
 

ProTech Professional Technical Services, Inc.  
 

 

 
Due to the nature of this material, this document refers to numerous hardware and software products by their trade names.  References to other companies and their products are for 

informational purposes only, and all trademarks are the properties of their respective companies.  It is not the intent of ProTech Professional Technical Services, Inc. to use any of these 
names generically 

 

C
o
u
rs

e
 O

u
tl
in

e
 

Support Operations Manager  
 
Course Summary 
 
 
 

Description 
 
Customer Support and Technical Support departments critically represent the organization to clients both 
internally and externally at a time when they are most frustrated. The interaction between those in the 
support function and the client is a critical point the organization’s ability to retain clients, and when done 
right can significantly improve client satisfaction, commitment, and retention. 
For support operations managers this means stepping up as a leader to bring together a team to deliver 
on key support measures while developing and retaining the best employees, all while managing the 
demands of a fast-paced and challenging business environment. 
 
This course is designed for entry-level support managers to learn about the requirements of the job, to 
demonstrate leadership, and to prepare to lead a team of support agents in achieving the business needs 
of the support function 
 
Topics 
 

 Basic Business Elements 

 People and Team Focus 

 Building commitment to team and team work 

 Customer Focus 

 Motivating and Maintaining Your Team 

 Leading a Team 

 Process Management Focus 
 
Audience 
 
Those preparing to advance into a help desk, support center, contact center or call center supervisory 
role. 
 
Prerequisites 
 
Before taking this course, students should have basic experience in the agent role. 
 
Duration 
 
Two days 
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Support Operations Manager  
 

Course Outline 
 
 
 
I. Basic Business Elements 

A. Developing a service culture 
B. Creating the right environment 
C. Developing a proactive support approach 
D. Creating an effective business model 
E. Developing a mission statement to ground the business 
F. Developing service level agreements that reflect the business model and service culture 
G. Standard operating procedures 

 
II. People and Team Focus 

A. Building commitment to team and team work 
1. Performance measurement and evaluation based on the foundational elements above 
2. Performance coaching 
3. Performance reviews and performance counselling 
4. Monitoring performance 
5. Defining success 

B. Customer Focus 
1. Understanding and communicating the customer’s perspective 
2. Handling difficult and challenging customers 

C. Motivating and Maintaining Your Team 
1. Team and individual motivation factors 
2. Personality types and teamwork 
3. Retaining and developing team members 
4. Grooming for success – the importance of critical experiences to build strength on the team 

and developing others for more senior roles 
D. Leading a Team 

1. Leadership basics – the action centred model 
2. The importance of fairness and leadership in leading a team 
3. The team vs the individual 
4. A team development model 
5. Your leadership style and the needs of the team 
6. Taking care of the team 

 
III. Process Management Focus 

A. Managing individual workgroups 
B. Role of technology 
C. Managing change 
D. Managing quality 

 


