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PASSING Unit Resources and User Guide

LANE
INTRODUCTION

Passing Lane Pty Ltd is pleased to introduce your school/institution to our vocational education and training unit
resource packages.

This document outlines the licensing terms and conditions of the unit resource packages.
It also provides basic information on how to use the materials.

At the end of this document there is a list of what unit resources are available from Passing Lane Pty Ltd in the
following qualification:

ICT20115— Cert. 1l in Information, Digital Media and Technology

Should you have any further questions or require any additional information do not hesitate to contact Passing
Lane.

Passing Lane Pty Ltd
PO Box 975
COWES VICTORIA 3922
Telephone 1 300 64 98 63
Email info@passinglane.com.ai

Web www.passinglane.com.au
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INTRODUCTION-CONT’D

The Student/Trainee and the Teacher/Trainer manuals are developed to provide training content that addresses the
specific ‘Unit of Competency’ as outlined on the following pages.

This unit manuals can be packaged with various manuals addressing other ‘Units of Competency’ in order to meet the
’Packaging Rules’ of a particular Australian Training Package Qualification.

This resource has been designed to be delivered in a form that is conducive to the learning environment including:

#* Online delivery

% Classroom delivery

#* On the job training
The documents are designed in a ‘landscape’ format in order to make reading on a computer screen easier as well as
reduces the need to scroll down pages. Documents can be easily printed if the learning environment requires the student
or trainee to have hard copies of the learning materials.

The Student/Trainee and the Teacher/Trainer manuals are Portable Document Files (PDF) and are opened using Adobe

Reader.
ﬁ
Adobeg PDF
J

®

ADOBE"READER

The latest Acrobat Reader software is available at no charge from the website http://get.adobe.com/reader/
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INTRODUCTION—CONT’D
The Student/Trainee and the Teacher/Trainer manuals can be used on both PC and MAC platforms.
Generally, the materials are easily exported to most learning platforms.

The materials can also be printed and bound and handed out as hardcopies to each student or trainee.

LANE

h

ICT - Information and C ications T logy
ICT20115

Cert. Il in Information, Digital Media and Technology

Unit
ICTICT209
Interact with ICT clients

Student/Trainee Manual
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PASSING N Unit Resources and User Guide
MATERIALS CONTENT

The title page of both the Student/Trainee and the Teacher/Trainer manuals specify 1) the training package it
has been developed for, 2) the qualifications which the content in each manual has been written for and

3) the specific unit the content is addressing.

ICT - Information and Communications Technology

ICT20115

Cert. Il in Information, Digital Media and Technology

Unit

ICTICT209 47
Interact with ICT clients

Student Trainee Manual
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MATERIALS CONTENT—CONT’D

The beginning of both manuals is the 1) ‘Unit of Competency Overview’ page, which aligns directly with the endorsed ‘Unit
of Competency’ in the training package.

This page is to let the readers know what the materials in the manuals are addressing.

PASSING ICTICT208 - Interact with ICT clients “
LANE
UNIT OF COMPETENCY OVERVIEW MTICTEN heoradt wih 0T choms D (his oot was gomeratod 2 | | cbwaary 2009
The following pages are extracts from Training.gov.au website and outlines this specific ‘Unit of Competency’
including the ‘Elements’ and the ‘Performance Criteria’. The content within this manual has been developed to
address this unit ICTICT209 Interact with ICT clients
ICTICT209 - INTERACT WITH ICT CLIENTS
Modification History
ELEMENT I PERFORMANCE CRITERIA
Release Comments
1.1 Provide support for ICT clients in a courteous and professional manner according to
organisational policy Release | This version first released with ICT Informstion and
Sedver Sunnortan IGT;cllears 1.2 Establish and confirm nature of client's ICT concems Using active listening and questioning c Teel 1 V. 10
1.3 Maintain client contact and provide progress information until the: problem is resolved ommunkatons Technobgy Traming Package Version
2.1 Conduct testing of industry specific technologies: L s .
2. Respond 1o ICT client complaints 2.2 Use features and functions of industry specific technologies within an organisational context E and Per Criteria
2.3 Demonstrate depth of knowledge of enabling technologies to an accepted industry standard
2.4 Access and use sources of information relating to the industry specific technologies ELEMENT PERFORMANCE CRITERIA
3 Eva’lqaze received ICT client 3.1 Analyse recent ICT register Elements describe the Performance criteria describe the performance needed to
compraints
P 3.2 Propose proaciive training to appropriate person vial de b of the element
FassngL tre e o tis extvact has been provicd for reference purposes only 1. Delver support 10 ICT | 11 Provade suppornt for 1CT chents in o courteou and
chems prokssinsl manmer acconding o orginastonal poky
1.2 Establsh and confirm matwre of chent's ICT concerns ung
active Istening and questoning
1.3 Mamtain chent contact and provide progress nformation
untll the problem & resohved
— 2 Respond 10 ICT chent |21 Respond 10 ICT chent's concerns and ssues, demonstrating
complunts a postive, sersitive and helpfil atttude

