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HOW TO USE THIS GUIDE

This workbook belongs to you.  It is designed to serve as a guide for the duration of your training programme and as a resource for after the time.    It contains readings, activities, and application aids that will assist you in developing the knowledge and skills stipulated in the specific outcomes and assessment criteria.  Follow along in the guide as the facilitator takes you through the material, and feel free to make notes and diagrams that will help you to clarify or retain information.  Jot down things that work well or ideas that come from the group.  Also, note any points you would like to explore further.  Participate actively in the skill practice activities, as they will give you an opportunity to gain insights from other people’s experiences and to practice the skills.  Do not forget to share your own experiences so that others can learn from you too.  
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For ease of reference, an icon will indicate different activities.  The following icons indicate different activities in the manual.
[image: ][image: ]Learning Activities
Outcomes
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PROGRAMME OVERVIEW [image: ]
Example 
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Stop and Think!
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This unit standard is intended:
To provide a fundamental knowledge of the areas covered
for those working in, or entering the workplace in the area of Systems Support 

At the end of the training session you will be able to:
Receive computer user`s problems.
Investigate computer users’ problems.
Implement solutions to computer user`s problems.
Close resolved computer user`s problems.
Forward unresolved computer user`s problems to appropriate area.

The performance of all elements is to a standard that allows for further learning in this area.


[bookmark: _Toc269816064][bookmark: _Toc361954966][bookmark: _Toc362176138][bookmark: _Toc363642250][bookmark: _Toc419075078]LEARNING ASSUMPTIONS

[bookmark: _Toc170771416][bookmark: _Toc183383232][bookmark: _Toc247448412][bookmark: _Toc269816065]The credit value of this unit is based on a person having prior knowledge and skills to:
Demonstrate PC competency skills (End-User Computing unit Standards, at least up to NQF level 3).

Describe the various types of computer systems and associated hardware configurations (SGB-ID = IST004).

Apply problem solving strategies to a variety of problems.

[bookmark: _Toc361954967][bookmark: _Toc362176139][bookmark: _Toc363642251][bookmark: _Toc419075079]HOW YOU WILL LEARN

The programme methodology includes facilitator presentations, readings, individual activities, group discussions, and skill application exercises.

[bookmark: _Toc247448413][bookmark: _Toc269816066][bookmark: _Toc361954968][bookmark: _Toc362176140][bookmark: _Toc363642252][bookmark: _Toc419075080]HOW YOU WILL BE ASSESSED

This programme has been aligned to registered unit standards.  You will be assessed against the outcomes of the unit standards by completing a knowledge assignment that covers the essential embedded knowledge stipulated in the unit standards.  When you are assessed as competent against the unit standards, you will receive a certificate of competence and be awarded 5 credits towards a National Qualification.
[bookmark: _Toc358709404][bookmark: _Toc358890296][bookmark: _Toc359058000][bookmark: _Toc361954969][bookmark: _Toc362176141][bookmark: _Toc363642253][bookmark: _Toc419075081]FORMATIVE ASSESSMENT 

In each Learner Guide, several activities are spaced within the content to assist you in understanding the material through application. Activities in the learner manual are not for assessments. Formative assessments are in a separate module written formative assessment. Please make sure that you complete ALL activities in the Formative Assessment Guide, Formative activities must be completed at the end of each section. 

[bookmark: _Toc358709405][bookmark: _Toc225341898][bookmark: _Toc223618941][bookmark: _Toc358890297][bookmark: _Toc359058001][bookmark: _Toc361954970][bookmark: _Toc362176142][bookmark: _Toc363642254][bookmark: _Toc419075082]SUMMATIVE ASSESSMENT 

You will be required to complete a Portfolio of Evidence for summative assessment purposes. A portfolio is a collection of different types of evidence relating to the work being assessed. It can include a variety of work samples. The Portfolio Guide will assist you in identifying the portfolio and evidence requirements for final assessment purposes. You will be required to complete Portfolio activities on your own time, using real life projects in your workplace environment in preparing evidence towards your portfolio.
[bookmark: _Toc164745687]
Being Declared Competent Entails:
Competence is the ability to perform whole work roles, to the standards expected in employment, in a real working environment. There are three levels of competence:
Foundational competence: an understanding of what you do and why.
Practical competence: the ability to perform a set of tasks in an authentic context.
Reflexive competence: the ability to adapt to changed circumstances appropriately and responsibly, and to explain the reason behind the action.

To receive a certificate of competence and be awarded credits, you are required to provide evidence of your competence by compiling a portfolio of evidence, which will be assessed by a MICT SETA accredited assessor.
[bookmark: _Toc164745688]You Have to Submit a Portfolio of Evidence
A portfolio of evidence is a structured collection of evidence that reflects your efforts, progress and achievement in a specific learning area, and demonstrates your competence.
[bookmark: _Toc164745689]The Assessment of Your Competence
Assessment of competence is a process of making judgments about an individual's competence through matching evidence collected to the appropriate national standards. The evidence in your portfolio should closely reflect the outcomes and assessment criteria of the unit standards of the learning programme for which you are being assessed. 
To determine a candidate’s knowledge and ability to apply the skills before and during the learning programme, formative assessments are done to determine the learner’s progress towards full competence. This normally guides the learner towards a successful summative (final) assessment to which both the assessor and the candidate only agree when they both feel the candidate is ready. Should it happen that a candidate is deemed not yet competent upon a summative assessment, that candidate will be allowed to be re-assessed. The candidate can, however, only be allowed two reassessments. 

When learners have to undergo re-assessment, the following conditions will apply:
Specific feedback will be given so that candidates can concentrate on only those areas in which they were assessed as not yet competent.
Re-assessment will take place in the same situation or context and under the same conditions as the original assessment.
Only the specific outcomes that were not achieved will be re-assessed.
Candidates who are repeatedly unsuccessful will be given guidance on other possible and more suitable learning avenues.

