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Introduction
This set of assessment tools is for the unit of competency ICTSAS305 Provide ICT advice to clients. 
The guide is divided into three sections:

Section 1:
Unit of competency

Section 2:
Assessment resources

Glossary (VET sector terminology)

As the trainer/assessor, you are in the best position to judge the full training and assessment requirements of a unit of competency. The judgments that you make in this regard should form part of your broader training and assessment strategy.

Learners may or may not be employed in the workplace. Where a learner is currently employed, you should endeavour to use relevant workplace documents and resources. Where learners are not currently employed, you must provide example documentation and a simulated environment wherever possible. Encourage classroom learners to take every opportunity to observe a real working environment and discuss what they have seen. Note that observation and assessment in the workplace is mandatory for some units of competency. Refer to section 1.2 of this guide, or to the assessment requirements of the relevant unit of competency, for details of assessment conditions.
This document and set of assessment tools must be used in conjunction with the directions that form part of the qualification’s Training and Assessment Strategy. Assessors must refer to the ICT30120 Training and Assessment Strategy for details on mandatory tool use.

Note that this booklet is designed to be dismantled so that assessors may identify what assessment tools they may wish to use to support the assessment process and provide credible and verifiable evidence to support appropriate decision making.

Section 1 - Unit of competency

The Information and Communications Technology Training Package (ICT) was developed by the PwC’s Skills for Australia in consultation with industry stakeholders including employers, unions, peak bodies, professional associations, regulatory bodies, registered training organisations (RTOs) and other relevant parties. The training package specifies the skills and knowledge required to perform effectively in the workplace.

This unit, ICTSAS305 Provide ICT advice to clients, is drawn from Release 7.2 of this Training Package.

This section outlines the requirements of the unit of competency ICTSAS305 Provide ICT advice to clients and other information relevant to it.

It contains the following information:

1.1 
Elements of competency and performance criteria

1.2
Assessment requirements 
1.3 
Dimensions of competency

1.4
Foundation skills
1.5
Skill sets

1.6
Recognition of prior learning (RPL)
1.7 
Glossary of terms
1.1
Elements of competency and performance criteria

The elements of competency define the skills required to perform a work activity. They describe the required outcomes that need to be assessed. 

The performance criteria define the level of skill necessary to achieve the requirements of the element.

The following table maps the content in the on-line course ICTSAS305 Provide ICT advice to clients to the unit of competency.

	ICTSAS305 Provide ICT advice to clients
	Where covered in on-line course

	Element 1: Review client support issues

	1.1 
Check for new problems logged by client
	Task 7

	1.2 
Check previous logs for similar problems or requests from client
	Task 7

	1.3 
Investigate and document support issues affecting client
	Task 7

	1.4 
Notify client of the results of investigation and provide advice and support on findings
	Task 7

	1.5 
Obtain client feedback and make changes
	

	Element 2: Provide advice on software, hardware or network

	2.1   Confirm software, hardware or network requirements with client
	Task 7

	2.2   Investigate and document a solution
	Task 7

	2.3   Document additional requirements identified in the investigation and refer them to the client
	Task 7

	2.4   Obtain approval from client to implement the solution
	Task 7

	2.5    Investigate and document amount of technical support client may require
	Task 7 

	2.6   Discuss and agree level of technical support identified with client
	Task 7

	2.7    Arrange time with client when support will take place
	Task 7

	2.8    Provide technical support as part of group or one-to-one instruction to the client
	Task 7

	2.9    Provide manuals and help documentation to client
	Task 7

	Element 3: Obtain client feedback

	 3.1 Create an appropriate evaluation or feedback form or other mechanism to gather feedback about solution and support provided
	Task 7

	3.2   Provide client with instructions on how to complete form or use other means of providing feedback
	Task 7

	3.3   Distribute evaluation or feedback to client
	Task 7

	3.4   Review feedback from client to identify areas for improvement
	Task 7


1.2
Assessment requirements 

ICTSAS305 Provide ICT advice to clients covers the outcomes, skills and knowledge required to provide information and communications technology (ICT) advice and support to clients, including the communication of comprehensive technical information.

It applies to frontline technical support individuals who work under a level of supervision but have responsibility for providing technical support.

The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements
· Knowledge evidence: the scope and depth of knowledge required
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required
Performance evidence
The performance evidence for the unit ICTSAS305 Provide ICT advice to clients consists of at least one event where the candidate:
· investigate client support requests and provide a documented solution after consultation with client.
· convey comprehensive technical information to clients in a clear, concise, jargon-free and coherent manner.
· use technical manuals and ‘help’ documentation.
Knowledge evidence
The knowledge evidence within the unit ICTSAS305 Provide ICT advice to clients consists of:

· identify and describe the available in-house and vendor support

· explain contract and service agreements with vendors

· identify features of different types of hardware supported by the organisation

· identify sources of information relevant to the provision of services and support

· identify operating system:

· functions and basic features

· supported by the organisation

· identify and describe security and network guidelines and procedures

· identify the advanced features of software, including the functions and support provided by the organisation.
Assessment conditions
Skills must be demonstrated in a safe environment where evidence gathered demonstrates consistent performance in conditions that are safe and replicate the workplace. Noise levels, production flow, interruptions and time variances must be typical of those experienced in the systems administration and support field of work and include access to:

· peers and supervisors for obtaining information

· relevant information sources

· technical records and documentation.

Simulations and scenarios are acceptable. Simulated assessment environments must simulate the real-life working environment where these skills and knowledge would be performed, with all the relevant equipment and resources of that working environment.
Assessment must ensure use of relevant legislation, policies and procedures and industrial awards.

Assessors must satisfy the NVR/AQTF mandatory competency requirements for assessors.
1.3
Dimensions of competency

The dimensions of competency relate to all aspects of work performance. The following table explores the four dimensions of competency in more detail.

	Dimensions of competency
	What it means

	Task skills
	The candidate must perform the individual skills required to complete a work activity to the required standard.

	Task management skills
	The candidate must manage several different tasks to complete a whole work activity, such as working to meet deadlines.

	Contingency management skills
	The candidate must use their problem-solving skills to resolve issues that arise when performing a work activity.

	Job/role environment skills
	The candidate must perform effectively in the workplace when undertaking a work activity by working well with all stakeholders and following workplace policies and procedures.


Assessors and/or their training organisations need to ensure that the range of assessment instruments developed for this unit adequately explore the dimensions of competency.
1.4
Foundation skills

Underpinning all job roles is a set of skills that are essential if learners are to participate successfully in work and be valuable and productive employees. 
The foundation skills embedded in this unit of competency are outlined below:
	Skill
	Performance
Criteria
	Description

	Reading
	1.1-1.3, 1.5, 2.2, 2.5, 3.4
	· Interprets and evaluates information to compare technical specifications, identify areas of improvement and recognise solutions to new and emerging issues

	Writing
	1.3-1.5, 2.2, 2.3, 2.5, 2.9, 3.1-3.4
	· Uses written vocabulary, grammatical structures and conventions to accurately convey instructions and record complex information

	Oral Communication
	1.2, 1.4, 1.5, 2.1, 2.4-2.8
	· Participates in verbal exchange of ideas/solutions using detailed and clear language to contribute information for discussion and confirm client requirements

· Varies content, structure, style, tone and vocabulary to suit the needs of audiences

	Interact with others
	1.4, 1.5, 2.1, 2.3, 2.4, 2.6-2.9, 3.2, 3.3
	· Participates in routine conversations directly relevant to role, responding and contributing in appropriate ways when providing advice to clients and receiving feedback

· Shares information and resources, offers assistance voluntarily and provides feedback on others’ work when providing client support

	Get the work done
	1-1-1.3, 1.5, 2.2-2.5, 2.7, 3.1-3.4

	· Plans a range of routine, and some non-routine, tasks, accepting stated goals and aiming to achieve them efficiently when obtaining feedback from client

· Implements actions as per plan, making slight adjustments if necessary, and addressing some unexpected issues

· Selects from a range of predetermined options in routine situations, identifying and taking some situational factors into account

· Applies formal problem-solving processes when tackling an unfamiliar problem, breaking complex issues into manageable parts and identifying and evaluating several options for action

· Understands key principles and concepts that underpin the design and operation of digital systems and tools


Do not assume that learners already have these skills; for example, even if you believe they have good writing skills, they may never have written a specific type of report before.