2.2 Escalute and refer chent concerms 1o support penson if
required, explaning the mature of msues mmvolved
2.3 Resobve ICT chent complunt usng recommendations fom

the support person
2.4 Document and record ICT chent concemns and solutions.
ding 1o 1

3. Bvahmte received ICT 3.1 Analyse recent ICT regster
chent complaints .

3.2 Proposc proactive tramng 1o appropnaic person
T =
© Communesth of Audrabe. 3019 L g —

Copyright

2019




Unit Resources and User Guide

MATERIALS CONTENT—CONT’D

The manuals contain detailed information aligned specifically to the ‘Unit of Competency’ and the unit’s ‘Elements’ and
‘Performance Criteria’.

The 1) Table of Contents for both manuals show that each section title is the 2) ‘Unit of Competency’ ‘Element’.

TABLE OF CONTENTS Pl

Introduction Page 5
Unit of Competency Overview Page 8

support to ICT clients Page 9
Se

ction Two
Respond to ICT client complaints Page 23 2

Section Three
Evaluate received ICT client complaints ~ Page 45

Self Assessment Page 52

rcnicrzna-eracvwin c7 ciens ([ RN

Section One e T a—

ICTICT209 Interact with ICT clients

Deliver Support to ICT Clients it Moy

\ Release Comments
Release | This verson fist rekeased with ICT Informetion and
Communxatons Technobgy Traming Package Version 1.0

Elements and Performance Criteria

ELEMENT PERFORMANCE CRITERIA

Elements describe the Performance criteria describe the performance needed to
‘ essential outcomes demonstrate achievement of the element

1. Delver support 10 ICT | 11 Provade support for ICT clients in o couteous and

chenes ke | manner ding 10 | pokey

1.2 Establsh and confirm nature of client’s ICT concerns L —
actve Istening and questoning

1.3 Mamtain chent contact and pro

untll the problem & reso
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MATERIALS CONTENT—CONT’D

In each section 1) the content is broken down into sub-sections and the titles for each sub-section is the same as the
2) ‘Element’s’ ‘Performance Criteria’.

BT ICTW hearat with ICT chomts Dhwte this documment wae grmeratod 2 | § chwasry 2009

1CTICT200 - necact with ICT clients “
Section One ICTICT209 Interact with ICT clients

Deliver Support to ICT Clients Modification History

Relbease Comements
\ Release | This version finst rekeased with ICT Informetion and
1 Commnxatons Technology Traming Package Version 1.0

Elements and Performance Criteria
ELEMENT PERFORMANCE CRITERIA

Elements describe the Performance criteria describe the performance needed to
ICTICT208 - Interact with ICT clients “ \ essential outcomes demonstrate achievement of the element

PROVIDE SUPPORT FOR ICT CLIENTS IN A COURTEOUS AND PROFESSIONAL elver - Pros " T chents oty and
MANNER AGGORDING TO ORGANISATIONAL POLIGY 1L upport o ICT |1 'L *. upport for IC I . nae ’:. .
chents anner o
First we need to define who would be considered an ICT client. . - il posy
g3 T -
3 The definition of an ICT client depends on your job role. If you work in an OWRgsation as an 1.2 Establssh and confirn mature of clent’s ICT concerns
Ic'l' cl ients intemal IT support person, then your ICT clients would cansist of the staff in t janisation active Bening and questoning

which are users of ICT technology.

