
Task Planning Sheet

Task 7 – Providing service to IT clients
The Task Planning Sheet is designed to provide you with a clear list of the activities you will need to undertake to complete your assigned tasks. It is suggested that you complete the activities in the order they are listed.  You must submit your completed ‘Task Planning Sheet’ to verify completion of the competencies that form a part of this task. 

By submitting your completed sheet, you are confirming that you have undertaken all activities associated with the task.

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.
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