 






Advice is provided to client to overcome software problem in line with organisation guidelines





Group or one to one instruction is provided , as required





Group or one to one instruction is provided, as required





Advice is determined and provided or client is referred for further technical assistance





Manuals and help documentation are provided to client





PROVIDE ADVICE ON SOFTWARE





PROVIDE ADVICE ON NETWORK





Manuals and help documentation are provided to client








Previous logs are checked for similar problem by same or other client








Advice and support is provided to client to overcome network problem in line with organisation guidelines





PROVIDE ADVICE ON HARDWARE





Advice is provided to client to overcome hardware problem in line with organisation guidelines





Further requirements are documented and recommendations are referred to supervisor/management





Client support issues are investigated and documented in accordance with organisation guidelines





Client requirements are obtained from documentation





Further requirements are documented , such as new equipment requirements, and refer recommendations to supervisor/management





Client requirements are confirmed





Upgrade requirements or new software requirements are documented and recommendations are referred to supervisor/management








Group or one to one instruction are provided as required





logged requests are answered in accordance with organisation guidelines











ANALYSE CLIENT SUPPORT ISSUES





Client requirements are obtained from documentation





Manuals and help documentation are provided to client





Client evaluation and feedback are obtained to ensure client requirements are met





OBTAIN CLIENT FEEDBACK





Function is performed by client unassisted according to instruction





THE HELP DESK


The help desk is a central contact point for clients experiencing problems with their computer systems.


Types of Problems


Hardware problems


Software problems


Network problems


Training problems


Call-talking procedures


Dealing with clients


Documentation


You should document the results of all requests for help.


�









IDENTIFYING THE PROBLEM


What technical information is required to help in identifying a user’s problem?


How do you categorise and prioritise reported problems?


What to do when handing the problem over to support/maintenance organisations.








BACKGROUND INFORMATION


OBTAINING INFORMATION OVER THE PHONE 


VISITING THE SITE


DOCUMENTING THE PROBLEM


ESCALATING THE PROBLEM


FINDING SOLUTIONS


PRINTED SOURCES


LOCAL ON-LINE SOURCES


INTERNET SOURCES


HELP DESK STAFF AND TECHNICAL STAFF


SOLVING TRAINING RELATED PROBLEMS


WORKAROUND


DOCUMENTING SOLUTIONS


IMPROVING CUSTOMER SERVICE


ANALYSING THE HELP DESK DATABASE


BENCHMARKING


BEING PROACTIVE


GETTING FEEDBACK


TEAMWORK





ICAITS031B Provide advice to clients








