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Assessment instructions
Table 1 Assessment instructions
	Assessment details
	Instructions

	Instructions for the teacher and assessor
	This is a clustered skill based assessment and will be assessing the student on their ability to demonstrate skills required in the following units:  
· ICTSAS410 Identify and resolve client ICT problems
· ICTSAS415 Optimise ICT system performance
· ICTSAS419 Support system software
This assessment is in eight parts:
1. Practical—examine logged requests and refer to known problems
2. Role play—discussion with the technical support team
3. Practical—record resolution details for problem
4. Practical—document advice and support provided by the third party
5. Practical—complete maintenance in line with organisational guidelines
6. Practical—obtain approval for a solution
7. Practical—record solution in known problems database
8. Practical—store/dispose of IT assets/components 
The assessment also contains:
9. An Observation Checklist
10. Assessment Feedback
Model answers, sample responses or a criteria for each task or activity is provided below. Use these to support your judgement when determining a satisfactory result.
The student’s response to each question must contain the information indicated in this marking guide in order for their response to be correct. However, if a student provides information other than indicated below, the assessor may ask the student to clarify or resubmit their response if it does not reflect the evidence required by the unit of competency (refer to mapping if needed to confirm sufficiency of response).
Complete the Observation Checklist for each task and activity and the Assessment Feedback to the student. Ensure you have taken a copy of the assessment prior to it being returned to the student.


	
	The Assessment Feedback page must be signed by both the student and the assessor so the student displays that they have received, understood and accepted the feedback.
Ensure the students name appears on the bottom of each page of the answer booklets.

	About this marking guide
	The student’s response to each task or activity must contain the criteria indicated in this marking guide in order for their response to be correct. 
All tasks and activities must be completed correctly in order to satisfactorily complete this assessment event.
Assessors will need to make a judgement call as to whether each response meets the criteria based upon the:
· Rules of Evidence:
· Validity – does the answer address the skill required and does the evidence reflect the four dimensions of competency? 
· Sufficiency – is the task or activity sufficient in terms of length and depth?
· Currency – has the work been done so recently as to be current?
· Authenticity – is this work the student’s own authentic work?
· Principles of Assessment 
· Fairness – individual student’s needs are considered in the assessment process
· Flexibility – assessment is flexible to the individual student 
· Validity – any assessment decision is justified, based on the evidence of performance of the student
· Reliability – evidence presented for assessment is consistently interpreted and assessment results are comparable irrespective of the assessor conducting the assessment
· Dimensions of competency
· Task skills
· Task Management Skills
· Contingency Planning Skills
· Job Role Environment Skills

	Student must provide
	A USB drive or another storage method to save work to.
Assessment Submission:
Firstname_Lastname_Cl_SysSupport_AE_Sk_3of6_AB

	Assessor must provide
	All relevant student documents can be found in the CI_SysSupport_AE_SR1 Zip file.
Additional documents to assist with marking can be found in the CI_SysSupport_MG_SR1 Zip file.
Access to the Learning Management System (Moodle)
Access to assessment supporting documents and templates
1. Cl_SysSypport_AE_SD (PDF file) – This is the Assessment_Scenario document
2. Snipping_Tool_Instructions (PDF file) – This provides instructions on how to use the Snipping Tool to capture virtual machine windows as evidence of performing tasks.  
3. Virtual_Machine_Instructions (PDF file)
4. Cl_SysSupport_AE_Sk_3of6_AB (WORD Document) – This is the answer booklet for this assessment.
5. ROI-Win8.1-ClientPC (Virtual hard disk file) – This is a virtual hard disk image that will be used to simulate the client’s workstation for Part 5 of this assessment.

	Due date/time allowed/venue/location
	Due date: Refer to the Unit Assessment Guide for due dates
Duration: The estimated time for students to complete this assessment is three hours
Venue: In-class