Remember that the learner may not necessarily need all of these skills for a specific task, nor be required to develop them to a high level. This will depend on the nature of the task and the context in which they are working.

Your role is to:

· when planning your assessment program, identify where foundation skills are embedded in the unit of competency and how learners can demonstrate they have acquired the skills 

· encourage learners to record in the template that follows the Final Assessment the activities they have performed that demonstrate specific foundation skills; they can do this after completing each chapter in the learner guide.
1.5
Skill sets

Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement or defined industry need. 

Skill sets do not replace qualifications as the foundation for undertaking work in the community sector. Skill sets build on a relevant qualification and enable a qualified worker to move laterally into work areas addressed by the skill set or to broaden their skill base in relation to the services they provide.
1.6
Recognition of prior learning (RPL)

Recognition of prior learning (RPL) is an assessment process that assesses an individual’ s non-formal and informal learning to determine the extent to which that individual has achieved the required learning outcomes, competency outcomes, or standards for entry to, and/or partial or total completion of, a qualification.

To have skills and knowledge formally acknowledged, a learner must supply a range of evidence to verify competency. The trainer then needs to assess this evidence against the criteria for the qualification.

Evidence of competency may include work samples, journals and third-party testimonials. Learners may also need to be observed undertaking set tasks and/or answer set questions.

The full RPL Kit for this qualification is available. The kit consists of four parts:
	· Assessor’s Guide

· Candidate’s Guide
	· Forms

· Workplace Guide


1.7
Glossary of terms
Wherever possible and appropriate, knowledge should be contextualised to the learner’s workplace. For example, when dealing with organisational policies and procedures, look at the actual policies and procedures of the workplace.


Agent: An agent is the support team member who is assigned service tickets and responsible for resolving customer requests. Agents may also interact directly with customers to address service requests via communication channels such as phone, email, chat, and social media.
Agent experience: Agent experience refers to the quality of interactions between support team members and the company employing them. It determines how satisfied agents are with their work and career paths and has an impact on both their interactions with customers and the company’s bottom line. It also refers to the tools and processes that enable support agents to not only provide the kind of support customers love but avoid providing the kind of frustrating experiences customer hate.

Agent life cycle: An agent life cycle describes all of a customer support agent’s interactions with the company employing them, from the time of recruitment for the job through the end of the agent’s tenure. This encompasses the sourcing, screening, and hiring process as well as measuring and evaluating performance and developing career paths. For companies, the time and resources invested in the agent life cycle can have an impact on the quality of customer service, satisfaction with an individual interaction, and the lifetime value of a customer.

Average resolution time: The average resolution time is a customer service KPI that refers to the average time it takes for a customer care agent to resolve a customer issue. This customer support metric directly correlates to customer satisfaction and reflects your team’s efficiency.

Benchmarking: Benchmarking is a comparison of agent or team performance against the performance of peers or competitors. It can also be used to compare the current and past performance of the same agent or team. Benchmarking helps in assessing a relative position versus the competition, and in developing plans to maintain or improve on that position.

Business hours: Business hours are the days and times that a company’s customers can access agents for support. Though customers may consider 24/7 support ideal, a company can set business hours based on regional demand by looking at its customer types, available support channels, and customer feedback. This data provides insights into a company’s optimal hours for agent staffing.

Business process outsourcing: Business process outsourcing, or BPO, involves assigning responsibility for a function or operation to an external party. A growing company can use this strategy to maintain service standards and meet an increased demand for support as its business expands. BPO options include onshore (same country), near shore (same hemisphere), offshore (any location in the world with lower labour costs), and virtual or home-based operations.

Business rules: Business rules refer to automations, triggers, and macros that automate operational workflows such as routing or escalating tickets to the right departments and agents.
Call centre: A call centre is an organization of sales and customer service agents and managers who handle incoming and outgoing communications from prospective and existing customers.
Change management: Change management is the process of overseeing and implementing change within a company. These could be organizational changes or shifts in procedure or technology. Effective change management employs processes, tools, and techniques that minimize disruptions to productivity and promote acceptance and adoption of the change.
Chatbot: A chatbot is a type of conversational AI that enables businesses to put a layer of automation or self-service in front of customers in a friendly and familiar way. And with companies increasingly adding messaging channels to provide faster resolutions and always-on support, bots have quickly become a key component of any messaging strategy. They can be deployed over any messaging app or channel and ensure customers get instant responses when an agent is busy helping other customers.
Conversational customer service: Customers hate repeating themselves, and they certainly don’t want to wait on hold while an agent hunts around for information that should be readily available. Enter conversational customer service - the ability to offer fast, personalized, uninterrupted service across web, mobile, and social apps.

Conversational AI: Conversational artificial intelligence (AI) is a set of technologies that can recognize and respond to speech and text inputs. In customer service, the term describes the use of AI-based tools, such as chatbots or voice-based assistants, to interact with customers.
Conversational commerce: Conversational commerce describes the interactions between companies and customers through third-party messaging apps or digital assistants. These interactions may occur through live agents, AI-powered chatbots, or a combination of the two.
Customer care: Customer care is when companies treat their customers with respect and kindness and build an emotional connection with them. It’s something that can, and should, be handled by everyone on the team, not just a customer service representative or a customer success manager.
Customer dissatisfaction: Customer dissatisfaction is the antithesis of customer satisfaction. It happens when customer expectations are not only not meant, but also when the company fails to do anything about the complaint.
Customer data: Customer data is the demographic, behavioural, and personal information that companies collect about the people they serve. It is critical for gaining a better understanding of consumers - from leads and prospects to current customers and those who’ve churned. Businesses can leverage those insights to improve their sales, marketing, and support efforts.
Customer experience: Customer experience describes a customer’s relationship with a company over the duration of their interactions. Evaluating the customer experience enables a company to better meet customer expectations and increase satisfaction and retention. Evidence shows that customers today expect consistency in the quality of their interactions with a company and to be able always set the terms of these interactions.
Customer intelligence: Customer intelligence (CI) is the process of collecting customer data and pulling insights from it. CI (also known as consumer intelligence) allows companies to figure out who their customers are - where they live, what products they like, what problems they’re looking to solve, and so on. The goal is to use the information to tailor each interaction to individual customers and improve their experience.
Customer Effort Score: Customer Effort Score (CES) is a customer service metric that measures the amount of effort a customer must expend to resolve an issue, get an answer, or complete a task.
Customer engagement: Customer engagement is the interactions between a brand and a buyer across various communication channels, such as social media, email, and community forums. It’s a two-way street - it doesn’t take place unless your buyers either respond or reach out to you.
Customer expectations: By definition, customer expectations are your customers' ideas of how each interaction with your company should go. From how long they wait to what channels they can use; this holds true for any part of the customer journey. Customers want (and expect!) the very best, and if you don’t give it to them, they’re happy to look elsewhere.
Customer journey mapping: Customer journey mapping involves documenting the steps a customer takes in interacting with a company. Companies can use this tool to better understand the customer experience, identify areas for improvement, and increase customer satisfaction.
Customer loyalty: Customer loyalty is when customers reward a company with repeat business over time. Loyal buyers consistently choose to do business with a particular brand and often defend it against its competitors.
Customer needs: Customer needs are the psychological and physical motivations that make someone want to purchase a product or service and stay loyal to that business.
Customer retention: Customer retention refers to a company’s ability to turn customers into repeat buyers and prevent them from switching to a competitor. It indicates whether your product and the quality of your service please your existing customers. It’s also the lifeblood of most subscription-based companies and service providers.
Customer satisfaction: Customer satisfaction, or CSAT, is a metric that measures a customer’s immediate happiness with a company’s service as well as a customer’s overall loyalty. CSAT is determined using customer service metrics collected from a clear and simple survey sent to a customer soon after an interaction with a company is complete. Companies can use this transactional metric to fine-tune service and track the effect of new customer support measures.

