Personal Development Plans
For Your Technicians



Steps to

Success

Accountability Chart

Assign Responsibilities

Assign Skills Requirements

Identify Gaps

Meet With Employees

Develop Individual Plans
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Accountability Chart
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Responsibilities

® 202

First Level Support Second Level Support  Third Level Support

All Employees Must:

e Understand how to use all company software applications (Outlook, Teams, TigerPaw, ConnectWise, etc..)

* All employees must follow established support processes
* All employees must provide excellent customer service and represent the company in a professional matter
* All employees must handle tickets and escalate as defined in our internal SLA




Responsibilities

®
dh

First Level Support

First point of contact for clients

Help clients with their desktop
support needs

Second Level Support

Mentor first level support team
members

Handle escalations from first level
team members

Help clients with their desktop &
network support needs

Develop knowledgebase articles

Third Level Support

Mentor first & second level support
team members

Handle escalations from second level
team members

Help clients with their server &
network support needs

Develop knowledgebase articles

Review and improve support
processes



Skills Requirements

®
=

First Level Support

Windows 10
Office 365 basics
Desktop T/S skills

Password Reset for Zultys, 0365 and
Active Directory

Second Level Support

Advanced Windows 10
Office 365 Management

Advanced Desktop, printer and
network T/S

Active Directory, Office 365, Azure,
WatchGuard & Zultys Management

Third Level Support

Windows Server
Advanced 0365 Management & T/S
Advanced Server T/S skills

Advanced Active Directory, Office 365
Azure, WatchGuard & Zultys
Management & T/S skills

Expertin a single discipline



Place Staff In The Roles They Are Performing
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Accountability Chart
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Training Development Plans

Career development

Employee Retention

All Employees Must;

Understand how to use all company software application
Follow established processes

Provide excellent customer service

Notify management of any customer satisfaction issues
Represent the company in a professional matter
Continually educate

All Service Employees Must Also
Properly track time in PSA system

Handle tickets and escalate as defined in our internal SLA



Professional Services

LA

Smooth handoff from sales then to Support

Excellence in delivery of projects

Develop [ scope solutions based on client need
Understanding new technology / Creating new offerings

Support Services

LA

smooth handoff from PS5O
24%7 Excellence in service
Continually improve service
Internal IT

Onboarding clients

Onboard Clients

Implement standard projects

Properly document customer networks
Expert in at least 1 MEMBER core

offering, intermediate in all others.

Design Complex Solutions

Identify new technology

Train / mentor employees

Create |T methodeologies

Advanced in all MEMBER core offerings
Expert in several MEMBER core
offering

Onboarding Specialist

Document client environment
Deploy all required tools

Handoff from P50 to Support
Primary point of contact for client
communication

Celiver projects on time & on budget

Senior Engineer

Implement complex projects

Properly document customer networks
Mentor junior engineers

Expert in several MEMBER core offering,
advanced in all others.

Pre-Sales Engineer
Perform prospect 5

Recommend, explain and quote products
based on client need
Intermediate in all MEMBER core offerings

Project Manager

Deliver projects on time
Deliver projects on budget
Smooth handoff from sales
Smooth handoff to support
Ensure quality of projects

ing within budget
erly document all processes

Support Level 1

Initial client communications and support
Leverage Knowledgebase before escalation
Understanding of all MEMBER core offerings

Support Level 2

2" level support

Escalation Resource for Level 1 (warm hand off)
Handle onsite client support as needed

Client Lead on Subset of Clients

Review escalations and create KB articles
Expert in at least 1 MEMBER core offering,
intermediate in all others.

Support Engineer

3" level support

Escalation resource for all lower levels
Handle onsite client support as needed
Technical Lead on subset of client

Review escalations and create KB articles
Expert in several MEMBER Core offerings,
advanced in all others
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Know What Training the
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Now Your Needs Are Identified

Skills Gap Vendor Certifications



*Their goals
*Their capabilities

“What if, and | know this sounds kooky,
we communicated with the employees.”

Talk to Your Team




Right People Right Seat

e Do they actually get all the ins and outs of the
G Et It ? position?

W t I t ? e Do they genuinely want the job?
a N . e Do they wake up in the morning excited about it?

- e Do they have the mental, physical, time and skills
Ca paCIty? to handle the job?




This is where your technical training program comes into play




Oa Technical

What about

Sales

focus?

Business / Management




Specialists VS  Generalists
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Create the Plan

Career Goals
Certification Goal
Q1 Goal

Q2 Goal

Q3 Goal

Q4 Goal



Create the Plan

Career Goals Senior Cloud Architect 2 Years

Certification Goal Microsoft 365 Certified: Enterprise 1 Years
Administrator Expert

Q1 Goal Complete Windows 10 Exam
Develop internal training session on Windows 10
for junior technicians.

