Answer Sheet – Level 3 Customer support provision 3 (7540-030) Assignment B
Task A1:  You will be expected to supply a range of ICT support services to customers. Describe five categories of information that you would ask for when surveying IT customers for their support requirements.
	

	

	

	

	


Task A2: State what information is needed on a field service report sheet.
	


Task B2: Describe, briefly, the importance of extracting and organising the information, and how the information will be used.
	


Task C1: Identify three differences between routine and non-routine problems.
	

	

	


Task C3: Describe the types of trend that may be expected. The notes should be written so that they are suitable for use by less experienced staff. Include:
· two types of trend

· two examples of situations that may indicate a trend.
	

	

	

	


Task C4: Describe the purpose and structure of an action plan.
	


Task D1: With reference to the remote diagnostic session make detailed notes of the process.
	


Task D2: The following questions relate to the diagnosis of hardware and software faults on an ICT system.
· Describe the main characteristics of a hardware fault that distinguish it from a software fault.

· Describe the main characteristics of a software fault that distinguish it from a hardware fault.

	


Task D3: Explain why structured testing is used during the troubleshooting process and describe one example of what might happen if it is not used.
	


Task D4: Having obtained additional information on a fault using structured testing, explain why the whole fault-finding and fault resolution should be done using structured techniques. Include in your answer one consequence of not using structured techniques.
	


Task D5: Draft a set of clear actions to be undertaken by the customer to correct the fault and restore the system to working order.
	


Task E2: A very important part of your role will be to provide coaching to junior staff. Describe seven points to consider when preparing, delivering and evaluating a coaching session to a junior colleague.
	

	

	

	

	

	

	


This form can be handwritten or completed electronically. 

