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Microsoft’s Certified Desktop
Support Technician

B y  K e i t h  Z i e l i n s k i

OVERVIEW

Did you ever have that dream where you show up to school and you
realize you are standing in front of the class naked? According to
www.dreammoods.com, “Nudity symbolizes being caught off guard.
Finding yourself naked at work or in a classroom suggests that you are
unprepared for a project at work or school.” Certifications are kind of
like that. Until you have proven yourself, how do you really know you
are prepared for those end-users who think their machines can get on
the Internet without its network cable plugged in? Since certifications
now are the norm rather then the exception, more technicians are being
held to a higher standard. Microsoft is leading that level setting by
introducing many different IT related certification courses and has
granted millions of certifications so far. Is this a case of certifying just
for the case of saying you are certified? With over a dozen certifications
available ranging from SQL server administration to help desk techni-
cians, their approach is to ensure each certification meets the needs of
the particular area of interest. Delving into each one in this column is
not a viable option, but you can stay tuned to future articles. One of the
popular certifications that is in high demand in the job market today is
Microsoft’s certified desktop support technician (MCDST). The
MCDST certification is designed to ensure that you, or your staff, are
not only trained, but that they are also tested on that knowledge. The
course runs a user through a 150 multiple choice question exam on a
variety of Microsoft’s Windows operating system tasks from upgrading
to troubleshooting techniques. MCDST individuals are required to pass
2 core exams. Those exams are:

▼ Exam 70–271: Supporting Users and Troubleshooting a
Microsoft Windows XP Operating System

▼ Exam 70–272: Supporting Users and Troubleshooting Desktop
Applications on a Microsoft Windows XP Operating System

WHO NEEDS THIS?

Information technology professionals that are supporting end-users
on Microsoft Windows XP Professional or Home Edition should con-

sider this standard. The MCDST certification handles the skills of PC
support specialists, help desk technicians, customer support represen-
tatives, technical support representatives, and technical support spe-
cialists. These exams are not for the uninitiated and should be taken by
individuals who have a fair amount of Microsoft’s application familiar-
ity such as Microsoft Outlook Express, system administration, and
Microsoft Internet Explorer. I imagine though that the proper aptitude
and a good amount of training can substitute for true field experience.
The purpose of these courses is to ensure that a certification candidate
can answer in the most appropriate and efficient manner, or escalate, all
calls from end users.

GETTING CERTIFIED

As you would expect from Microsoft, there are many options to
get yourself trained and prepared for the certification tests so that
you can pass the required 2 core exams. You can choose from prac-
tice exams, web based and instructor led courses, books, and web-
sites. To see how you would do, you can test your skills with free
practice exam questions with one of the following Microsoft certi-
fied practice tests:

▼ MeasureUp: Visit the MeasureUp Web site at
http://www.MeasureUp.com to take a five question multiple
choice practice exam and see their current pricing options for
their complete product offerings.

▼ Self Test Software: Visit the Self Test Software Web site at
http://www.selftestsoftware.com to take a five question multiple
choice practice test and see their current pricing options for their
complete product offerings.

There are many other certification training sites and products avail-
able that are not certified by Microsoft with varying price ranges natu-
rally. Some are much less expensive. However each person will have to
gauge whether their “bargains” are going to give them the necessary
skills that either of the certified options above will give.

Microsoft Press Self-Paced Training Products

▼ MCDST Self Paced Training Kit: Supporting Users and
Troubleshooting Microsoft Windows XP (Exam 70-271)

▼ MCDST Self Paced Training Kit: Supporting Users and
Troubleshooting Desktop Applications on a Microsoft Windows
XP Operating System (Exam 70-272)
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Instructor-led Courses for This Certification

▼ Course 2261: Supporting Users Running the Microsoft
Windows XP Operating System

▼ Course 2262: Supporting Users Running Applications on a
Microsoft Windows XP Operating System

Exam Length
Each certification exam is 150 multiple choice questions.

Certification Costs
Exams cost $125 US per exam, however, the prices are subject to

change. Additional taxes may apply. Contact your nearest testing loca-
tion for exact pricing.

Taking the Exam
Pearson VUE and Thomson Prometric administers all of the

Microsoft Certified Professional exams.
Thomson Prometric testing centers is available at Prometric at (800)

755-EXAM (755-3926). You can also register online with Prometric at
http://www.prometric.com or http://www.microsoft.com/learning/
mcpexams/register/prometric.asp.

Pearson VUE registration center is available at (800) TEST-REG/
(800) 837-8734 or you can also register online with Pearson VUE at
http://www.vue.com/ or http://www.microsoft.com/learning/mcpex-
ams/register/vue.asp.

You should get notification of your pass/fail status on the computer
where you completed your exam. You will also get a printed examina-
tion score report indicating your exam score as well as section level
feedback by skills measured.

Pearson VUE and Thomson Prometric will automatically forward your
test score to Microsoft within five working days after you take an exam.

FINAL THOUGHTS

Whether you choose Microsoft, or if you feel that you would rather
not feed that machine of money any more, there are decisions for desk-
top support technicians to be made. Unless you are working for a very
small minority of companies that do not have Microsoft products, it
really comes down to, do you think your competition is going to be cer-
tified and will you lose out on job opportunities because of it?
Microsoft’s certification is now a reality for most IT professionals and
Microsoft ensures a professional experience in attaining that goal.

ADDITIONAL RESOURCES

Microsoft Online Resources

▼ Microsoft MCDST:
http://www.microsoft.com/learning/mcp/mcdst/default.asp

▼ Microsoft Technet: http://technet.microsoft.com/en-us/default.aspx
▼ Virtual Training Center (VTC):

http://www.vtc.com/products/mcdst.htm

Microsoft Books
▼ MCDST 70-271 Exam Cram 2 : Supporting Users &

Troubleshooting a Windows XP Operating System (Exam Cram
2) by Dan Balter, Philip Wiest, Ed Tittel - $34.99

▲ ISBN: 0789731495
▲ Paperback: 504 pages
▲ Publisher: Que; Bk&CD-Rom edition (July 15, 2004)

▼ MCDST 70-272 Exam Cram 2 : Supporting Users &
Troubleshooting Desktop Applications on a Windows XP
Operating System (Exam Cram 2) by Diana Huggins, Will
Schmied, Ed Tittel - $34.99
▲ ISBN: 0789731509
▲ Paperback: 360 pages
▲ Publisher: Que; Bk&CD-Rom edition (May 19, 2004)

▼ MCDST 70-271 : Supporting Users Running the Microsoft
windows Operating System (Prentice Hall Certification) by
Azimuth Interactive - $84.00
▲ ISBN: 0131499890
▲ Paperback: 560 pages
▲ Publisher: Prentice Hall (January 7, 2005)

▼ MCDST 70-272 : Supporting Users and Troubleshooting
Desktop Applications on a Microsoft Windows XP Operating
Systems (Prentice Hall Certification) by Azimuth Interactive -
$84.00
▲ ISBN: 0131499939
▲ Paperback: 448 pages
▲ Publisher: Prentice Hall (March 16, 2005)  
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