Q2 Goal Complete Managing Modern Desktops Exam
Q3 Goal Complete Managing Microsoft Teams Exam
Q4 Goal Complete the Microsoft 365 Identify and

Services Exam & Microsoft 365 Mobility and
Security exam



Allot 2-4 hours per week for training time

Cover remote courseware fees

ow Can You

elp Them?

Incorporate a training and mentoring
requirement into senior employee job
requirements




But how do |

actually do the training?

oet them to




't you have to force them to

train, they are NOT a 20.




Our Strategic Partners Are Here To Help




ZCSE Certification — 5 Day - Online Course
e April 20-24 & May 11-15 —register online

ZCSE Advanced — 1 Day — Online Course
e Contact Zultys to register

/CSE Re-Certification — Self Study Course
e Contact Zultys to register

Sales Training — Two % Day Online Courses
e Contact Zultys to register

$850 Training Fee Waived
for TAG Members




3 Part Training Video Series

e Using Nerdio to Build a Cloud Practice —

o Introduction to Nerdio and Azure
Nerdio &
 How to Build a Cloud Practice in Microsoft
AVASI(S

Azure

e Common WVD Deployment Scenarios

0


https://getnerdio.com/migrate-to-azure/

Azure — Live Training Series

Technical NAP training for employees
« NAP technical deep dive
« NAP Help Desk training

« Deployment planning for active opportunity
or deployment of NFR tenant

Technical Azure Training
« Azure instance size overview
« Azure storage overview
« 0365 plans/licenses

« ASR- usage and scenarios

Technical Q&A w/ Nerdio Engineer

Build-out of first NFA account with
Nerdio Engineer

Sales and Marketing training
* NFA Cost Estimator
NFA Plans Designer
Solutions selling tactics
How to overcome Cloud/Azure objections

Keys to a successful cloud practice




Office 365 Security J»Sherweb

Sherweb Online Back-up:

* Online Backup Part 1: Cumulus

* Online Backup Part 2: Backup

* Online Back-up Part 3: Recovery Process

* Online Backup Part 4: Managing Organizations
* How to set up Online Backup for Office 365

* Online Backup: Add an 0365 Organization

* How to backup and restore OneDrive

 How to backup and restore SharePoint Online

* How to backup and restore Exchange online
Office Protect:

e Office Protect Feb 2020 Walkthrough and Update
Security Discussions:

e How to find Vulnerabilities in your Office 365 tenant before hackers do



https://www.youtube.com/watch?v=knRmTYxZ8Ic&list=PLEa41j4cxuzSrim24icBECvonytRFE3oM&index=2
https://www.youtube.com/watch?v=N-1lXojoAVI&list=PLEa41j4cxuzSrim24icBECvonytRFE3oM&index=3
https://www.youtube.com/watch?v=9qcM-SxSpc0&list=PLEa41j4cxuzSrim24icBECvonytRFE3oM&index=4
https://www.youtube.com/watch?v=p3afXycMrzo&list=PLEa41j4cxuzSrim24icBECvonytRFE3oM&index=5
https://www.youtube.com/watch?v=ImJzyvF1hOM
https://www.youtube.com/watch?v=BT0aIOWcHJ8&list=PLEa41j4cxuzSrim24icBECvonytRFE3oM&index=16
https://www.youtube.com/watch?v=0SwSCYuc8ps
https://www.youtube.com/watch?v=KorgfcjEZK0
https://www.youtube.com/watch?v=Mc2S9sRFn90&list=PLEa41j4cxuzSrim24icBECvonytRFE3oM&index=19
https://www.youtube.com/watch?v=HOAk7KAxKR0
https://www.youtube.com/watch?v=tGoQ5nnosE0

Microsoft Teams

Introduction to Teams:

Value Proposition

Teams Demo from Inspire

Teams Update from lIgnite

Teams for IT Admins:

Essentials for IT Admins

Deploy and Configure

Security & Compliance

Controls for Security & Compliance

Skype to Teams Upgrade Considerations

Skype to Teams Admin Steps

Teams in the Modern Workplace:

