CERTIFICATE III INFORMATION TECHNOLOGY – SOFTWARE

REVISION

ADVICE TO CLIENTS

1. What are the 4 main types of problems the help desk deals with?

2. What is meant by ‘reflective listening’ and how can it useful?

3. What are some procedures you should follow when dealing with phone contacts?

4. What are 3 types of documentation that a help desk should have?

5. List 4 types of information that should be kept in an equipment register.

6. What is a daily running sheet and what does it contain?

7. List 4 types of information you should record when being informed of a problem?

8. When visiting a site what are 3 things you should check first?

9. Why is it important to categorise a client’s problem?

10. Why is it important to prioritise a job and how can this be done?

11. List 3 items of printed documentation that the help desk should keep for reference.

12. What information is usually contained in the Readme files?

13. List 3 other sources of information about problems.

14. What are 3 ways to solve training related problems?

15. What is meant by a “workaround”?

16. List 3 ways to improve help desk service.

17. What is benchmarking and what can it include?

18. Describe 2 ways to collect feedback from clients.