Specific task instructions
The assessor needs to ensure that students have done Practical activity 1: Accessing and configuring a service desk system as a class exercise before doing this assessment. 
When logging client problems and change requests you will be using a sample service desk system called Manage Engine Service Desk Plus. 
Your assessor will provide access to a folder called Assessment Supporting Documents, which should contain the following:
1. Cl_SysSypport_AE_SD (PDF file) – This is the Assessment_Scenario document
2. Snipping_Tool_Instructions (PDF file) – This provides instructions on how to use the Snipping Tool to capture virtual machine windows as evidence of performing tasks.  
3. Virtual_Machine_Instructions (PDF file)
4. Cl_SysSupport_AE_Sk_3of6_AB (WORD Document) – This is the answer booklet for this assessment.
5. ROI-Win8.1-ClientPC (Virtual hard disk file) – This is a virtual hard disk image that will be used to simulate the client’s workstation for Part 5 of this assessment.
Assessors should make the above virtual hard disk file accessible for the student either by copying it to their workstations prior to the commencement of the assessment or via shared network drive in the lab environment.
Additionally, you will also need to refer to your notes from the role-play demonstrations done in Assessment 2 Skills.
Instructions for the role play
· You should refer to the list of criteria provided in the Observation Checklist to understand what skills you need to demonstrate in all role play in Part 2 of this assessment. This Checklist outlines the Performance Criteria, Performance Evidence and Assessment Conditions your assessor will be marking you on.
· Your demonstration of the role play will be used as part of the overall evidence requirements of the unit.
· The role play in this assessment will be observed by your assessor.

Part 1: Practical—examine logged requests and refer to known problems
Refer to your notes from the role-play demonstrations from Assessment 2 Skills, Part 1 and Scenario 1 of the Systems Support Project brief document.
You recently had a phone conversation with the client (Jason Brown) and have obtained more information about the incident. You have discussed and have agreed on a suitable date and time with the client for the performance data collection process to be started in the client machine.
	#
	Demonstration tasks

	1. 
	Login to the help desk system and examine the logged request submitted by the client Jason Brown.

	2. 
	Examine and edit the details of the request include details such as Level (assign to Tier 1), Category, Sub-category, Item and Group.

	3. 
	Allocate yourself as the technician handling the problem

	4. 
	Refer to the Problem Impact Analysis matrix and ROI’s Service Level Agreement (SLA) for IT Support and prioritise the problem according to the organisation’s escalation procedures.
Record the impact, urgency and priority for this incident according to the organisations’ Service Level Agreements. 

	5. 
	In Description, record additional information gathered from the follow-up conversation you had with the client.

	6. 
	Record an appropriate reason for updating this request.

	7. 
	Update the request record.

	8. 
	Associate the incident with the previously identified problem database in the service desk system. 

	9. 
	Ensure you are in the Details section of the incident record.
Take a screenshot of the above window and include it under Part 1: Snip1 of the answer booklet.
Ensure the entire window with all above-configured information is captured in your screenshot.

	10. 
	Go to the Tasks section and add a new task to the incident record.

	11. 
	Record the following details in the task:
a) Title: Start performance data collection process
b) Description: The Windows Performance Recorder will be manually started in the client’s machine.
c) Schedule Start: (record as agreed with the client)
d) Schedule End: (estimate and record a time duration here)
e) Record other relevant details as appropriate and save the task

	12. 
	Go to the Tasks section of the incident record and double-click on the task you’ve added. This shows the details of the saved task.
Take a screenshot of the task details window and include it under Part 1: Snip2 of the answer booklet.
Ensure the entire window with all above-configured information is captured in your screenshot.

	13. 
	Go back to the incident record. 
Click on History; the history section would show all the updates you have done to the incident record. 
Take a screenshot of this window and include it under Part 1: Snip3 of the answer booklet.


Marking criteria
Refer to Part 1 of the Observation Checklist provided at the end of this Assessment.

