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Citrix Virtual Apps and Desktops 7 Help Desk Support (CWS-115)

COURSE OVERVIEW:

Learn to support end-users accessing virtual apps and desktops as part of a Citrix solution. In this course, you will
learn to use Citrix Director to interact with user sessions and to capture information for solving issues or escalating
to the administration team. Gain foundational knowledge about the Citrix Virtual Apps and Desktops technology and
an understanding of how components interact. You will learn about each component focusing on common user-
related issues that may arise, and how to apply a methodical approach to solve them using real-world scenarios. By
the end of the course, you will be able to solve or escalate end-user issues appropriately.

WHO WILL BENEFIT FROM THIS COURSE?
Built for those supporting a Citrix Virtual Apps and Desktops solution in a help desk or service desk capacity. An
ideal candidate for this course interacts with end-users to troubleshoot and resolve issues.

PREREQUISITES:
This course requires little to no previous experience with Citrix Virtual Apps and Desktops.

COURSE OBJECTIVES:
What you'll learn:
e How to support end-users connecting to Citrix Virtual Apps and Desktops through Citrix Workspace App
e How to use Citrix Director to gather information and interact with user sessions
e A methodology to approach user-related issues to minimize time to resolution
e Anunderstanding of the Citrix Virtual Apps and Desktops solution and the role of the components

COURSE OUTLINE:
Module 1: Fundamental Architecture for the Help Desk Role
e  Citrix Site Infrastructure and Deployment Models
e The Help Desk Role in the Fundamental Architecture
e  Problem Resolution Methodology
Module 2: Citrix Director and its role in Help Desk Support
e  Citrix Director Role and Purpose
e Access to Director for Help Desk Administrators
e  Common Director Monitoring Tasks
e Common Help Desk Administrator Troubleshooting Tasks
Module 3: Providing and Troubleshooting End User Access
e  End-User Access Overview
e Components between end-users and published resources on VDAs
e  User Experience
e  Support End User Access
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Module 4: Citrix Workspace App

e Workspace App Types

e  Deploying Citrix Workspace app

e Pass-through Authentication

e Supporting Citrix Workspace App
Module 5: User Sessions

e  FlexCast Architecture

e User Sessions

e App and Desktop Launch Process
User Profiles

e HDXTechnologies
Module 6: Printing
e Introduction to Printing
e  Printing Components Overview
e Supporting Printing

SUNSET LEARNING INSTITUTE (SLI) DIFFERENTIATORS:

Sunset Learning Institute (SLI) has been an innovative leader in developing and delivering authorized technical
training since 1996. Our goal is to help our customers optimize their cloud technology investments by providing
convenient, high quality technical training that our customers can rely on. We empower students to master their
desired technologies for their unique environments.

What sets SLI apart is not only our immense selection of trainings options, but our convenient and consistent delivery
system. No matter how complex your environment is or where you are located, SLI is sure to have a training solution
that you can count on!

Premiere World Class Instruction Team
e AllSLI instructors have a four-year technical degree, instructor level certifications and field consulting work
experience.
e Sunset Learning has won numerous Instructor Excellence and Instructor Quality Distinction awards since
2012

Enhanced Learning Experience
e The goal of our instructors during class is ensure students understand the material, guide them through our
labs and encourage questions and interactive discussions.

Convenient and Reliable Training Experience
e You have the option to attend classes at any of our established training facilities or from the convenience
of your home or office with the use of our HD-ILT network (High Definition Instructor Led Training)
e All Sunset Learning Institute classes are guaranteed to run —you can count on us to deliver the training you
need when you need it!
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Outstanding Customer Service
e Dedicated account manager to suggest the optimal learning path for you and your team
e  Enthusiastic Student Services team available to answer any questions and ensure a quality training
experience
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