If you work with a software or hardware vendor, then your ICT clients are organisations.
people who have purchased and installed your Software o hardware.

If you work in an organisation that provides technical support, repairs and technology
maintenance, then your ICT clients are those people or businesses that have engaged your
services.

Where your clients are internal or external, all your clients need to have you interact with them
ina courteous and professional manner.

In this Unit the main focus is on the interaction with clients that have problems, issues and/or
complaints. Because of that, the client's demeanour is not initially going to be a positive one. So
the start of the interaction needs to clearly show that you are there to assist them with any type
of support that is possible in order to resolve their problem, issue and/or complaint.

The organisation you work for, including its policies and procedures, needs to effectively
demonstrate its desire to offer the highest levels of quality service and client satisfaction even
those internal to the organisation.

This would require you, as a support staff person, to impart to the client (internal and external)
thatif any problems or complaints should arise, they should be brought to your attention
immediately for resolution. Problems can only be Solved and later prevented, if you and the
organisation you work for knows about them

Therefore, the initial response to a problem, issue and/or complaint is very important. It is
essential that you demonstrate to the client that you are willing and ready to address their
m problem, issues and/or complaint immediately and that you desire their satisfaction.

The manual’s information is supported with graphics, charts, tables, photos and drawings.
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MATERIALS CONTENT-CONT’D

As earlier mentioned, the materials are vocational education and training unit resources in the form of Student/Trainee and
the Teacher/Trainer manuals.

We will go through each in more detail.
STUDENT/TRAINEE MANUAL
The ‘Student/Trainee Manual’ could be likened to a textbook.

The manuals contain detailed information aligned specifically the ‘Unit of Competency’ and the unit’s ‘Elements’ and
‘Performance Criteria’ and are supported with graphics, charts, tables, photos and drawings.

The manuals contain a series of ‘Learning Activities’.

Each learning activity is identified with the following icon.

nnnnnn
/ Actlw!y
Task

-
Learnlng LEARNING ACTIVITY NINE

Below are pictures of different types of cables. Tell us what each cable

L AN

Activity

Copyright
2019



Unit Resources and User Guide

MATERIALS CONTENT-CONT’D

Learning activities come in the following forms.
* Questions
% Research
% Tasks
% Interviews
Questions
Questions would relate to the information presented on previous pages.

Research

This type of learning activity would require the student or trainee to locate information by using research methods. The
information they would be required to locate would be in line and/or support the information that the manual had outlined in

previous pages.
Learning
Activity

Tasks Research

This learning activity type would require the student/trainee to actually do or undertake something and would be reinforcing
the knowledge they have gained from reading the manual’s previous pages.

Interviews

This learning activity type would require the student/trainee to interview person(s) in an actual workplace environment or a
person(s) who are experienced in the industry sector which the student/trainee is currently undergoing training.

The student/trainee is made aware of the type of learning activity by noting the learning activity type displayed under the
learning activity icon.

Copyright
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MATERIALS CONTENT—CONTID

The learning activities in the Student/Trainee manuals are ‘Form Enabled’ so that if the resources delivered are online, the
activities can be filled in using the computer keyboard.

The student or trainee would simply place the cursor in the field and click once with the mouse.

Seconds later the blue colour disappears and the student enters his/her answers into the field .

Task
LEARNING ACTIVITY NINE

Below are pictures of different types of cabl

les. Tell us what each cable is used for.
/ N \
€4 L/ 4 ;D ‘
1 3 4 5

i
2
s 1 External hard drive plug and cable

3 4

5

When the student or trainee leaves the filled in field to move on to the next field, the previous field returns to a blue colour.