In order for your assessor to assess your competence, your portfolio should provide evidence of both your knowledge and skills, and of how you applied your knowledge and skills in a variety of contexts.
This Candidate’s Assessment Portfolio directs you in the activities that need to be completed so that your competence can be assessed and so that you can be awarded the credits attached to the programme. 

	NOTE YOUR POE GUIDE HAS MORE INFORMATION ON THE ASSESSMENT PROCESS
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Assessment Process FlowSETA
ASSESSMENT
CAND
I
DATE
Assessment Plan agreed by candidate & completed by the assessor before the actual assessment
Knowledge Questionnaire conducted as per the Assessment Plan
Observation conducted as per the Assessment Plan
Portfolio of Evidence compiled as per the Assessment Plan

A detailed Assessor Report compiled & forwarded for Moderation
Record of Learning Updated
Appeal form completed by the candidate in the event of dispute
Feedback Report Completed by Assessor & individual feedback given to the candidate
Assessment Results Moderated
Action Plan Completed by Assessor
All records & evidence filed
Completed Assessor Report / Moderator Report / Record of Learning 
Approval & Certification obtained 
Certificate of Competencies issued to successful candidates
Register candidates on the Learner Record Database
Portfolio of Evidence submitted to service provider as per the Assessment Plan
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[bookmark: _Toc419075083]SECTION 1:  RECEIVING COMPUTER USER'S PROBLEMS


Specific Outcome 

On completion of this section you will be able to receive computer user's problems. 
[image: ]






Assessment Criteria 

This specific outcome shall cover:

The request received identifies the users and their terms of support so that the response procedure can be determined. (SO 1, AC 1)

The request received records sufficient information about the problem to begin an investigation. (SO 1, AC 2)

The contact with users of the request received employs personal communication techniques which allows users to feel that the problem will be resolved to their satisfaction. (SO 1, AC 3)

The request received is assigned a timeframe and priority to the problem according to organisation standards and the terms of the support agreement for each user. (SO 1, AC 4)
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INTRODUCTION

As they become more sophisticated and diverse, computers also present an ever-growing range of issues to their users. With a practically unending number of possible configurations and hardware combinations, it can be difficult to determine the exact cause of a problem unless you have a very good knowledge of the inner workings of your system. However, while there are many possible problems and a multitude of possible causes, there are some common computer issues which most of us face on occasion. When one acquires or is allocated a computer either for personal use or office use they also get an agreement pertaining to its use, and how far the user can go in resolving problems with its operation. The user is also recorded in a database for reference and inducted on how to report any problems with the operation of the computer. 


[bookmark: _Toc419075085] IDENTIFICATION OF THE USERS AND THEIR TERMS OF SUPPORT (AC 1)
[bookmark: _Toc242091448][bookmark: _Toc243113757][bookmark: _Toc247459790]When a computer problem is reported from a user, the trouble-shooter or help desk will have to ascertain their identity. The identity of the user can be found on the purchase record or the service record of the same machine. In some organisations, computers are recorded against names of the users; this makes it easier to identify the user when the computer has a reported problem that needs resolving. Some help desks use a reporting platform that clearly identifies the user upon reporting of a problem. The allocation documents or the purchase agreement will spell out how much after sales support each user is entitled to. In the case of organisations that have an internal ICT department, the allocation agreement each user signs on being allocated the computer for use spells out the support they can receive. 
Stop and Think!




Do you know how much support you are entitled to get in case you face problems with the computer you are using? Did you sign any after sales agreement? Does your helpdesk have a reporting procedure for computer problems?

Computer support companies and services specialise in troubleshooting and fixing a wide variety of primarily software-related personal computer issues and network connectivity problems as well as some hardware issues. Also known as technical support, computer support can take the form of an on-site visit or remote help via telephone, e-mail, text or instant messaging, online chat or even remote desktop control. Many larger companies have their own technical support departments, whereas smaller businesses and individuals typically turn to a computer support firm or the Internet when diagnosing and addressing computer-related issues.

[bookmark: _Toc419075086]RECORDING SUFFICIENT INFORMATION ABOUT THE PROBLEM (AC 2)

The best way to get a problem solved is to accurately record all the information about it. Information required ranges from date of occurrence, duration of the problem, circumstances in which the problem occurred and what shows there is a problem. 

A. Date of occurrence 
Recording the date when the problem was first noticed is crucial to having it resolved. Some problems may be linked to other events on the network or around the machine. If there was a power surge on a given date, that may explain some glitches with the computer, or if there were some malicious activity on the network, that could also explain glitches with the computer. Therefore, recording the date when the problem occurred will go a long way in assisting to deal with the problem. 

B. Circumstances when problem occurred
Some computer problems are caused by how the user operates the machine at any given time. 
[image: ]
Nothando has sent out a complaint to the IT help desk of her company. She says her computer is just frozen and she isn’t aware what caused the problem and she can’t fix it on her own. 

Circumstances
Nothando was trying to play a high capacity DVD on her computer. She also had multiple pdf files running at the time. These circumstances may help the IT help desk to resolve Nothando’s problem. 

C. Symptoms
[image: ]These are the indications of an underlying problem. The computer may be slow in processing commands; that can be a symptom of something else within the computer. It could be a software problem with the computer. Symptoms help show the trouble-shooter a way to go in trying to resolve your computer problem. Recording of these symptoms is key to resolving the problem. Some help desks have designed questionnaires that help users to give all the necessary information when reporting a problem, and reporting symptoms is included on the checklist. 


	Individual activity

Why is it important to identify the user when resolving a computer problem?
Outline the importance of recording sufficient information when receiving a request to resolve a problem.