Customer segmentation analysis: Customer segmentation analysis is how businesses identify and group customers based on certain characteristics. These factors can range from behaviour and age to purchase histories and physical location.
Customer segments: Customer segments are groupings of customers who share a common need or characteristic. A company’s customer base might be divided into segments according to location, industry, product usage, organization size, revenue, or any other meaningful distinction. Creating these segments allows a company to tailor its approach and interactions to the specific needs of each group of customers.
Customer service: Customer service is the act of supporting and advocating for customers in their discovery, use, optimization, and troubleshooting of a product or service. It's also the processes that support the teams making good customer service happen. A successful customer service team is important for attracting new business, boosting retention, and increasing sales among your existing customer base.

Customer service channels: Customer service channels are the multiple ways customers can contact your company for assistance, based on their preferences. These channels can include phone, email, online information, text support, social media such as Facebook and Twitter, chat, and SMS messaging. Omnichannel support enables customers to choose different methods at different times, based on their need and convenience, and ensures customers don't have to repeat themselves as they move from channel to channel.

Customer support: Customer support is the team of people who provide help when customers have trouble with a company's products or services. It’s ultimately about making sure customers are successful in solving whatever issues they came to your business to help solve.

Customer success: Customer success is a company initiative or department focused on making customers love your business so much that they want to continue buying your products or services. It centres on building strong relationships and understanding customers’ goals.
Digital customer service: Online customer service is the process of answering customer questions digitally using tools such as email, social media, live chat, and messaging apps.
Escalation management: Escalation management involves identifying tickets that call for extra attention and routing them to the appropriate agents to provide the support. Effective escalation management ensures high-priority and difficult tickets can be handled and resolved quickly and capably, leading to more efficient operations and happier customers.
First response time: First response time (FRT) measures how long it takes for a customer support agent to reply to a request (not counting automated responses).
Feedback loop: A feedback loop is a mechanism enabling customers to communicate with a company about their individual service experiences and how they think the organization can improve. A closed feedback loop allows the company to collect and learn from the customer input, take necessary action, and communicate this follow-up directly to the customer.

First reply time: First reply time is a calculation of the number of minutes that pass between ticket creation and the first publicly visible agent comment on that ticket. Companies know that customers do not like to wait, leading to a clear correlation between a low first reply time and high customer satisfaction.
Help desk: A help desk is a centralized team within a company that serves employees or customers en-masse, using a software product to organize conversations.

Issue tracker: An issue tracker records all the problems customers experience with a software product or app. It enables support agents, engineers, and managers to monitor those issues until they’ve been resolved successfully.
IT service desk: An IT service desk is where your employees go if they need something fixed. It traditionally supports a business’ technology infrastructure.
Knowledge base: A knowledge base is an organized online repository of information that serves as a resource for customers and agents seeking answers to common questions and issues. A knowledge base often complements a company help desk and can include articles, news, product information, and answers to frequently asked questions. Maintaining a knowledge base saves a company time and money by eliminating the need to respond to the same questions repeatedly and encouraging community members to interact with each other. One-to-many solution resources like this can compel customer traffic to deepen community participation and facilitate many-to-many operational gains.

Lifetime value: Lifetime value is a measure of the projected revenue a customer will generate for a company over the entirety of their relationship. Increasing customer satisfaction has been shown to have a positive influence on lifetime value.
Messaging platform: A messaging platform is a type of customer experience software that equips developers or admins with tools to build interactive messaging experiences. These tools include APIs and integrated development environments that empower companies to go beyond SMS (Short Message Service) with RCS (Rich Communication Services)—think: chatbots, quick replies, carousels, picklists, audio, video, and more.
Personalized customer service: Personalized service is providing customer experiences that are tailored to the consumer’s individual needs and preferences. Personalization often makes customers feel more valued, which inspires greater brand loyalty.
Quality assurance: Quality assurance is the process of monitoring and maintaining a predetermined customer support standard. This process defines the appropriate level of service, sets expectations for agents, and helps in measuring performance. Quality assurance methods include email, chat, and call monitoring; contact scoring based on the support standard; and regular feedback to agents.

Self-service: Self-service most frequently refers to when customers independently access information and resolve issues rather than interact with a company’s agent or submit a request for support. Self-service can also benefit a company internally, helping agents find information easily and resolve customer issues quickly.

Self-service ratio: The self-service ratio compares the number of help centre views with the number of tickets submitted to agents. This measure helps determine how readily customers can find information on their own, by going to the help centre rather than needing to submit a ticket. A company can use a self-service ratio to understand whether users feel empowered to serve themselves, when new content is needed for the knowledge base, or whether business changes may account for customer behaviour.

Service-level agreements: A service-level agreement is the standard a company and customer set as the target for a support team’s average ticket response and resolution times. Service-level agreements give a team a predetermined level of support to maintain, enable tracking of performance against goals, and help a company both deliver predictable service and meet obligations to customers.

Subject-matter experts: Subject-matter experts are support team members who have deep knowledge of a particular product, topic, or technology. These experts serve as a valuable source of information and support to agents and others on the team and are often responsible for creating and updating knowledge-base content.

Support operations: The support operation represents the entire team responsible for providing, measuring, and improving customer service. A support operation may include several job functions in addition to a general customer service agent, including workforce management, training, quality assurance, customer relationship management, specialist agent, and analyst.

Support ticket: A support ticket provides a means of communication about a customer request, tracking the actions taken from the time it is created through its resolution. A ticket can be generated via a variety of support channels and captures the pertinent details about the request.

Ticket routing: Ticket routing is a process used to determine which agent on a support team will resolve a customer request. Assignments can be based on skill level, how long an agent has gone without a ticket, prioritizing the most important tickets, or routing to the agent or group best suited to resolve the ticket. These ticket-routing strategies help support teams stay organized and deliver high-quality customer service.

Ticket volume: Ticket volume represents the number of tickets created on a regular basis and is a measure of the scale of a support organization.

Tiered support: Tiered support involves organizing agents according to the types of tickets assigned to them. Doing this helps a company manage the support workflow, including ticket escalation. Tiered support often has three levels with Tier 1 made up of generalists who handle basic requests, Tier 2 requiring agents with a higher level of technical knowledge, and Tier 3 consisting of specialists who can respond to complex issues.

Ticketing system: A ticketing system is a help desk software program used to process, manage, and track customer issues from submission to resolution. Ticketing systems automatically organize and prioritize support requests in a central dashboard. Users can tag, categorize, and assign tickets as they come in. These systems also indicate ticket status so you can keep tabs on active requests.

Ticket escalation: Ticket escalation is the process a company follows to move a customer issue to a higher-level support agent or manager. The goal of escalating a ticket should always be a quick resolution. The less time you keep your customers waiting, the happier they’ll be.

360 customer view: A 360-degree customer view is the concept of consolidating customer data from various touchpoints and systems in one place. This helps you and your team gain an accurate picture of your customer and what they need from your company.