Note to Assessors: Please refer to the screenshots given below, and Part 1 of the Observation Checklist provided at the end of this document.
snip1
[image: ]
snip2
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snip3
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Part 2: Role play—discussion with the technical support team
To complete this part of the assessment, you will be required to participate in a role-play with the aid of a group member/s. Each of the group members will be involved in discussing the points below since this is a team discussion (see further notes below).
In order to prepare for this task, read carefully the Systems Support Project brief document and also do the following:
1. Make notes of the following information in Part 2 of the answer booklet. You will be using the information you are gathering here when demonstrating a team discussion in Task 3.
a) Refer to Microsoft technology network (TechNet) or vendor (Dell, Lenovo) support websites or other knowledge-bases that provide up-to-date information to find out what could cause performance issues in a client machine having Windows 8.1. (Include any information sources that you referred to in your answer booklet). Make notes of the root-cause and symptoms of Windows 8.1 performance issues.
b) Identify options/solutions and controls/constraints that can be put in place to improve performance according to vendor recommendations.
c) Determine how many clients, departments or whether the entire organisation is affected by this problem
d) Identify the severity of the problem and risks to the clients/organisation due to the problem.
e) Identify resources (hardware, software or staff), time, budget, and policies that may be helpful for implementing the above solutions.
2. Discuss your findings from the research above, with the IT Support team (class group/peers) to decide on solutions for the current performance issues. You are required to demonstrate your participation in the group discussion in order to be deemed satisfactory for this part of the assessment.
3. Make notes of your discussion and outcomes in Part 2 of the answer booklet.
Note: Your assessor will divide students into groups and will be observing each individual student’s participation in the group discussion. Your assessor will challenge any student that does not participate adequately with additional questions. The role play will be approximately five to ten minutes.
Your assessor will provide feedback on your role play demonstration using Observation Checklist. Please review this document prior to delivery to determine how you will be assessed.
Instructions for Assessors
Assessors should divide the students into groups of four or five. (e.g. class of 20 breaks into 4 groups). Assessors should monitor the groups and in situations where student demonstration is not up to satisfactory level, Assessors should ask further questions from the student to justify participation and encourage participation.
Use the Observation Checklist for Part 2 provided to record your observation of the student demonstrations of required performance criteria.


Part 3: Practical—record resolution details for the problem
	#
	Demonstration tasks

	1. 
	Login to the help desk system and examine the Problems listed in the system. 
Open the problem record that relates to Windows 8.1 performance issues reported by Kelly Green.

	2. 
	Go to the Analysis section and record relevant details for Impact, Root Cause and Symptoms of the problem as discussed in Part 2 of this assessment.
Include relevant screenshots under Part 3 of the answer booklet to show that you have recorded this information in the help desk system. 

	3. 
	Refer to the Problem Impact Analysis matrix and ROI’s Service Level Agreement (SLA) for IT Support and prioritise the problem according to the organisation’s escalation procedures.
Note: Refer to the Problem Impact Analysis matrix according to ROI’s Service Level Agreement (SLA) and prioritise the problem accordingly.

	4. 
	Go to the Solution section (Solution tab) and record a plan to improve performance referring to details (options for solutions and constraints) from the IT support team discussion demonstrated in Part 2 of this assessment.
Include a screenshot under Part 3 of the answer booklet to show that you have recorded solution details in the help desk system.


Marking criteria
Refer to Part 3 of the Observation Checklist provided at the end of this Assessment.


Please refer to the screenshots given below, and Part 3 of the Observation Checklist provided at the end of this document.
Snip 1 - Impact Analysis
[image: ]
Snip 2 - Root cause analysis
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Snip 3 - Symptoms analysis
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Snip 4 - Problem solution
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Part 4: Practical—record advice and support provided by the third party
Refer to your notes from the role-play demonstrations from Assessment 2 Skills, Part 2, Part 3 and Scenario 2 and 3 of the Systems Support Project brief document.
You’ve had a phone conversation with the VIP client (Sally Bach) and have come up with a workaround for the issue, which is to provide a replacement laptop.
	#
	Demonstration tasks

	1. 
	Login to the help desk system and create a new problem record.
Record all necessary information in the incident record including a clear subject, description and other details.

	2. 
	Allocate yourself as the technician handling the problem.

	3. 
	Refer to the Problem Impact Analysis matrix and ROI’s Service Level Agreement (SLA) for IT Support and prioritise the problem according to the organisation’s escalation procedures.
Record the impact, priority and urgency for this incident according to the organisation’s Service Level Agreement (SLA).

	4. 
	Ensure you are in the Details section of the incident record.
Take a screenshot of the above window and include it under Part 4: Snip 1 of the answer booklet.
Note: Ensure the entire window with all above-configured information is captured in your screenshot.

	5. 
	Go to the Solution section and add a Workaround for the issue. 
Refer scenario 2 for more information and your notes from the role-play demonstrations in Assessment 2 Skills.

	6. 
	Ensure you are in the Solutions section of the incident record.
Take a screenshot of the above window and include it under Part 4: Snip 2 of the answer booklet.
Note: Ensure the entire window with all above-configured information is captured in your screenshot.

	7. 
	Investigate how you would need to handle escalation to vendor support.
a) Refer to the vendor escalation procedures in ROI’s Service Level Agreement (SLA) for IT Support for more details on what process to follow in this situation. 
b) Add three or more new tasks in the Tasks section of the problem record to reflect the process and sub-tasks you must do to handle vendor support escalation. 
c) Take a screenshot of the above window and include it under Part 4: Snip 3 of the answer booklet. Ensure the entire window with all above-configured information is captured in your screenshot.