[bookmark: _Toc419075087]ASSURING PERSONAL COMMUNICATION TECHNIQUES (AC 3)

When you report a problem with your computer, the one thing you need is assurance that everything is going to be resolved. Having a computer problem can be stressing at times as you begin to think that this may cost you years of data, important research work or even sensitive information. The communication techniques that personnel from the IT help desk employ must be assuring to the user who is facing a computer problem. One of the first things to keep in mind with help desk management is the need to promote effective communication at every level of the desk operation. This means that managers and support personnel must be able to communicate in ways that are succinct and clear, which helps to minimise the potential for misunderstandings that could undermine the function of the desk and have a negative impact on the ability of the desk to provide competent assistant to others.

Professionalism 
A help desk professional is someone that balances customer service skills with technical competency to assistant internal employees or external clients with computer or technological issues. Internal help desk professionals participate in hardware and software purchases and installation and work with employees to resolve IT problems. Customer service help desk professionals support business customers by helping them work through technology or service problems at home or work.

Sympathy 
Users report a wide range of problems to the IT help desk, some report simple problems and paint them as gigantic and a matter of life and death. As a help desk personnel one is supposed to be understanding enough; most users do not know the first thing about trouble – shooting. What may look simple to an IT person may be a nightmare to the user calling with a problem. Being understanding and compassionate will calm the user and assure them that they spoke to the right person for the job. Imagine, a user may be faced by the probability of losing three years worthy of research, a day’s worth of reports or some expensive data. 

Confidence
Confidence is contagious. When a user brings their problem seeking for it to be resolved; the confidence they see in the personnel that’s going to help them becomes their confidence too. If the helping personnel lacks confidence, what it says to the user is that there is no way this is going to be resolved. The user wants an assurance that their problem has been given into capable hands, the easiest way to know is to see confidence in the help desk agent. 

Service Excellence
While help desk professionals are customer service employees, their ability to help stems from a foundation of technical proficiency. This means they not only have current education and training on the technology they serve but they continue to learn. 
Computer support professionals, for instance, must keep up with new bugs and viruses to help customers work through malware dilemmas. Without the technical knowledge base, the other soft skills involved in service are useless.

Code of Conduct
It's important that a user’s problem is dealt with in a professional and helpful way. The IT Service Desk staff should follow a Code of Conduct which means users get the very best service possible. 

[image: ]
A code of conduct is a set of conventional principles and expectations that are considered binding on any person who is a member of a particular group.

For a help desk or IT department such a conduct may entail that its personnel: 
Take ownership of a user’s incident or query
Convey a genuine willingness to help
Increase user confidence through a professional and positive attitude
Treat all users with respect and courtesy
Focus all of our attention on the user and the resolution
Keep users informed and up to date
Give accurate information
Focus on organisational needs whilst providing the best possible service
Provide same level of quality of service to all users and ensure we are fair and consistent
Have a flexible approach to service
Take personal accountability
Follow the appropriate processes and procedures
Admit to mistakes and errors

[bookmark: _Toc419075088]ASSIGNING A TIMEFRAME AND PRIORITY TO THE PROBLEM REPORTED                           (AC 4)
When a user reports a problem with their computer, the help desk agent is expected to deal with it in a reasonable short space of time. The agent must assign a timeframe for the completion of the logged in job and advise the user of the earliest turnaround time, taking into cognisance that to the user it is regarded as downtime. The service level agreement would have, in most cases, prescribed turnaround times for various classes of jobs. If there is any need for extra time than normally assigned, the user must be notified or allocated a courtesy working machine to kill downtime. 
[image: ]
The term downtime is used to refer to periods when a system is unavailable. Downtime or outage duration refers to a period of time that a system fails to provide or perform its primary function. The unavailability is the proportion of a time-span that a system is unavailable or offline. This is usually a result of the system failing to function because of an unplanned event, or because of routine maintenance (a planned event).
In service level agreements, it is common to mention a percentage value (per month or per year) that is calculated by dividing the sum of all downtimes timespans by the total time of a reference time span (e.g. a month). Helpdesk agents must then work hard to minimise downtime as much as possible. 
The agent providing technical support must also pay cognisance to the business cost of how he/she chooses to prioritise resolving a given problem. Other users may be given higher priority than others depending on the nature of work they have or the relationship they have with the technical support provider. 
[image: ]

	Individual activity

In what manner should technical support personnel handle themselves with users?

How valuable is the idea of assigning a timeframe and priority to a problem?




Summary

Synopsis

In this section you received a computer user’s problems.
Notes


[image: Description: attachment] 
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[bookmark: _Toc419075089]SECTION 2:   INVESTIGATING COMPUTER USER'S PROBLEMS 


Specific Outcome 

On completion of this section you will be able to investigate computer user's problems.
Assessment Criteria 



This specific outcome shall cover:

The investigation uses information sources to identify known problems. (SO 2, AC 1)

The investigation use industry recommended procedures to identify the cause of the problem. (SO 2, AC 2)

The investigation records symptoms of unresolved identified problems to be forwarded to technical support services to resolve. (SO 2, AC 3)

The investigation advises users of progress according to the terms of their support agreement. (SO 2, AC 4)              

The investigation advises third parties of progress according to the terms of the user's support agreement. ( SO 2, AC 5)
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Investigating computer problems can be a little frustrating and a little tricky. With so many parts and software installed, any number of things can go wrong. But when (not if) something happens, this is the best opportunity for you to learn-of course provided that you have a few basics under your belt. Nothing beats experience. The more you do it, the better you become, and the more your confidence grows. And the best part, you will save yourself a lot of money.