Section 2 - Assessment tools
Assessment is all about collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms that the learner can perform to the expected workplace standard, as outlined in the units of competency.

This section contains the summative assessment tools that are to be used in assessing this unit of competency.  The assessment tools have also been mapped against the requirements of unit assessment; these may be reviewed in the TEIA document ICT30120 Mapping Guide.     Assessors can use this mapping information to complete required assessment records.

It is an important responsibility of assessors to complete the assessment records themselves. This ensures all additional assessment activities deemed appropriate or required by the assessor, in addition to those within this document, are included in these records.

Section Two contains the following information:

2.1   
Summative assessment

2.2
Solutions – general guidance

2.3 
Solutions – summative assessment

2.4
Evidence of competency

2.5
Assessment records
2.1
Summative assessment

Separate each assessment tool as required in the assessment process.
Task Overview

The assessment for this unit is found in Task 7 of the virtual scenario.
In this task, you need to step up into the IT service roster and provide service and advice to the organisation’s clients.  

Preparation:

· Complete the training course in providing support to IT clients. This is an induction requirement before you can be placed on the IT client service roster. (Computer monitor, Work Tasks and Learning Resources)
· Collect your completed course tasks into an e-portfolio. 

· Complete the Induction compliance test. Add your written responses to you e-portfolio.  (Learning Resources)

· Complete the online quiz for the training course in providing support to IT clients. (Learning Resources)

· Send the completed e-portfolio to your manager. (Teacher)

Starting on IT Support roster:

· Read the email from Sharon Resolute that congratulates you on being placed into the IT service team which works on a roaster supporting the organisation’s IT clients. She indicates that there is already a ticket in the work system and asks you to follow this through and resolve the client’s concerns.  (Email 1, Task forms the attachment)

· Download the ticketing system and install. Investigate how this will work and how you can enter jobs, etc. The document, Contents of Log-Ticket Form, will assist in interpreting how the ticketing system works. (Learning Resources) 

· Analyse the problem and plan your response to Task A. 

· In Task A there are several sub-tasks that you need to investigate, set priorities on and complete before the client’s service could be finished. These sub-tasks include:
· Prepare a list of questions that you could use when calling the client to refine your understanding of the problem.

· Document the possible course of action in the ticketing system. You will need to investigate this with the vendor’s company’s website or other online sites that may be involved in solving IT issues.
· Email the customer outlining the outcomes of your investigation and your understanding of the issue. (Simply type up the email as you would send – you do not need to send it).
· Provide the client with some Internet based resources on using Outlook that they may use to build their own skills.

· All communications need to reflect the professional standards expect of a client focused organisation. 
· Seek feedback from the client.

· Bundle the response to Task A into a ‘zipped’ folder and send to your supervisor. (Teacher)

	What to submit
	Problems encountered and strategies used to overcome these

	· List of questions that you could use when calling the client to refine your understanding of the problem.

· The most likely reasons for the Outlook problem.

· The most likely solution to repairing the reported problem.

· Copy or draft of an email to the customer outlining the outcomes of your investigation 

· A list/collection of Internet based resources on how to use Outlook at more than a beginner’s level.

· Work submitted in a ‘zipped’ folder.
	


Human Resource (HR) Section request:
· Read and print email from Mary Shriver. (Email 2)

· Download and investigate the three tasks provided as attachments (Task B, Task C and Task D). Note these tasks are sequenced and need to be worked in a consecutive process, i.e. first do Task B, then do Task C… (Email 2, Learning Resources)
Task B

· Investigate what Outlook 365 requires to be stable and effective. 

· Document requirements for the solution/s in the Software Upgrade Form. (Learning Resources)

Note:  You must use the official requirements listed by Microsoft as per the below link:

https://products.office.com/en-au/office-system-requirements
· You are also required to draft an email to the client for her reference and approval.
· Using the results of the investigation, write a draft/copy of an email to the client asking her for endorsement of your recommendation and approval to proceed. 
	What to submit
	Problems encountered and strategies used to overcome these

	Completed Software Upgrade Form 
Draft email informing client of investigation, recommendation and seeking approval to proceed.

	


Task C
· Organise the meeting requested by Mary Shiver addressing her agenda items. (Email 2 and Learning Resources) 

· Download the necessary templates used by the IT Support team. (Learning Resources)

· Prepare the agenda for the meeting.

· After the meeting, construct what you believe the outcomes of the meeting were and record as meeting minutes. 
· Identify resources that the HR team could use to better use the schedule meetings and contacts in Outlook. Make a list of these resources to email to Mary.

· You are also preparing a list of instructions for each task to provide a quick reference resource for the members of the HR team.

· Email all items to your supervisor. (Teacher)

	What to submit
	Problems encountered and strategies used to overcome these

	IT Support – Meeting agenda for a meeting with Robyn Shiver.

IT Support Meeting Minute completed.

List of Internet resources that support learning about Outlook in the topics required.

A set of instructions for scheduling a meeting in Outlook.

A set of instructions for managing contacts in Outlook.
	


Task D
· Analyse the task requirements.

· Construct a survey using the five topics provided with each topic having three questions. Other information as required may be added to the survey. (Email 2 and Learning Resources) 

· Identify how the client feedback survey will be accessed, data collected and analysed. This explanation will need to be in detail showing how each topic/question contributes to both an evaluation of the service and highlighting ways of improvement.

· Draft email outlining to potential survey respondent, how to use the survey.

	What to submit
	Problems encountered and strategies used to overcome these

	Survey covering five topics plus whatever else is required.

Document explaining how the survey will be accessed, data collected and analysed.
Draft email to respondent with survey instructions.
	


2.2
Solutions - General guidance
Assessors should review the solutions provided and adapt and/or contextualise them (and assessment activities themselves where necessary) to suit the training and assessment context as part of their moderation activities. This will ensure consistency of assessment.
The solutions to assessment activities serve as a reliable guide to the type of information that should be included in the assessment candidate’s response. Refer to the assessment activities when assessing learner responses or evaluating assessment evidence. The answers provided by the assessment candidate will vary due to several factors, including the:

· candidate’ s own experiences

· candidate’ s workplace experiences

· training situations and strategies presented by the trainer

· interpretation of the assessment activity by the assessment candidate/assessor

· type of organisation, work practices, processes and systems encountered by the candidate.

The nature and variety of the tasks presented means that in some cases there will be numerous correct responses, and the solutions provided cannot cater for all contexts and eventualities.

In general terms:

· For questions with a single answer, this guide provides the correct answer.

· For questions that do not have a single answer, it is understood that answers will vary within certain parameters.

· For questions where the candidate has to list a certain number of items, the RTO has provided a more comprehensive listing from which candidate responses may be drawn. This list may not in all cases be definitive, and assessors should account for other possible correct responses.

· For activities that involve responding to a case study, the RTO has provided an example of how the candidate may respond. Depending on the question, the terminology used will indicate either what the candidate should have included in their response or may have included. However, different phrasing may be used by the candidate, or different responses that may be equally correct are also possible.
· For activities that take place in the workplace or involve workplace documentation, the RTO can only provide an example response. Assessors should consider whether the candidate has achieved the intent of the activity within the candidate’s workplace context.

· For activities that involve writing reports or completing documentation provided, the RTO can only provide an example response. Assessors should again consider whether the candidate’s response is appropriate to the task within the context of the candidate’s training and/or workplace.

2.3
Solutions – Summative assessment
E-portfolio:
Activity 1

A report with the responses from a minimum of five persons (de-identified) is to be provided. Assessor judgment to be used within the following parameters:

· The report must be of a suitable formal format to be used in a small organisation.