IT IS VERY IMPORTANT THAT THE MANUAL IS SAVED REGULARLY.

It is recommended that the student or trainee set up a ‘Student/Trainee’ folder on their computer and saves their manuals
to that folder.

The ‘first’ SAVE will have the software will ask if you wish to replace the file and the student/trainee would click YES.
Saving does not prevent the student or trainee from going back to previous fields to make changes.

After the firstt SAVE, the student or trainee would need to use the ‘SAVE AS’ function.



Unit Resources and User Guide

MATERIALS CONTENT—CONT’D
Self Assessment
At the end of each manual is a series of questions that the student or trainee should review and answer.

This self assessment is to ensure in the student’s or trainee’s mind that they have reviewed and understood
the information that was presented in the manual.

If they are unsure of their understanding in any of the topics reviewed, they are encouraged to go back and
review the information again and/or seek the assistance of their teacher or trainer.

TEACHER/TRAINER MANUAL
The Teacher/Trainer manuals have exactly the same content as the Student/Trainee manuals.
The only differences are the explanatory introduction pages and after each learning activity there are ‘Teacher/

Trainer Guidance Notes’. These provide the answers to the ‘Learning Activities’ as well as some notes on how
to assess the student/trainee’s submission to each learning activity.

Task
LEARNING ACTIVITY NINE

Below are pictures of different types of cables. Tell us what each cable is used for.

A g LN

\ TEACHER / TRAINER GUIDANCE NOTES
cable

1—E al
A

nitors and digital projectors
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LANE
LICENCE OVERVIEW

The Passing Lane licence agreement frees the school, TAFE, and other training organisations of the burden of copyright
restrictions.

Under the Passing Lane licence agreement the materials may be ‘loaded’ on to secure school/institution
networks, secure web servers, learning platforms and/or teacher notebook computers and have ‘no restrictions
as to the number of students’ accessing and using the materials.

Also, there is ‘no restriction’ to the licenced school/institution as to how many ‘printed copies’ can be made of the
materials.

DVD or CD copies of the materials may not be done under any circumstances.

All materials purchased are registered in the name of the institution purchasing the materials.

The materials are not transferable without written consent by Passing Lane.

All materials have a three year expiry date from date of purchase after which this licence will expire.

All licences are renewable for a fee or automatically renewed for a full licence period when an available upgrade
is purchased.
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LICENCE OVERVIEW—CONT’D

Passing Lane will send out a notice to the school/institution informing them of the pending expiry of the licence
and the cost of renewing the licence.

Should the school/institution not renew the licence, the materials must not be used and all materials removed
from websites, networks and learning platforms.

All Passing Lane materials are protected under the Australian “Copyright Act of 1968” (including any amendments and
subsequent amendments).

The use of Passing Lane materials without a valid licence breaches the copyright laws and Passing Lane retains
the right to seek any compensation available under the copyright law.

Should your school or institution have any further questions or require any additional information about the
licensing arrangements do not hesitate to contact Passing Lane.

Passing Lane Pty Ltd
PO Box 975
COWES VICTORIA 3922
Telephone 1 300 64 98 63

Email info@passinglane.com.ai
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LANE
MATERIAL MODIFICATIONS

The Passing Lane licence agreement allows the Passing Lane materials to be modified or contextualised to suit the
teaching/training environment.

This includes adding or deleting written content, adding school or institution’s logos and adding your own pictures or
graphics.

Graphics, pictures or illustrations in the original materials can be removed ,but not used elsewhere or modified.

The PDFs can be converted to WORD files using PDF conversion tools that are readily available on the market.
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LANE
UPDATES AND UPGRADES

On occasions the training packages will be updated and if the updates are minor, Passing Lane updates the materials and
the updated materials are provided free to those holding a current user licence.

If the training package changes are substantial, Passing Lane will update the materials.

However, there would be a small upgrading fee charged to those schools or institutions wanting to upgrade their
materials.
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