[bookmark: _Toc419075091]INFORMATION SOURCES USED TO IDENTIFY PROBLEMS (AC 1)
There are many different things that could cause a problem with your computer. No matter what's causing the issue, investigating will always be a process of trial and error-in some cases, you may need to use several different approaches before you can find a solution; other problems may be easy to fix. When you are using your personal computer, you may realise that it has become slower or it’s not functioning as before (freezing, taking time to respond etc.). You need to troubleshoot the computer in order to identify hardware and software problems/symptoms. When investigating computer user’s problems or looking for solutions to known problems you should use information and guidelines from the following sources:
Reference manuals
Fault database
Supplier staff; or 
Technical support staff.

Reference Manuals
Each new computer comes with a reference manual from the manufacturer, this manual highlights common problems that may be associated with the product and how to resolve them. The manuals also guide on installations and provide guidelines on operation.
Stop and Think!




Have you ever come across a reference manual for the computer you are using or one that you have used before? Did you take time to read through the manufacturer’s guidelines on proper use of the machine? Have you ever resolved a computer problem on your own simply by consulting the reference manual? 

Reference manuals also contain guidelines to fixing common faults. Before a problem is referred to technical support staff, a look at the reference manual may offer solutions even quickly and cheaply.


Fault Database
This is a database that you can create on your own to record every fault as it occur. Technical support departments or companies have these databases with faults they have encountered elsewhere, carefully recorded. These help them to continually reduce the time they spend resolving a problem they have encountered before. Log sheets of every job done with regards to resolving a computer user’s problem can be drawn up and captured onto the fault database for future reference. 

[image: ]
Often abbreviated DB, a database is basically a collection of information organised in such a way that a computer program can quickly select desired pieces of data. You can think of a database as an electronic filing system. It is a collection of information that is organised so that it can easily be accessed, managed, and updated. In one view, databases can be classified according to types of content: bibliographic, full-text, numeric, and images. 

You may capture all your faults for the month, year etc in your database and recommended solutions thereof. This information will be useful for future reference purposes.
[image: ]
For example, if a sales representative’s computer was slow and you recommended solution and the problem was resolved; if another rep or individual comes with the same problem tomorrow, you don’t have to waste time thinking aobut the solution, using your database management system you will be able to retract the problem and solution from the database. This will save the individual and you time and resources. Employees will continue to be productive with minimal disruptions. 

Employees may be given read access to the database so that they can troubleshoot and resolve minor computer problems on their own. 

In addition, the database can be used to identify problems common to a certain department and identify the causes. Recommended solutions may be used to address all other future problems from such a department. If an expert was consulted, the problem and solution will be captured in the database. This information can be used to address similar problems and the organisation won’t have to solicit the services of a consultant again because there will be records of similar problems and solution.

As technology changes, new solutions will be required for computer technical problems. For example, to reboot Windows 8 is totally different from rebooting Windows 2003! 

If you have this information in your database, it will be outdated. Maintaining a fault database will ensure that new information and trends are captured for future reference purposes. 

The good thing about a fault database is that existing database management systems provide various functions that allow management of a database and its data which can be classified into four main functional groups:
Data definition: Creation, modification and removal of definitions that define the organisation of the data.

Update: Insertion, modification, and deletion of the actual data. The organisation will be having current information on faults and solutions.

Retrieval: Providing information in a form directly usable or for further processing by other applications. The retrieved data may be made available in a form basically the same as it is stored in the database or in a new form obtained by altering or combining existing data from the database.

Administration: Registering and monitoring users, enforcing data security, monitoring performance, maintaining data integrity, dealing with concurrency control, and recovering information that has been corrupted by some event such as an unexpected system failure. 

Organisations that keep fault logs or records save huge sums of money every year; they will be having solutions to prior problems and there won’t be any need to contact an expert each time a computer problem occurs. 

Supplier and Technical Staff
In most cases supplier and technical staff are well versed with certain lines of products and hence they can offer quick help when investigating a computer user’s problem. Supplier staff uses the knowledge they have from building the machine while technical staff use the knowledge they have from either assembling the machine or from simply dealing with the product more often. 
	[image: Description: http://www.utdanacenter.org/mathtoolkit/mmacd/curric/images/group.gif]
Describe the use of reference manuals in investigating and implementing solutions to a computer user’s problem.
Explain the importance of maintaining a fault database in relation to investigating a computer user’s problem.
Discuss how Supplier and Technical staff can be of help in problem investigation.



[bookmark: _Toc419075092]IDENTIFYING THE CAUSE OF THE PROBLEM AND SYMPTOMS (AC 2, AC 3)
Complex problems often yield to a structured analytic approach. The idea is to create a logical step-by-step procedure that will accurately identify the cause of a computer problem, a process that is also repeatable. The idea is to isolate a problem using Logical Fault Isolation, and to find the correct solution the first time. The following 6 steps help with the isolation of the problem:
Assess the level or concern and the priority the problem has. Not every problem is important, or requires an immediate solution. 

Discover all information related to the fault. This information is best gathered from a number of sources, such as user interviews, log analysis and other network activity information. 

Justify the cause of the fault and analyse the information found in discovery to suggest possible fault testing.

Unit test to isolate the fault. The process should be test, evaluate and isolate. 

Systematically analyse the fault data. Perhaps your testing found the problem, then further work isn't required. However, many problems are complex and result from interactions of faults with other faults or complex systems. So in this step the idea is to review the fault data until you have isolated the problem. 

Transcribe the findings and document the process. It's a good idea to generate a record of the problem and its solution. You never know when it might crop up in the future.
Isolation also involves testing each hardware component to determine if it’s is optimally functioning. The same goes for software components of the computer, until the faulty component has been traced. 
Take note



In the isolation approach, rather than focusing on one particular symptom and analysing it in ever greater detail, you look at the context in which each symptom occurs within the overall system and its relation to other symptoms, and then attempt to simplify and eliminate factors until you are left with a set of factors so small and simple that, again, it is clear what caused the problem.

