
har dwar e conponents.
40.09 Apply basic rules for hardware safety.

41.0 PERFORM E-NAIL ACTIVITI ESTFhe student will be able to:

41.01 Describe e-mail capabilities and functions.

41.02 Create and send e-nmail nessages with attachnents.
41.03 Reply to and forward e-mail nessages.

41. 04 Organi ze and nanage e-nmil messages.

41.05 Utilize all applicable e-mail options and functions.
41.09 Use the Internet to performe-mail activities.

44. 0 DEMONSTRATE AN UNDERSTANDI NG OF COVPUTER NETWORKS—he student wil |
be able to:

44.01 Define networking and describe the purpose of a network.
44.03 Describe the various types of network topol ogies.

46.0 DEVELOP ELECTRONI C COVMMUNI CATI ONS SKI LLS—The student will be able
to:

46. 08 Denonstrate ethical use of the Internet.

47.0 DEMONSTRATE AN UNDERSTANDI NG OF SYSTEM SOFTWARE AND APPLI CATI ON
SOFTWARE—he student will be able to:

47. 03 Di agnose software problens to execute appropriate course of
action.
47. 04 Perform syst em backup.
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Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Secondary Course Number: 8207230
Course Title: PC Support 3
Course Credit: 1

COURSE DESCRI PTI ON:

Thi s course continues the study of PC support services and is designed
to devel op advanced skills for enploynent. The content includes
advanced software applications, the interrel ationshi ps anong maj or
conmponents of networks, hardware installation, and sel ection of

el ectroni ¢ communi cations software and hardware. After successfu
conpl etion of PC Support 3 and 4, students will have nmet QOccupati ona
Conpl etion Point - Data Code D, PC Support Specialist - DOTI Code

039. 264- 010.

WORKPLACE COMMUNI CATI ONS
02.0 APPLY COVMUNI CATI ON SKILLS (READING WRITI NG SPEAKI NG, LISTEN NG

AND VIEWNG I N A COURTEQUS, CONCI SE, AND CORRECT NMANNER ON
PERSONAL AND PROFESSI ONAL LEVELS—Fhe student will be able to:

02.20 Contribute technical solutions to a resource library.
WORK- BASED LEARNI NG

20.0 PARTI ClI PATE | N WORK- BASED LEARNI NG EXPERI ENCES—Fhe student will be
able to:

20.33 Participate in work-based | earni ng experiences in a
PC/ sof tware support services environnent.

20.35 Conpare and contrast the software applications used in a
PC/ sof tware support services environnent.

NETWORK/ SOFTWARE SUPPORT

38.0 PERFORM | NSTALLATI ON AND CONFI GURATI ON ACTI VI TI ES—TFhe student wi ||
be able to:

38.07 Install and configure software including device drivers.
38.08 Perform procedures for installing and repl aci ng hardware.

40.0 | DENTIFY THE PURPCSE OF AND | NTERRELATI ONSH PS AMONG MAJOR
HARDWARE COMPONENTS—he student will be able to:

40. 07 Denonstrate an understandi ng of the operation and purpose of
har dwar e conponent s.

44. 0 DEMONSTRATE AN UNDERSTANDI NG OF COVPUTER NETWORKS—he student wil |
be able to:

44.02 ldentify the purposes and interrel ati onshi ps anong the naj or
conmponents of networks (e.g., servers, clients, transm ssion
medi a, network operating system network boards).



46.0 DEVELOP ELECTRONI C COMMUNI CATI ONS SKI LLS—The student will be able

47.

0

to:

46. 09 Sel ect and use appropriate el ectroni c conmuni cati ons
software and hardware for specific tasks.
46. 10 Conpare and contrast Internet software and protocols.

DEMONSTRATE AN UNDERSTANDI NG OF SYSTEM SOFTWARE AND APPLI CATI ON
SOFTWARE—he student will be able to:

47.02 ldentify software problens to execute appropriate course of
action.

47. 03 Di agnose software problens to execute appropriate course of
action.

47. 05 Perform advanced word processing, spreadsheet, database,
presentation, desktop publishing, and accounting activities
with software conmonly used in business.
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STUDENT PERFORMANCE STANDARDS

Secondary Course Number: 8207240
Course Title: PC Support 4
Course Credit: 1

COURSE DESCRI PTI ON:

Thi s course continues the devel opment of advanced skills for entry-Ievel
enpl oyment in PC support services positions. The content includes
utilization of advanced software/system features and prograns,

i ntegration techni ques to enhance projects, network adm nistration,
conponents of Wb pages, and preventative hardware nmai ntenance. After
successful conpletion of PC Support 3 and 4, students will have mnet
Cccupational Conpl etion Point - Data Code D, PC Support Specialist - DOT
Code 039. 264- 010.

WORKPLACE COMMUNI CATI ONS
02.0 APPLY COVMUNI CATI ON SKILLS (READING WRITI NG SPEAKI NG, LISTEN NG

AND VIEWNG I N A COURTEQUS, CONCI SE, AND CORRECT NMANNER ON
PERSONAL AND PROFESSI ONAL LEVELS—Fhe student will be able to:

02.21 Coll aborate with associates to resol ve user technical
difficulties.

WORK- BASED LEARNI NG

20.0 PARTI Cl PATE | N WORK- BASED LEARNI NG EXPERI ENCES—Fhe student will be
able to:

20.33 Participate in work-based | earni ng experiences in a
PC/ sof tware support services environnent.

20. 36 Di scuss the managenent/supervisory skills needed in a
PC/ sof tware support services environnent.

NETWORK/ SOFTWARE SUPPORT

38.0 PERFORM | NSTALLATI ON AND CONFI GURATI ON ACTI VI TI ES—TFhe student wi ||
be able to:

38.09 Resol ve conputer error nessages.

40.0 | DENTIFY THE PURPOSE OF AND | NTERRELATI ONSH PS AMONG MAJOR
HARDWARE COMPONENTS—he student will be able to:

40. 10 Denonstrate preventative hardware nmai ntenance.

44. 0 DEMONSTRATE AN UNDERSTANDI NG OF COVPUTER NETWORKS—he student wil |
be able to:

44.04 ldentify and describe the purpose of standards, protocols,
and the Qpen Systens Interconnection (OSlI) reference nodel.

44.06 Discuss the responsibilities of the network adm ni strator
(e.g., rights and responsibilities).



46.0 DEVELOP ELECTRONI C COMMUNI CATI ONS SKI LLS—The student will be able
to:

46. 11 Di agnose and resol ve el ectronic conmuni cati ons operationa
pr obl ens.
46.12 ldentify the conponents of a Wb page.

47.0 DEMONSTRATE AN UNDERSTANDI NG OF SYSTEM SOFTWARE AND APPLI CATI ON
SOFTWARE—he student will be able to:

47.06 Refine and resol ve software perfornance i ssues using
advanced software/system features and prograns.

47.07 Apply integration techniques to enhance busi ness software
application projects.

47. 08 Descri be know edge dat abase search procedures used to
identify possible solutions when troubl eshooting software
and hardware probl ens.