Tips for Working Remotely

Teams Business Case Playlist

@
’Sherweb


https://www.youtube.com/watch?v=nKU-FMzZFF0
https://www.youtube.com/watch?v=CH2seLS5Wb0
https://www.youtube.com/watch?v=YBB2P_CwBqQ
https://www.youtube.com/watch?v=MfDB7VenWuA&list=PLXtHYVsvn_b_JeDjgD5XdkyHTDXdYgPGn&index=1
https://www.youtube.com/watch?v=o2mlsUubIO4
https://www.youtube.com/watch?v=91lHNKVVvQ4&list=PLXtHYVsvn_b_JeDjgD5XdkyHTDXdYgPGn&index=3
https://www.youtube.com/watch?v=Km4T4hMM__k&list=PLXtHYVsvn_b_JeDjgD5XdkyHTDXdYgPGn&index=4
https://www.youtube.com/watch?v=1HKWEq_uyYU&list=PLXtHYVsvn_b_JeDjgD5XdkyHTDXdYgPGn&index=5
https://www.youtube.com/watch?v=mQL2i2yyoHE&list=PLXtHYVsvn_b_JeDjgD5XdkyHTDXdYgPGn&index=6
https://www.youtube.com/watch?v=aCWhRtl9JIY&list=PLXtHYVsvn_b-7O8D_FYwaIz7si0t3WLue
https://www.youtube.com/watch?v=EcrKmSPmbcw&list=PLXPr7gfUMmKwGL5z_HsrAmEHbBh0721j-

I'T Fundamentals

e CompTIA IT Fundamentals+
* CompTIA A+
* Microsoft Technology Associate — Windows OS Fundamentals
IT * Microsoft Technology Associate — Networking Fundamentals
ITPROTIV ° Microsoft Technology Associate — Security Fundamentals

* Microsoft Technology Associate — Cloud Fundamentals
* ITIL Foundation



1]
ITPROTV

TAG Member Pricing

TAG Member Pricing

TAG Member Pricing

12-Month Regular Cost 1-4 Licenses 5-9 Licenses
Premium $529 $476 $462
Standard $349 $314 $305
24-Month

Premium $412 $381
Standard $277 $256
36-Month

Premium $381 $352
Standard $256 $237




gcchGuardQ

REQUIREMENTS
Sales, Marketing, and Operations

WatchGuardONE Partner Agreements

Completed Partner Finder Profile

Submit Annual Business Plan

WatchGuard Invitation
Certifications and Accompishments

WatchGuardONE Onboarding Webinar
Sales Certified Individuals

Technically Certified Individuals

Accomplished Specializations

PLATINUM

All

GOLD

SILVER




Technical Training @ﬁchGuar&

Learn On Your Own

"

Network Security

& =]

Secure Wi-Fi Multi-Factor Certification Exams

Explore > Authentication Explore >

Explore >

Explore >




Sales Training

Learn On Your Own

o

Network Security

=
o

Secure Wi-Fi Sales

Sales Training Training

Explore > Explore >

Multi-Factor
Authentication
Sales Training

Explore >

atchGuard

re
‘9/

WatchGuardONE
Onboarding

Explore >




Fireware Essentials: 4-Day Online Training

* Part One of the training will cover:

Setup and Administration ’
Default Threat Protection
@atc hGuard

Network and Interfaces

Policies Overview

Link Monitor, Multi-WAN, and SD-WAN
Traffic Management (QoS)

Dimension and WatchGuard Cloud Logging

e Part Two of the training will cover: * May 5-6 & May 12-13
e Subscription Services * 9:00am — 5:00pm CT
* Policies deep dive
* Authentication * Register Online

 VPNs Mobile and Site-to-Site



continuun
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2 B Cormectiioe company

Search Q All Courses
m Course Course Serigs Course Course Course Saries
T ROLE a8 (31 GG g ) Tl i3 Eeindlifg D=t The Continuum Flatform Continuum Command
Dashboard Start Here Training “
O Business Owner (16)
{Continuum RKIM)
O vcious) et
O Service Delivery Manager (20) 3 Courses 01:00:00 00:57:15 6 Courses

O Sales Manager (9)

O Technician (20) Course Series Course Course Course Course

O Sales Representative (8)
Webroot Endpoint

Command for Networks : .
Protaction

« PRODUCT Continuum Fortify Continuum Recover Help Desk Success

O Continuum Onboarding (4) Catiruum GOR {Metwark Carc)

O Command/RMM (11)

8 Courses 01:15:53 00:05:00 00:22:41

O Fortify/Security (12)

O Recover/BDR (&)

Course 1 Course 2 Course 3 Exam

O Help Desk (&)

Continuum Command
Specialist

¥ COURSE TYPE Getting Started with

S Advanced Features
Continuum Command

Setup & Maintenance Device Management

QO Certification (10)

(Cantinuum Rk} tContinuum KRR} {Continuum KRR} {Contlnuum Ry} [Continuum BRI}

O elearning - Self Paced (24)

O onsiten) 00:40:15 00:19:32 01:32:17 00:15:45

Certification =] Course Course Course

Fortify Overview: Fortify for
Endpoints & Networks Endpoint Security

Fortify for
Metwork Security

Continuum Command

Specialist Fortify for Protection




Here to Help!!

1 TECANOLOGY * Review current organizational
LA ASSURANCE structure
GRoUP
* Review technical team
Lane Smith
'a”e?;;‘_gg’fgfii‘i;“’m * Help identify skills gaps

* Work with you to create a personal
development plan for each of your
technicians


mailto:lane@tagnational.com