· Each person surveyed must have their purpose in using a computer clearly identified.

· The five questions must be the drivers of the data collected. 

Activity 2

Assessor judgement is required within the following parameters:

Answers formed using correct sentence/paragraph form and Australian Standard English (i.e. spelling, punctuation, grammar). 

Activity 3

Assessor judgement is required within the following parameters:

The submitted work is a flowchart.

It commences with initial contact by customer.

The progression displayed by the flowchart is logical both in a marketing and an IT requirements sense.
Activity 4

In this activity, the candidate was to locate two websites for each of the following activities:

· Two websites that offer customisable feedback form templates using Microsoft Word. 

· Two websites that offer customised feedback form templates that are delivered online and that collects and analyses the data.

The response must consist of four names and website address of the identified websites.
Induction compliance test:  

1. What would be some of the sources of information you could access to provide technical support to a client? Explain how these would be used. (Maximum response 100 words)
Assessor judgement to be used. A minimum of two sources of information must be provided. Sample answer:

Using standard operating procedures (SOPs)
Using standard operating procedures (SOPs) document helps everyone understand what tasks need to be done and how and when to do them. This means that when the usual person is unavailable or leaves, anyone else on a service team can pick up these tasks with minimal effort. SOPs builds consistency about what to do during an event. Some common things like answering the phone with a standard greeting, escalating a ticket, and following up with a customer are areas that need procedural guidance.
Looking at prior incidents
It is not uncommon for many customers who experience technical issues to encounter some of the same or related one more than once. Looking up any prior support tickets logged for a customer can give helpful clues that may help speed the process along. Previous tickets may have notes that let the service provider, direct customers, to a better solution or fast-track them to the right department to better solve their issues.
2. What are different ways of collecting feedback from the client? Explain your answer in between 100-150 words.

Assessor judgement required – a minimum of three ways of collecting feedback is required. Sample answer:

1. Conversation
A client feedback process can be as simple as an email message with questions sent to clients or a personal phone call. This method is quick and easy, but there are some downfalls. When taking an informal approach to client feedback, a service agent has the risk that the message will be put aside and eventually lost in the daily work routine.
2. Online Survey
Using a set of standard questions posed too many of the clients, a standardised survey could be used to gather information.
3. Hard Copy Questionnaire
The key to any client feedback process is not just collecting the data but gaining insight from it that can be used in a wider purpose, e.g. building better customer service, specific focus on new products, etc. Customer satisfaction surveys are a multi-dimensional tool for gaining client feedback.
3. How can you write instructions to gain accurate feedback from the client? (60-80 words)
Assessor judgement required. Sample answer below:

· Use short sentences and short paragraphs.

· Arrange your points in a logical order.

· Make your statements specific.

· Use the imperative mood.

· Put the most important item in each sentence at the beginning.

· Say one thing in each sentence.

· Choose your words carefully, avoiding jargon and technical terms if you can.

· Give an example or an analogy to provide clarity for non-technical clients.

4. Identify the operating systems supported by Community Assist and an explanation of what it does. (60-80 words)

Assessor judgement may be used. Sample answer below:
An operating system is a set of programs that lie between applications software and computer hardware. The operating system software (sometimes incorrectly called the system software) is the set of ‘instructions’ that direct the hardware what to do.  the hardware and the applications software. The term, system software, actually means all programs related to coordinating computer operations.

Important functions of an Operating System:

· Security 

· Control over system performance 

· Job accounting 

· Error detecting aids 

· Coordination between other software and users 

· Memory Management 

· Processor Management 

· Device Management 

· File Management 

Common features of an Operating System:

· Protected and supervisor mode

· Allows disk access and file systems Device drivers Networking Security

· Program Execution

· Memory management Virtual Memory Multitasking

· Handling I/O operations

· Manipulation of the file system

· Error Detection and handling

· Resource allocation

· Information and Resource Protection

Microsoft Windows: Microsoft Windows is the most common used operating system for home and office computers. Windows is commonly found on the vast majority of computers regardless of the manufacturer or even country of origin.
5. How can you ensure security when providing ICT advice to clients? (60-80 words)

Assessor judgement required. A sample answer on ways of maintaining security is below:
· Move customer information out of email or local storage
· Clearly separate internal versus external customer content very explicitly
· Keep an eye on the training material and process
· Follow a double-check process
· Follow a simple data classification process
· Watch the new hires
· Be careful about what you sign and agree to with the customer
· Change Customer system with caution
· Encrypt hard drives
6. Explain the procedure of troubleshooting IT issue in an organisation. (80-100 words)

Common steps of troubleshooting any IT issue are:

Step 1: What exactly is the problem?

Step 2: Gather more details, eliminate variables and document them.
Step 3: Reproduce the problem, develop a hypothesis of the root cause.
Step 4: Attempt a fix based on findings.
Problem Solved? Prepare for future issues.
No matter what the underlying tech problems, the process outlined above works well for gathering info, identifying possible causes of the issue, and getting to a solution no matter what issue you’re dealing with. 

7. Explain the functions of ticketing software to provide customer service. (100-120 words)

Assessor judgement can be applied. Sample answer below.
Functions of customer service software:

Categorize Requests

One of the primary functions of this ticketing system is to sort customer requests based on different categories such as products, sales, support etc.

Prioritize Them

Many requests would be generated each day, and thus it is very important to prioritize these based on different parameters.

Assign Tasks

One the system has categorised the tasks and prioritized them it would assign the task immediately to the concerned executives.

Inform the Customers

Once the problem has been resolved, the ticketing system allows you to inform the customer about. A detailed description of the problem and its solution can be sent to the customer.

8. As you endeavour to provide support and assistance to clients, what features are important in your interactions with clients? (80–100 words)

Assessor judgement required. At least three items must be within the response. Sample answer below:
Keep the client informed - keeping the client informed of the progress of their support issues or problems.

Good communication - Throughout the support phase, a support agent needs to fully understand the client’s needs or problems, and this involves using good questioning skills and active listening skills.
Ethical considerations - There are many times when clients make requests which they perceive as simple, but which are not easily carried out by IT technicians due to excessive costs or require a breach of organisational guidelines. In these cases the service agent needs to be able to explain to the client why it is not possible to carry out their requests and be able to suggest alternative actions.
9. Explain why it is important the organisation’s client service ticketing system is used and filled in correctly and consistently. (80–100 words)
Assessor judgment may be required. At least the monitoring ot he case and the use of data is identifying ongoing common problems must be included in the response. Sample answer below:

The client service ticketing system helps to track and sort client requests with the help of a unique number. This can then not only be used to allocate tasks to employees with specialised skills and monitor the progress and resolution of that client’s problems but also be used by the business to classify problems by user, computer program, or similar categories by using the case ticket.
Learning Quiz:

The candidate must submit the results sheet of the on-line quiz with at least an 80% success rate.

Starting on IT Support roster:

· In Task A there are several sub-tasks that you need to investigate, set priorities on and complete before the client’s service could be finished. These sub-tasks include:
· Prepare a list of questions that you could use when calling the client to refine your understanding of the problem.

· Document the possible course of action in the ticketing system. You will need to investigate this with the vendor’s company’s website or other online sites that may be involved in solving IT issues.
· Email the customer outlining the outcomes of your investigation and your understanding of the issue. (Simply type up the email as you would send – you do not need to send it).
· Provide the client with some Internet based resources on using Outlook that they may use to build their own skills.

· All communications need to reflect the professional standards expect of a client focused organisation. 
· Seek feedback from the client.