Typical techniques used in this approach include performing specific experiments to observe how the system’s behaviour changes in response to specific inputs or stimuli, or breaking down the system or some operations performed by the system into smaller parts to attempt to see which of these parts is contributing to the problem.
[image: ]
For example, consider a large Web Sphere Application Server environment, consisting of many nodes across several physical machines, in which an accounting application, deployed into two clusters, is having long response times. Using the isolation approach, you might opt to trace the application servers that are involved along with the network links between the servers. This method would enable you to isolate the cause of the slowdown between the network and the application servers, making it possible for more in-depth investigation to be performed on the effected component.

Recording Process
Unfortunately, computers will have problems from time to time. Logging these faults systematically can help with diagnosing and preventing problems. An fault log can also help you justify that a machine needs replacing if it has continual problems and is taking up a lot of resources (staff time / support calls) because it repeatedly needs fixing. Recording every fault and how it was resolved will help minimise time spent on the same fault when it recurs somewhere or on the same machine. Take note



Recording faults is also a step in the referral process. There are other faults that may need to be referred to supplier staff or other technical staff. Having a complete and sufficient record of such faults will make the referral easy. Referring a fault to another technical support agent requires a standard record to be in place. The next technical agent should not start afresh when there is prior information regarding the fault.

There should be guidelines however, as to the classes of symptoms that pass for referral. Some symptoms must be referred before anything has been done to try and resolve in order to minimise errors of problem aggravation. Not all symptoms must be referred further, some must be dealt with locally and immediately. Referring symptoms may be ideal for faults that seem insurmountable while smaller issues can be dealt with without having to refer. 

The record spells out all the symptoms and any additional information about the problem in detail as they were identified. The record is sent to an appropriate area/department for further analysis or resolve. The recording process also involves filling out Job Cards and Log sheets in detail. The same can be forwarded or extended to technical support staff for further review of the problem.  Job cards detail what was done, how it was done and what was replaced. This information will be useful on extension of the problem to appropriate areas for resolve. 

	[image: Description: http://www.utdanacenter.org/mathtoolkit/mmacd/curric/images/group.gif]
Outline problem isolation techniques used in computer problem investigation.
In what circumstances are symptoms referred to technical support for resolving.



[bookmark: _Toc419075093]PROGRESS AND OUTCOME REPORTS (AC 4, AC 5) 
When a user reports a problem they expect to be kept aware of the progress regarding the issue. They want to know when earliest the problem will be resolved. They want to know if there are any challenges that may delay resolving of their problem. Users do not want to be kept in the dark. 
Stop and Think!




Have you ever reported a computer problem to an IT help desk and the agents take it but then just keep quiet. How do you feel about not knowing why it is taking the time its taking to resolve your problem? Have you ever been in a situation where you don’t know what is happening to your computer that went for repair? Whether you will get it back or it’s damaged beyond repair, how much it will cost you if the problem is resolved? If it’s going to take long, how long should you have to wait until you can get it back?  

[image: ]
Let’s take Eve, who reported a problem with her computer the first week of April 2015 to the IT Help Desk. The agents took away the computer, to resolve the problem from the IT room. It’s been two weeks now and Eve hasn’t had a word from the Help Desk. She has tried calling but no one can give her any information as to what’s happening with her computer. She is in a tight spot now, whether she should order a new computer or rent another for use. If only there were progress reports coming from the Help Desk, Eve would know how to proceed. Or if she knew when to expect her computer problem to be resolved, she would make interim arrangements wisely. 

Outcome of the investigation
Finally, when the investigation is done; instead of just bringing back the computer to the user, technical support staff must have systems in place to advise the user and other relevant parties what they discovered to be the problem. Other relevant parties can be the purchasing department, the supplier, maintenance department or the Head of IT. Third parties are notified of progress and outcome to make them ready to take over as may be necessitated by the user’s support agreement. 

The support agreement may have it stipulated that if a problem persists it may require that the user be allocated a new computer. Support staff are not the ones generally tasked with acquiring new computers for users but third parties like buyers and the Head of IT. Therefore such third parties may be interested in knowing both the progress and outcome of the investigation. The Head of IT may see the need to review the computer use policy based on what the investigation is unearthing as well. 

Notifying the user about the outcome of investigation ensures buy-in when recommendations involve their decisions. There are a number of cascading effects on the outcome of the investigation which include the following:
Acquiring new computers.
Migrating from current operating systems.
Replacing computer accessories.
Minimising operations that can be carried out on selected machines.
Introduction of access control on selected machines.
Revision of back-up techniques. 
Computer use Policy review.
If the user is not notified of the outcome of the investigation, it can be very difficult to implement any recommended solutions and procedures. Users may resist any changes if they are not aware of the outcome of the investigation. 

	[image: Description: http://www.utdanacenter.org/mathtoolkit/mmacd/curric/images/group.gif]
What elements constitute a progress report to the user or third parties?

Identify at least three classes of third parties that must be advised of progress and outcome of the investigation and how they are expected to respond.



Summary

Synopsis

In this section you investigated computer user’s problems.