	8. 
	You are required to record the details of the phone conversation you’ve had with the Lenovo support contact (This was previously demonstrated in Assessment 2 Skills – Part 3 role play).
Organisational guidelines on how to record third party advice are given below: 
a) Login to the help desk system and locate the relevant incident record.
b) In the Tasks section, add a new task.
c) Give the new task an appropriate task name
d) Record the estimated/actual date and time the task was performed. 
e) Update the status of the task as appropriate. 
f) Save the task.
g) To view task details, double-click on the task.
Take a screenshot of the above task details window and include it under Part 4: Snip 4 of the answer booklet.

	9. 
	Go to Solutions Tab from the top menu
a) On the solution submitted for faulty Laptop, click on the Pop-Out icon.
[image: ]
b) Add a comment to include feedback received from the client during the phone conversation (Refer to Assessment 1 Skills – Part 3 role play script)
c) Tick the option to show this comment to Requester (client), so that the feedback you have added will be visible to the client.
d) Before submitting the comment, take a screenshot of the above window and include it under Part 4: Snip 5 of the answer booklet.  Ensure the entire window with all above-configured information is captured in your screenshot.
e) Submit the comment.


[bookmark: _Hlk25999364]Marking criteria
Refer to Part 4 of the Observation Checklist provided at the end of this Assessment.

Please refer to the screenshots given below, and Part 4 of the Observation Checklist provided at the end of this document.
Snip 1 
[image: ]
Snip 2
[image: ]
Snip 3
[image: ]
Snip 4
[image: ]
Snip 5
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Part 5: Practical—complete maintenance in line with organisational guidelines
Demonstration tasks for this assessment task will be performed on a pre-configured virtual machine, which replicates the workplace environment.
Do the following before you begin the demonstration tasks
1. Make a local copy of the ROI-Win8.1-ClientPC zipped folder (e.g. C:\Temp).
2. Extract the contents of the zipped folder.
3. Use the given ROI-Win8.1-ClientPC virtual hard disk file (this is the extracted .vdi file) to create a new virtual machine using Oracle Virtual Box. Refer to the Virtual_Machine_Instructions (PDF file) for further instructions.
Consider the following parameters:
a) Virtual machine name: Win8.1-XXXXXXXXXX (XXXXXXXXX- this is your TAFE student number)
b) Allocate sufficient memory (RAM) – refer to the ROI_Standard_Operating_Environment document for exact specifications.
c) Login credentials for the Windows 8.1 system are as follows:
· Username: ROI-PCAdmin (ROI Local Administrator)
· Password: Password1!
· Client 1: jason.brown (Password2@)
· TAFE Proxy address (use only if required): proxy.tafensw.edu.au port 8080
4. Log in to the Windows 8.1 PC as ROI-PCAdmin and change the computer name to ROI-ACC-PCXX (Note: XX is the last two digits of your TAFE student number.)

Assume that the virtual machine you’ve created is the actual client’s computer and perform the following maintenance tasks to improve performance of the system.

	#
	Demonstration tasks

	1. 
	In this task, you are required to use a tool to benchmark the performance of the client’s computer system software.
Follow the procedure to install and use the benchmarking tool as specified in the ROI_IT_Proc_Inst_policy_V3 document.
Do the following tasks using the benchmarking tool.
a) Conduct a Performance Analysis. 
Take a screenshot of the benchmark result and include it in Part 5: Snip 1 of the answer booklet. Refer to any documentation that the tool provides to help find solutions to the problems detected.
b) Conduct a Baseline Comparison. 
Compare the performance of the client’s computer against the benchmark performance level specified in ROI_IT_Proc_Inst_policy_V3.
Take a screenshot of the benchmark result and include it in Part 5: Snip 2 of the answer booklet.

	2. 
	Log in to the help desk system and open the incident record submitted by your client (Jason Brown). Add a new Task for this incident record and document the following details:
a) Record the time when the performance data was collected.
b) Make notes of the usage condition of the client’s system, at the time of data collection.
c) Include a summary of the system performance data gathered by using the performance benchmarking tool. 
d) Comment on whether the system performance is consistent with the predetermined standards. (Note: Your comment should include any comparisons of the numerical performance index score data.)
e) Make notes of your decision to commence maintenance activities, considering both client requirements and ROI’s performance benchmarks. 
Take a screenshot of the notes you have added to the Problem record and include it in Part 5: Snip 3 of the answer booklet.