Assessor judgement is to be used. Sample answers where possible are below:
List of questions:

1.
How would you describe the problem you are having? 

2.
When did the problem begin? 

3.
Has the problem occurred before? 

4.
What was running when the problem occurred? 

5.
Does a similar problem occur in any other application/s? 

6.
How long had the system been running when the problem occurred?

Human Resource (HR) Section request:
· Task B
The candidate must respond in a draft email that details the following:

Outcomes of their research into what computer specifications are required to operate the 365 Office suite of software.

A Software Upgrade form needs to be completed.
· Task C

Assessor judgement required. The candidate’s response must include:

Meeting agenda that details the need to establish the procedure for technical support that includes the time, location and degree of assistance to ensure successful implementation of the upgraded software.

Training required for staff members.

Final agreement on:

· Asking for the approval to upgrade the system to Outlook 365 - costs, time and training for the organisation

· Needs of technical support from the HR team manager

· Ways of providing technical support, i.e. individual, on the floor, classroom or video sessions etc

· Establish the level of support that will be given to team

· Time and availability for the assistance/training

· Identify the documentation that will be given to the client.

Completed meeting scenario’s Agenda and Minutes templates of this meeting.

List of instructions on how to schedule meetings and manage contacts in Office 365.

· Task D
Assessor judgement required. The candidate’s response must include:
Part 1 – Survey

A survey constructed that has three appropriate questions in each of these topics:
· Overall experience with TATA technical services (using services again, recommendation etc.)

· Performance, services and knowledge

· Quality (include damage, completion of documents, timeliness)

· Speed and dependability (timeliness of training, upgrade etc.)

Draft email to client explaining the survey, its purpose, how to complete it and expressing thanks for their involvement. 
2.4
Evidence of competency

Evidence is information gathered that provides proof of competency. While evidence must be sufficient, trainers and assessors must focus on the quality of evidence rather than the quantity of evidence.

Rules of evidence

There are four rules of evidence that guide the collection of evidence. Evidence must be:

· valid – it must cover the performance evidence and knowledge evidence
· sufficient – it must be enough to satisfy the competency

· current – skills and knowledge must be up to date

· authentic – it must be the learner’s own work and supporting documents must be genuine.

Principles of assessment

High quality assessments must be:

· fair – assessments are not discriminatory and do not disadvantage the candidate

· flexible – assessments meet the candidate’ s needs and include an appropriate range of assessment methods

· valid – assessments assess the unit/s of competency performance evidence and knowledge evidence
· reliable – there is a common interpretation of the assessments.

Types of evidence

Types of evidence that can be collected, sighted or validated include:

· work records such as position descriptions, performance reviews, products developed and processes followed and/or implemented

· third-party reports from customers, managers and/or supervisors

· training records and other recognised qualifications

· skills and knowledge assessments

· volunteer work.

Gathering evidence

Evidence can be gathered through:

· real work/real-time activities through observation and third-party reports

· structured activities.

Evidence can also be gathered through:

· formative assessments: where assessment is progressive throughout the learning process and validated along the way by the trainer – also known as assessment for learning

· summative assessment: where assessment is an exercise or simulation at the end of the learning process – also known as assessment of learning.

Evaluating evidence

The following steps may help you evaluate evidence.

	Step 1: Evidence is gathered.
	
	
	
	


	Step 2: Rules of evidence are applied – evidence is valid, sufficient, current and authentic.
	
	
	


	Step 3: Evidence meets the full requirements of the unit/s of competency.
	
	


	Step 4: The assessment process is valid, reliable, fair and flexible.
	


	Step 5: The trainer or assessor makes a straightforward and informed judgment about the candidate and completes assessment records.


2.5
Assessment records

Learners must provide evidence of how they have complied with the performance and knowledge evidence requirements outlined in the unit of competency. These requirements should be assessed in the workplace or in a simulated workplace; assessment conditions are specified in each unit of competency.

You can use the following assessment forms to record the learner’s evidence of competency: 
· The Assessment Instructions Checklist helps the trainer/assessor provide clear instructions to the candidate as to which assessment activities to complete.

· The Pre-Assessment Checklist helps the trainer determine if the learner is ready for assessment.

· The Self-Assessment Record allows the learner to assess their own abilities against the requirements of the unit of competency.

· The Performance Evidence Checklist facilitates the observation process; it allows trainers to identify skill gaps and provide useful feedback to learners.

· The Knowledge Evidence Checklist can be used to record the learner’s understanding of the knowledge evidence; it allows trainers to identify knowledge gaps and to provide useful feedback to learners.

· The Portfolio of Evidence Checklist helps the trainer annotate or detail aspects of the learner’s portfolio of evidence.

· The Workplace Assessment Checklist can be used by the learner’s supervisor to show workplace-based evidence of competence.
· The Observation Checklist/Third Party Report records the candidate’s performance in the workplace.

· The Record of Assessment form is used to summarise the outcomes of the assessment process in this unit.

· The Request for Qualification Issue is used by the assessor to inform the RTO authorities that the process for issuing a Statement of Attainment or Qualification may commence. 

Assessment instructions – ICTSAS305
	Candidate’ s name:       
Unit of competency:  ICTSAS305 Provide ICT advice to clients
Trainer/assessor:       
Date:       

	The candidate must complete the following assessment activities, provided by the trainer/assessor:

	
	Y/N
	Whole activity/ specific questions

	Candidate Self-assessment
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Portfolio
	
	     

	Workplace Assessment 
	
	     

	Workplace Assessment (video)
	
	     

	Competency Conversation (using RPL)
	
	     

	Workplace Observation
	
	     

	Third Party Report
	
	     

	Other assessment activities as detailed below:
	
	

	     
	
	     

	     
	
	     

	     
	
	

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Pre-assessment checklist – ICTSAS305
	Candidate’ s name:            
Unit of competency:  ICTSAS305 Provide ICT advice to clients
Trainer/assessor:           

Date:           

	Checklist

	Talked to the candidate about the purpose of the assessment
	 Yes 
 No     

	Explained the unit of competency
	 Yes 
 No     

	Discussed the various methods of assessment
	 Yes 
 No     

	In consultation with trainer/assessor, the following assessment methods will be used:

	   Question/answer
	   Observation/Demonstration
	   Log, Journal, Diary

	   Case study
	   Portfolio, work samples
	   Third Party Reports

	   Reports
	
	

	Assessment environment and process

When will assessment occur?       
Where will assessment occur?       
Special needs (if any)       
How many workplace visits are required (if appropriate)?       
What resources are required?      

	Information has been provided on the following:

	   Confidentiality procedures
	   Re-assessment policy
	   Appeals process

	   Regulatory information
	   Authenticity of candidate’ s work

	Discussed self-assessment process
	 Yes 
 No     

	Summarised information and allowed candidate to ask questions
	 Yes 
 No     

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Self-assessment record – ICTSAS305
	Candidate’ s name:       
	Part D

	Unit of competency:  ICTSAS305 Provide ICT advice to clients
Trainer/assessor:      
Date:      

	Tasks
	I do the workplace task…
	Candidate’s comments

	
	…very well
I’m sure I can do the task
	…quite well
I think I can do the task
	…no, or not well
I don’t (or can’t) do the task
	

	I can check for new problems logged by client.
	
	
	
	     

	I can check previous logs for similar problems or requests from client.
	
	
	
	     

	I can investigate and document support issues affecting client.
	
	
	
	     

	I can notify client of the results of investigation and provide advice and support on findings.
	
	
	
	     

	I can obtain client feedback and make changes.
	
	
	
	     

	I can confirm software, hardware or network requirements with client.
	
	
	
	     

	I can investigate and document a solution.
	
	
	
	     

	I can document additional requirements identified in the investigation and refer them to the client.
	
	
	
	     

	I can obtain approval from client to implement the solution.
	
	
	
	     

	I can investigate and document amount of technical support client may require.
	
	
	
	     

	I can discuss and agree level of technical support identified with client.
	