Notes


[image: Description: attachment] 
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[bookmark: _Toc419075094]SECTION 3:   IMPLEMENTING SOLUTIONS TO COMPUTER USER'S PROBLEMS


Specific Outcome 

On completion of this section you will be able to implement solutions to computer user's problems.
[image: ]









Assessment Criteria 



This specific outcome shall cover:

The implementation ensures that the user's system is returned as soon as possible. (SO 3, AC 1)

The implementation uses reference data sources to identify known solutions to known problems. (SO 3, AC 2)

The implementation designs solutions for any new problems identified. (SO 3, AC 3)

The implementation records the action taken in sufficient detail to allow it to be repeated. (SO 3, AC 4)

The implementation monitors progress of a solution so that users may be advised of progress according to the terms of their support agreement. (SO 3, AC 5)
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[bookmark: _Toc419075095]INTRODUCTION

Once we have found the root cause and developed a solution to our problem, we have to implement it. In most cases, the actual implementation is quite simple. The key principle: leverage the time and effort put into solving a single problem across as many opportunities as possible. Some solutions take time and great effort to develop hence you should also find ways of leveraging or re-using the same solution for other problems.

[image: ]The key then is to find ways to explore potential avenues for leverage. The best problem solving methodologies at this step are incredibly rigorous at asking numerous questions to stimulate this thinking. These questions include:
What similar problems do we have where this solution might apply?
What similar pieces of equipment do we have elsewhere?
Where are we developing a similar solution?
How did the solution deal with the problem at hand? 

Making a decision and taking a decision are two different things.  Implementation involves:
Being committed to a solution.
Accepting responsibility for the decision.
Identifying who will implement the solution.
Resolving to carry out the chosen solution.
Exploring the best possible means of implementing the solution.

[bookmark: _Toc419075096]IDENTIFY KNOWN SOLUTIONS TO KNOWN PROBLEMS (AC 2)

The first step to finding solutions to computer problems is to uses reference data sources to identify known solutions to known problems. Data sources may include;
Reference manuals
Fault database
Technicians; and
Supplier staff

When you are experiencing a computer problem, the first thing to do is to check the reference manuals. These are a source of solutions to common problems, and when an organisation purchases a computer, it comes with reference manuals detailing how to resolve common problems. 

Another source of solutions is a fault database. Often abbreviated DB, a database is basically a collection of information organised in such a way that a computer program can quickly select desired pieces of data. You can think of a database as an electronic filing system. 
It is a collection of information that is organised so that it can easily be accessed, managed, and updated. In one view, databases can be classified according to types of content: bibliographic, full-text, numeric, and images. You may capture all your faults for the month, year etc in your database and recommended solutions thereof. This information will be useful for future reference purposes.
[image: ]
For example, if a sales representative’s computer was slow and you recommended solution and the problem was resolved; if another rep or individual comes with the same problem tomorrow, you don’t have to waste time thinking aobut the solution, using your database management system you will be able to retract the problem and solution from the database. This will save the individual and you time and resources. Employees will continue to be productive with minimal disruptions. 
Stop and Think!




When the reference manuals do not have a solution for your particular problem what do you do? Panic? Cry? 

The only way out here is to call technicians or supplier staff so that provide you with a solution to the problem. Technicians and supplier staff are trained and have the know-how of resolving a host of computer problems; it’s their job! Not only do supplier and technical staff help investigate computer user’s problems, they are also a harbour of solutions to these problems. You can save a lot of time by simply asking them for solutions that worked on similar problems in the past than to try and develop a new solution. Instead of wasting time trying to fix the problem yourself, just contact people who are knowledgeable- they will resolve all known problems as soon as possible. 

It is important to note however that sometimes you may come across problems that even the technical staff will have problems resolving. These should be forwarded to appropriate areas (See Section 5).


	[image: Description: http://www.utdanacenter.org/mathtoolkit/mmacd/curric/images/group.gif]

Identify uses reference data sources that you can use to identify known solutions to known computer problems.





[bookmark: _Toc419075097]RESTORING THE USER’S SYSTEM  (AC 1)

The last thing you would want is to take forever repairing one computer or addressing one computer problem. The user will also be waiting to return to normal operations. By all means the user’s system must be restored as soon as possible. 

Timeframe for Repair
Upon accepting a request to repair, from the user, the agent must agree on a permissible and feasible time for repair. This would ensure there are no unnecessary check-ups from the user before time and that the agent also works efficiently with a deadline to meet. Time is sometimes overlooked but it can be a key resource when considering restoring the user’s system as soon as possible. Soon has to be defined by both parties. The issue of time can be defined by answering some simple questions.
What time is available before the deadline for achieving each action/goal/the overall objective?
Are these timings compatible?
Whose time is required?
Will this time be spent within normal working hours?

Deadlines

[image: http://www.mtpaccountancy.com/Images/deadline.jpg]In some cases, certain classes of problems have predetermined timeframes for resolve. For instance, some organisations may say if a user is having problems with internet connection, the problem should be resolved within an hour of arrival of support staff. In such cases then, the support agent must keep such predetermined deadlines in mind. Even where times are not specified but agreed upon completion of investigation, the agent must meet deadlines to ensure work continues in reasonable time. 



Workshop Schedules
It should be noted that this may not be the first problem requiring attention. There are also other issues running concurrently and most probably being resolved in the same workshop that must attend to the current problem at hand. It is therefore key for the agent to advise the user and any other third parties involved of how the workshop operates to avoid further problems. Workshop schedules may actually be published on notice boards to clients’ mailing lists. Some organisations publish that problems that have to do with broken down printers and other peripherals as such are only dealt with in the afternoons to allow systems challenges to be dealt with in the morning. Such clear workshop schedules will make sure that users are aware of how soon their problems can be resolved and cannot agitate for exceptions. 

Minimising Disruption to the User
The IT Help Desk must have measures in place to minimise disruption to the user. Such measures may include the following:
Courtesy computer for temporal use
Reasonably shorter repair timeframes.
[image: ]Work must go on, a problem must not altogether cripple operations. Departments can also have task sharing initiatives in places for situations where one of their users’ computer has been taken away for repair, or being fixed onsite.  


	Individual activity

Why is it important to agree on timeframes for repair before the job has started?

How best can timeframes for repair be reached at and agreed upon?

