
   

 

FF AA CC UU LL TT YY   OO FF   GG RR AA DD UU AA TT EE   SS TT UU DD II EE SS       

MM AA SS TT EE RR   II NN   BB UU SS II NN EE SS SS   AA DD MM II NN II SS TT RR AA TT II OO NN   

TECHNICAL SUPPORT HELPDESK 
PERFORMANCE in The ACADEMIC 

ENVIRONMENT: 
A CASE STUDY at BIRZEIT UNIVERSITY’S 

TECHNICAL SUPPORT HELPDESK 

 في الفني الدعم قسم:  الأكبديميت البيئت في الفني الدعم قسم أداء
دراسيت كحبلت بيرزيت جبمعت  

 
 

Prepared by  
 

Nour M. Sharkasi 
 

Supervised by 
Dr. Bassem Al-Sayrafi  

 
Birzeit University – Palestine  

December 2009  
 
 



 

FF AA CC UU LL TT YY   OO FF   GG RR AA DD UU AA TT EE   SS TT UU DD II EE SS       

MM AA SS TT EE RR   II NN   BB UU SS II NN EE SS SS   AA DD MM II NN II SS TT RR AA TT II OO NN   

TECHNICAL SUPPORT HELPDESK 
PERFORMANCE in The ACADEMIC 

ENVIRONMENT: 
A CASE STUDY at BIRZEIT UNIVERSITY’S 

TECHNICAL SUPPORT HELPDESK 

 في الفني الدعم قسم:  الأكبديميت البيئت في الفني الدعم قسم أداء
ةدراسي كحبلت بيرزيت جبمعت  

A thesis submitted in partial fulfillment of the requirements of the 

Master degree in Business Administration with emphasis on IT 

Services Management  

 

Prepared by:  Nour M. Sharkasi  

Supervised by: Dr. Bassem Al-Sayrafi  

Approved by:  

Dr. Bassem Al-Sayrafi     ------------------------------------------ 

Dr. Grace Khoury            ------------------------------------------ 

Dr. Samer Baidoun           ------------------------------------------ 

Birzeit University – Palestine  
Dec, 2009  