	
	
	     

	I can arrange time with client when support will take place.
	
	
	
	     

	I can provide technical support as part of group or one-to-one instruction to the client.
	
	
	
	     

	I can provide manuals and help documentation to client.
	
	
	
	     

	I can create an appropriate evaluation or feedback form or other mechanism to gather feedback about solution and support provided.
	
	
	
	     

	I can provide client with instructions on how to complete form or use other means of providing feedback.
	
	
	
	     

	I can distribute evaluation or feedback to client.
	
	
	
	     

	I can review feedback from client to identify areas for improvement.
	
	
	
	     

	Candidate signature:
	     
	Date:
	     


Performance evidence checklist – ICTSAS305 
	Candidate’s name:            

Unit of competency:  ICTSAS305 Provide ICT advice to clients
Trainer/assessor:           

Date:           

	Did the candidate demonstrate the following performance evidence at least once?
	Yes
	No
	N/A

	· Investigate client support requests and provide a documented solution after consultation with client.
	
	
	

	· Convey comprehensive technical information to clients in a clear, concise, jargon-free and coherent manner.
	
	
	

	· Use technical manuals and ‘help’ documentation.
	
	
	

	In the assessment/s of the candidate’s performance evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Knowledge evidence checklist – ICTSAS305 
	Candidate’s name:            

Unit of competency:  ICTSAS305 Provide ICT advice to clients
Trainer/assessor:           

Date:           

	Did the candidate show their knowledge of the following?
	Yes
	No
	N/A

	· Identify and describe the available in-house and vendor support.
	
	
	

	· Explain contract and service agreements with vendors.
	
	
	

	· Identify features of different types of hardware supported by the organisation.
	
	
	

	· Identify sources of information relevant to the provision of services and support.
	
	
	

	· Identify operating system:
	
	
	

	· Functions and basic features
	
	
	

	· Supported by the organisation
	
	
	

	· Identify and describe security and network guidelines and procedures.
	
	
	

	· Identify the advanced features of software, including the functions and support provided by the organisation.
	
	
	

	· Identify and describe the available in-house and vendor support.
	
	
	

	· Explain contract and service agreements with vendors.
	
	
	

	· Identify features of different types of hardware supported by the organisation.
	
	
	

	In the assessment/s of the candidate’s knowledge evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Portfolio of evidence checklist – ICTSAS305 
	Candidate’s name:       
	Part E

	Unit of competency:  ICTSAS305 Provide ICT advice to clients
Trainer/assessor:                

Date:                

	Description of evidence to 
include in portfolio
	Assessor’ s comments
	Tick* 

	
	
	V
	S
	C
	A

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


* V = Valid; S = Sufficient: C = Current; A = Authentic
Workplace assessment checklist – ICTSAS305 
	Candidate’s name:       
	Part F

	Unit of competency:  ICTSAS305 Provide ICT advice to clients
Trainer/assessor:                

Date:                

	Name of organisation:        
Address:       
Telephone:       
Email:        
Workplace supervisor:       

	Performance evidence 

Candidate demonstrates the ability to:
	Evidence provided/observation comments

	
	Investigate client support requests and provide a documented solution after consultation with client.
	     

	
	Convey comprehensive technical information to clients in a clear, concise, jargon-free and coherent manner.
	     

	
	Use technical manuals and ‘help’ documentation.
	     

	
	Note: If a specific volume or frequency is not stated, then evidence must be provided at least once.
	     

	Knowledge evidence
Candidate knows and understands:
	

	
	Identify and describe the available in-house and vendor support.
	     

	
	Explain contract and service agreements with vendors.
	     

	
	Identify features of different types of hardware supported by the organisation.
	     

	
	Identify sources of information relevant to the provision of services and support.
	     

	
	Identify operating system:
	     

	
	· Functions and basic features
	     

	
	· Supported by the organisation
	     

	
	Identify and describe security and network guidelines and procedures.
	     

	
	Identify the advanced features of software, including the functions and support provided by the organisation.
	     

	Workplace supervisor’ s signature:
	     
	Date:
	     


	TEIA Ltd

	Observation Checklist/Third Party Report

	This is a confidential report. It is for the perusal of the supervisor, the candidate and the assessor. (Part G)

	Name of candidate:
	     

	Units of competency:
	 ICTSAS305 Provide ICT advice to clients


As part of the assessment for the units of competency above we are seeking evidence to support a judgement about the above candidate’s competence. This report may be completed as either an Assessor Observation Checklist or a Third Party Report where the candidate has access to a suitable work environment. Multiple reports may be completed where a single person is unable to verify all elements.

Note that assessors may also use this document to record and confirm competency in routine tasks associated with a learning program over an extended period, i.e. accumulated evidence.


	This report is being completed as:
	   Assessor Observation

    Third Party Report

	Name of Supervisor:
	     

	Position of Supervisor:
	     

	Workplace:
	     

	Address:
	     

	Telephone:
	     

	Email:
	     

	Has the purpose of the candidate's assessment been explained to you?
	  Yes         No

	Are you aware that the candidate will see a copy of this form?
	  Yes         No

	Are you willing to be contacted should further verification of this statement be required?
	  Yes         No

	What is your relationship to the candidate?
	     

	How long have you worked with the person being assessed?
	     

	How closely do you work with the candidate in the area being assessed?
	     


	What is your experience and/or qualification(s) in the area being assessed? (Include teaching qualifications if relevant.)
	     



	Does the candidate consistently perform the following workplace activities?
	Yes
	No

	Does the candidate investigate client support requests and provide a documented solution after consultation with client
	
	

	Does the candidate convey comprehensive technical information to clients in a clear, concise, jargon-free and coherent manner
	
	

	Does the candidate make use of technical manuals and ‘help’ documentation?
	
	

	Note: If a specific volume or frequency is not stated, then evidence must be provided at least once.
	
	

	Task 1
· 
	
	

	Comment (if relevant):
     

	Task 2
· 
	
	

	Comment (if relevant):
     

	Does the candidate:
	Yes
	No

	· perform job tasks to industry standards?
	
	

	· manage job tasks effectively?
	
	

	· implement safe working practices?
	
	

	· solve problems on-the-job?
	
	

	· work well with others?
	
	

	· adapt to new tasks?
	
	

	· cope with unusual or non-routine situations?
	
	

	·      
	
	

	Overall, do you believe the candidate performs to the standard required by the units of competency on a consistent basis?
	    No  Yes        

	Identify any further training in this area that the candidate may require:

	     

	Comments:

	     

	Supervisor’s Signature: 
	Date:      


	Record of Assessment 

 ICTSAS305 Provide ICT advice to clients

	Name of candidate
	     

	Name of assessor
	     

	Use the checklist below as a basis for judging whether the candidate’s document and supporting evidence meets the required competency standard.

	
	Yes       No

	1. Review client support issues
	      

	1.1 
Check for new problems logged by client.
1.2 
Check previous logs for similar problems or requests from client.
1.3 
Investigate and document support issues affecting client.
1.4        Notify client of the results of investigation and provide advice and support on findings.
1.5       Obtain client feedback and make changes.
	

	
	

	2. Provide advice on software, hardware or network
	      

	2.1 
 Confirm software, hardware or network requirements with client.
2.2 
Investigate and document a solution.
2.3 
Document additional requirements identified in the investigation and refer them to the client.
2.4       Obtain approval from client to implement the solution.
2.5       Investigate and document amount of technical support client may require.
2.6       Discuss and agree level of technical support identified with client.
2.7       Arrange time with client when support will take place.
2.8       Provide technical support as part of group or one-to-one instruction to the client.
2.9       Provide manuals and help documentation to client.
	