Explain the importance of minimising disruptions when implementing a solution. 




[bookmark: _Toc419075098]DESIGNING SOLUTIONS FOR NEWLY IDENTIFIED PROBLEMS ( AC 3)

In the process of implementing a developed solution, new problems may be identified which require new solutions to be designed or recommended. 

Contingency Provision
In some cases, a developed solution may fail to work for a reported problem and in the process a new problem surfaces or is identified. In such cases there is need to design a new solution for the new problem. An emergency solution must always be on hand in case the developed solution fails to work for the reported problem.
[image: ]

Mpho reported that her printer was slow to pick jobs sent from her computer and this was slowing down her work. Support staff checked out her printer and realised that it was an old model that couldn’t run proficiently with the computer system that Mpho was operating. To fix this, support staff brought in a new printer that they supposed would be compatible with Mpho’s computer. However, upon connecting the printer they realised she needed new drivers to be installed on her computer and they didn’t have such drivers. 


Stop and Think!




What should the support staff do to make sure Mpho continues with her printing work as soon as possible? Should they wait until drivers are brought? Should they connect the printer to a computer with these drivers installed and open it for sharing with Mpho? If you were the support staff team member, what would be your recommendation?
[image: ]
	Individual activity

Describe what is meant by providing a contingency in case of solution failure.





[bookmark: _Toc419075099]MONITORING PROGRESS OF A SOLUTION (AC 5)
Stop and Think!





How do you know if the solution you implemented is working or if the problem was resolved?

It is important to monitor the progress of a solution after implementation. This will enable you to advise the user if the problem has been completely resolved or other solutions are needed to address the problem. Remember, the user should have access to a functional computer at all times to perform allocated duties. It is not therefore wise to return a computer to the user which is not properly fixed. 

Within a few days or weeks the user may have to return the computer for repairs again. It is important to advise the user about the work in progress when still implementing the solution and what additional steps still needs to be taken. This information can be put on notice boards or the technician or supplier staff can record it on work in progress charts. The user will be able to determine the amount of time left to receive his/her computer in good condition. 


	[image: http://www.utdanacenter.org/mathtoolkit/mmacd/curric/images/group.gif]
Explain why a technician or supplier staff should monitor the progress of a solution.

Why is it important to record actions taken after implementing a solution to a computer problem?



[bookmark: _Toc419075100]RECORDING THE ACTION TAKEN IN SUFFICIENT DETAIL (AC 4)
Stop and Think!




Imagine computer manufacturers never kept records of known computer problems and their solutions or technicians never key fault databases? Do you know how difficult it was going to resolve computer problems? 

Time and money will be wasted coming up with solutions to similar problems if records of actions taken to resolve a particular problem are not kept. If another user is experiencing similar problems, technicians and supplier staff would have to come up with a solution. This is time consuming and it’s a waste of resources. This problem could have been resolving within the shorted period of time by checking manuals or fault database on how similar problems were addressed. 

It is therefore important to record all implementation steps and the solution in sufficient details for future references. The same solution will be used to solve a similar problem without having to investigate and come up with a solution. Each problem should therefore be captured in the fault database and the solution thereof. 




Summary

Synopsis

In this section you implemented solutions to computer user’s problems.

Notes


[image: Description: attachment] 
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[bookmark: _Toc419075101]SECTION 4:   CLOSING RESOLVED COMPUTER USER'S PROBLEMS


Specific Outcome 

On completion of this section you will be able to close resolved computer user's problems.
[image: ]









Assessment Criteria 



This specific outcome shall cover:

The closure presents a report on the resolution of each problem to the user, so that they may judge that the problem has been satisfactorily resolved. (SO 4, AC 1)

The closure records resolution of the problem according to organisation standards and procedures. (SO 4, AC 2)








[image: ]

























[bookmark: _Toc419075102]INTRODUCTION

When problems have been solved, every party has to be notified and records set straight. No problems should continue to appear as unresolved when they have been dealt with. This allows all parties to move on and involve themselves with further business. Closing problems is essential to progress. 

[bookmark: _Toc419075103]REPORTING ON THE RESOLUTION OF EACH PROBLEM (AC 1, AC 2)

The closure of resolved problems should present a report on the resolution of each problem to the user, so that they may judge that the problem has been satisfactorily resolved. In addition, the closure should record resolution of the problem according to organisation standards and procedures. This can be done using the following;

Job Card
One way of reporting closure on a solved problem is by availing a filled out job card. A copy of the job card may be sent to the user and other third parties so they can see what the job involved and how it was solved. The job card can also tell them if the job was completed satisfactorily. 
[image: ]
A Job Card is a record card relating to a job and giving details of the time taken to do a piece of work and the materials used. This is used to allocate direct labour and materials costs.

[image: http://www.intexnet.co.za/UserGuide/HelpImages/JobCard.gif]

Invoicing 
This is a document issued by a service provider relating to a transaction, indicating services rendered, items purchased and costs thereof. 
After resolving computer problems, technician should send an invoice to the user billing him/her for services rendered. Usually an itemised invoice is the one that clearly shows what job was done, what items where purchased to have the job complete and any other information relating to the expenses met with regards to the job. A typical invoice contains:
The word invoice (or Tax Invoice).
A unique reference number (in case of correspondence about the invoice)
Date of the invoice.
Credit terms
Tax payments if relevant (e.g. VAT)
Name and contact details of the service provider
Tax or company registration details of service provider (if relevant)
Name and contact details of the user
Date that the services were rendered
Service order number (or similar tracking numbers requested by the user to be mentioned on the invoice)
Description of the service rendered
Total amount charged (optionally with breakdown of taxes, if relevant)
Payment terms (including method of payment, date of payment, and details about charges for late payment) 
Method of payment

Guarantees/Warranties
[image: ]
A guarantee is a formal assurance that certain conditions will be fulfilled, especially that a the repaired computer will be of a specified quality and work efficiently

A warranty is a written guarantee promising to repair or replace a computer or its components if necessary within a specified period.

These can accompany a computer from repair as a means to assure the user that the service provider did their utmost best in repairing it and thus is closing the job as complete/done. Over and above, the finished job may be accompanied by a company standard memoranda specifying that the job has been done to agreed standards. Users may also consult service level agreements and compare the job to these service levels to make sure it has been done to the standards agreed upon. 

[image: ]
	Individual activity

Explain how a completed Job Card will help the user determine whether a repair job has been done satisfactorily.
 What elements make up an ideal invoice for a computer repair job?
How do guarantees and warranties ensure the user that a job was done satisfactorily?



Summary

Synopsis

In this section you closed resolved computer user's problems.

Notes


[image: Description: attachment] 
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[bookmark: _Toc419075104]SECTION 5:   FORWARDING UNRESOLVED COMPUTER USER'S PROBLEMS TO APPROPRIATE AREA


Specific Outcome 

On completion of this section you will be able to forward unresolved computer user's problems to appropriate area.
[image: ]









Assessment Criteria 



This specific outcome shall cover:

The extension of the problem is reported to the user involved, according to the terms of their support agreement. (SO 5, AC 1)

The extension advises third parties of progress according to the terms of the user's support agreement. (SO 5, AC 2)

The extension records additional information on unresolved identified problems to be forwarded to appropriate area to resolve. (SO 5, AC 3)
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[bookmark: _Toc419075105]INTRODUCTION

[bookmark: _GoBack]Sometimes a technician or supplier staff may receive computer problems that are not easy to solve. After all attempts, the unresolved computer problems should be forwarded to the appropriate area for further processing. 

[bookmark: _Toc419075106]REPORTING THE EXTENSION OF THE PROBLEM (AC 1, AC 2)

When forwarding the problem to the appropriate area say the manufacturer of the computer, it is very important to inform the user about this. The user should have details of the problem, its severity and what the technician has done to resolve it. The technician should provide details of the extension of the problem and clearly explain why he/she couldn’t resolve it and the next step taken to resolve the problem.
[image: ]
For example, the technician may say after replacing the computer battery, the computer won’t restart still. We came to the conclusion that there is another problem with the computer and we have sent the computer to the manufacturer so they can resolve the problem.

The user should always be kept in the loop of what will be going on with his/her computer and how long he/she should wait until the problem is resolved. Unresolved computer problems should be recorded on the job card, log sheets or fault database. For example, when a technician has finished implementing a solution to a problem, he/she should record next to the computer that the problem has been resolved. Likewise, if the problem was not resolved, the technician should indicate that the problem was not resolved but it has been forwarded to the appropriate area within the organisation or outside the organisation.

Third parties should also be given details about the progress of the problem in accordance with the terms of the user's support agreement. Third parties may include manufacturers if the computers were bought from distributers or suppliers. Manufactures should know the fault of their product so they rectify this and put this into consideration when manufacturing new computers in the future. 
[image: ]
You can use Windows Error Reporting to report computer problems to Microsoft. Microsoft uses the problem reports to try to match descriptions of each problem to a solution. Windows will notify you when there are steps you can take to solve the problem or to find more information using Action Center. 
If a solution is not available yet, the information that you send in a problem report can help Microsoft find or create a new solution.

	[image: http://www.utdanacenter.org/mathtoolkit/mmacd/curric/images/group.gif]
Outline the steps that should be followed by a technician if he/she is unable to resolve a computer problem. 




[bookmark: _Toc419075107]RECORDING ADDITIONAL INFORMATION ON UNRESOLVED IDENTIFIED PROBLEMS                (AC 3)

Providing sufficient and accurate details about the unresolved problem is very important; this will enable the relevant people to find solutions for the problem. Do not just forward the information from the user; provide any additional information for example, what you have done so far and why the problem couldn’t be resolved. The form below may assist you in doing this,

	Computer Problem Report Form
 
   1. Describe your problem:
      __________________________________________
 
   2. Now, describe the problem accurately:
      __________________________________________
 
   3. Speculate wildly about the cause of the problem:
      __________________________________________
      __________________________________________
 
   4. Problem Severity:
      A. Minor__
      B. Minor__
      C. Minor__
      D. Trivial__
 
    5. Nature of the problem:
      A. Locked Up__
      B. Frozen__
      C. Hung__
      D. Shot__
      E. Other__
 
   6. Is your computer plugged in? Yes__ No__
 
   7. Is it turned on? Yes__ No__
 
   8. Have you tried to fix it yourself? Yes__ No__
 
   9. Have you made it worse? Yes__ No___
 
  10. Have you read the manual? Yes__ No__
 
  11. Are you sure you have read the manual? Yes__ No__
 
  12. Are you absolutely certain you have read the manual? Yes ____No__
 
  13. Do you think you understood it? Yes__ No__
 
  14. If `Yes' then why can't you fix the problem yourself?
      _________________
 
    15. What were you doing with your computer at the time the problem occurred?
      ______________________________________________________
   16. If `nothing' explain why you were logged in.
      ________________________________________________________________
 
  17. How does this problem make you feel? ____________________________
 
  18. Do you have any independent witnesses of the problem? Yes__ No__
 
  19. What additional information about the unresolved problem do you have?
      ________________________________________________________________
    20. Any comments
     ________________________________________________________________




[image: ]

	Individual activity

Explain the importance of providing addition information about the unresolved problem when forwarding it to relevant people.





Summary

Synopsis

In this section you forwarded unresolved computer user's problems to appropriate area.

Notes


[image: Description: attachment] 
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