	
	

	
	

	3. Obtain client feedback
	      

	3.1 
Create an appropriate evaluation or feedback form or other mechanism to gather feedback about solution and support provided.
3.2 
Provide client with instructions on how to complete form or use other means of providing feedback.
3.3 
Distribute evaluation or feedback to client.
3.4      Review feedback from client to identify areas for improvement.
	

	Does the candidate meet all the unit of competency’s requirements?

	
	Yes
	No

	· Critical evidence requirements met
	       

	· Underpinning knowledge and understanding demonstrated
	       

	· Key competencies / Employability skills demonstrated at appropriate level
	       

	· Sufficiency of evidence
	       

	


	Evidence provided for this unit of competency is…
	Valid
	Authentic
	Current

	
	
	
	


	Candidate is:

	Competent  
	
	Not competent currently       
	

	Withdrawn after participation
	
	Withdrawn without participation  
	

	Not seeking assessment  
	
	
	

	Signed by the assessor:                                                                          Date:       


	Feedback to candidate

       


Request for Qualification Issue

As the assessor this course working with this learner, my records indicate the following Statements of Attainment/Qualification should be issued as detailed below:
	Student’s Name:
	 

	Organisation:
	 


Qualification/Statements of Attainment Details

	Statement/s of Attainment
Units of Competency to be issued  

	  
Tick if SOA required
	Full Qualification

ICT30120 Certificate III in Information Technology

	
Tick if Qualification required

	
	BSBCRT311
Apply critical thinking skills in a team environment*
	
	BSBCRT311
Apply critical thinking skills in a team environment*

	
	BSBXCS303      Securely manage personally identifiable information and workplace information*
	
	BSBXCS303      Securely manage personally identifiable information and workplace information*

	
	BSBXTW301     Work in a team*
	
	BSBXTW301     Work in a team*

	
	ICTICT313         Identify IP, ethics and privacy policies in ICT environments*
	
	ICTICT313         Identify IP, ethics and privacy policies in ICT environments*

	
	ICTPRG302      Apply introductory programming techniques*
	
	ICTPRG302      Apply introductory programming techniques*

	
	ICTSAS305       Provide ICT advice to clients*
	
	ICTSAS305       Provide ICT advice to clients*

	
	ICPDMT3210      Capture a digital image
	
	ICPDMT3210      Capture a digital image

	
	ICTWEB304       Build simple web pages
	
	ICTWEB304       Build simple web pages

	
	ICTWEB305       Produce digital images for web
	
	ICTWEB305       Produce digital images for web

	
	ICTWEB306       Web presence social media
	
	ICTWEB306       Web presence social media

	
	ICTSAS308
Run standard diagnostic tests
	
	ICTSAS308
Run standard diagnostic tests

	
	ICTSAS309
Maintain and repair ICT equipment and software
	
	ICTSAS309
Maintain and repair ICT equipment and software

	
	BSBTEC101      Operate a digital device
	
	BSBTEC101      Operate a digital device

	
	BSBTEC203   
Research using internet
	
	BSBTEC203   
Research using internet


Qualification requirements:  6 core units (asterisk) and 6 elective units
Assessor’s Review 

	As the assessor I have…
	Yes
	No

	Checked that all units of competency listed have been judged Competent.

	
	

	Checked other Training Package requirements have been addressed (e.g. foundation skills, essential elements, etc.)

	
	

	Confirmed Literacy and Numeracy requirements as per qualification have been achieved.
	
	

	Comments:
     


	Assessor’s Name:
	

	Assessor’s Email:
	     
	Assessor’s Telephone:
	     

	Authorised by School/Institution Representative:
	

	Date:
	

	Processed at RTO by:
	     

	Date:
	     


Note:  The issuing of the qualification incurs a fee.  This may change so contact TEIA for the most current arrangement. An invoice will accompany the printed documents and be returned by post to either the candidate or the funding organisation.

Glossary

This glossary explains common terminology used in the VET sector and in this trainer’s and assessor’s guide.

Access and equity: Applying access and equity principles to training and assessment means meeting the individual needs of learners without discriminating in terms of age, gender, ethnicity, disability, sexuality, language, literacy and numeracy level, etc.

Assessment: Assessment means collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms the learner can perform to the expected workplace standard, as outlined in the units of competency.

Assessment mapping: Assessment mapping ensures assessments meet the requirements of the unit/s of competency through a process of cross-referencing.

Assessment records: Assessment records are the documentation used to record the learner’s evidence of competency.

Assessment tools: Assessment tools are the instruments and procedures used to gather, interpret and evaluate evidence.

AQTF: The AQTF is the Australian Quality Training Framework. It was superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011. 
AQTF standards: The AQTF standards are national standards designed to ensure high-quality training and assessment outcomes. They were superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011.

ASQA: ASQA is the Australian Skills Quality Authority, the national regulator for Australia’s vocational education and training sector. ASQA regulates courses and training providers to ensure nationally approved quality standards are met.

Authentic/authenticity: Authenticity is one of the rules of evidence. It means the learner’s work and supporting documents must be genuinely their own.

Competency: Competency relates to the learner’s ability to meet the requirements of the unit/s of competency in terms of skills and knowledge.

Current/currency: Currency is one of the rules of evidence. It means ensuring the learner’s skills and knowledge are up to date.

Delivery plans: Delivery plans are lesson plans that guide the process of instruction for trainers.

Dimensions of competency: The dimensions of competency relate to all aspects of work performance. There are four dimensions of competency: task skills, task management skills, contingency management skills and job/role environment skills.

Fair/fairness: Fairness is one of the principles of assessment. It means assessments must not be discriminatory and must not disadvantage the candidate.

Flexible/flexibility: Flexibility is one of the principles of assessment. It means assessments must meet the candidate’s needs and include an appropriate range of assessment methods.

Knowledge evidence: Knowledge evidence is specified in the unit of competency. It identifies what a person needs to know to perform the work in an informed way.

Performance evidence: Performance evidence is specified in the unit of competency. It describes how the knowledge evidence is applied in the workplace.

Principles of assessment: Principles of assessment ensure quality outcomes. There are four principles of assessment – fair, flexible, valid and reliable.

Recognition: Recognition is an assessment process where learners match their previous training, work or life experience with the performance and knowledge evidence outlined in the units of competency relevant for a qualification.

Reliable/reliability: Reliability is one of the principles of assessment. It means that assessment must have a common interpretation.

Rules of evidence: Rules of evidence guide the collection of evidence. There are four rules of evidence – it must be valid, sufficient, current and authentic.

Skill sets: Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement or defined industry need. They build on a relevant qualification.

Standards for NVR Registered Training Organisations 2011: The Standards for NVR Registered Training Organisations superseded the AQTF in some jurisdictions in July 2011. They are designed to ensure nationally consistent, high-quality training and assessment services for the clients of Australia’ s vocational education and training (VET) system.

Sufficient/sufficiency: Sufficiency is one of the rules of evidence. Sufficiency of evidence means there is enough to satisfy the unit/s of competency.

Training and assessment strategy: A training and assessment strategy must be developed by training organisations for all their training programs. It is a framework that guides the learning requirements.

Valid: The term valid relates to the rules of evidence and principles of assessment. It means meeting the unit/s of competency’s performance and knowledge evidence requirements.

Validation of assessment: Validation of assessment means a range of assessors must review, compare and evaluate assessments and assessment processes on a regular basis to ensure they meet the unit/s of competency assessed. The evaluation process must be documented and form part of the RTO’s continuous improvement process.

VET Quality Framework: The VET Quality Framework superseded the AQTF in some jurisdictions in July 2011. It is aimed at achieving greater national consistency in the way providers are registered and monitored and in how standards in the VET sector are enforced.
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