	3. 
	Perform the following maintenance tasks on the hard disk of the client’s computer.
a) Check the disk for errors
b) Optimise and defragment
Take a screenshot showing that the above two tasks have been performed and include it under Part 5: Snip 4 of the answer booklet.

	4. 
	Use the Windows Troubleshooting tools to perform troubleshooting for the following and obtain appropriate software components to apply fixes for any problems identified.
a) Windows Update
Take a screenshot as evidence of fixing Windows Update related issues and include it under Part 5: Snip 5 of the answer booklet.
b) Internet Explorer Safety
Take a screenshot as evidence of fixing Internet Explorer Safety related issues and include it under Part 5: Snip 6 of the answer booklet.

	5. 
	Refer to ROI’s SOE guidelines for Virus Protection and ensure that the computer system complies with these guidelines.
Take a screenshot of performing the above task and include it under Part 5: Snip 7 of the answer booklet.

	6. 
	Follow the procedure to check for virus protection and remove detected viruses on the client machine.
Note: Refer to the procedure to check virus protection in the ROI’s SOE document.
Take a screenshot of performing the above task and include it under Part 5: Snip 8 of the answer booklet.

	7. 
	Modify the Client’s computer system by adding 2GB of additional memory (RAM) to the client’s computer.
Note: you need to do this as a virtual task on the Windows 8.1 virtual machine via Virtual Machine’s settings.
Take a screenshot of the virtual machine’s settings window as evidence of performing this task and include it under Part 5: Snip 9 of the answer booklet.

	8. 
	Send an email to the client with the following:
a) Report on the maintenance tasks carried out on the client’s computer. 
b) Ask for feedback to ensure requirements have been met regarding the performance of the computer.
Take a screenshot of performing the above task and include it under Part 5: Snip 10 of the answer booklet.

	9. 
	Ask another student to pretend to be the client and respond appropriately to the email you’ve sent before. 
Take a screenshot of the above task and include it under Part 5: Snip 11

	10. 
	Record the above feedback in the known problems database (Problem record in the help desk system) as appropriate.
Take a screenshot of the above task and include it under Part 5: Snip 12


Marking criteria
Refer to Part 5 of the Observation Checklist provided at the end of this Assessment.
Please refer to the screenshots given below and also Part 5 of the Observation Checklist provided at the end of this document.
Snip 1
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Snip 2
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Snip 3
The students should include here a screenshot of a Task added to the relevant incident record. 
The time of data collection should be recorded in the Task Details section.
The following should be recorded in the description section of the Task Details window. 
· usage condition of the system at the time of data collection
· a summary of the performance analysis and baseline comparison 
· the decision to commence maintenance activities in the system.
A sample screenshot of the Task Details section is provided below. However, the details should be amended as appropriate to this question.
[image: ]
Snip 4
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Snip 5
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Snip 6
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Snip 7
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Snip 8
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Snip 9
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Snip 10
The students should include here a screenshot of an appropriate email sent to the client reporting on the maintenance tasks performed and also asking for client feedback.
Snip 11
The student includes here a screenshot of the received client feedback (email)
Snip 12
The screenshot should show client feedback details recorded in the help desk system in the correct incident record.


Part 6: Practical—obtain approval for a solution
Refer to the Assessment 2 Skills Part 2 role play demonstration notes you’ve made of the conversation with the VIP client (Sally Bach). According to your conversation, the client is happy with the new laptop provided and have provided positive feedback. 
Therefore, you have decided to permanently assign the new laptop for the client. However, this would involve further approval from your manager/supervisor.
You would also like to suggest to store the client’s previous faulty laptop (which was sent to the vendor support for repair) when received from the vendor can be stored in the company’s storeroom and be labelled as a spare laptop for future use. 
	#
	Demonstration tasks

	1. 
	a) Go to the Solutions section of the client’s incident record and ensure that the existing solution record outlines the feedback received from the client during the phone conversation.
b) Edit the solution record to further make notes of your recommendations about the new assignment of client laptop and storing of repaired components.
c) Include specific details of environmental and organisational guidelines that need to be followed when storing hardware components according to ROI’s IT Procurement and Installation Policy. 
d) Take a screenshot of the solution details you’ve recorded and include it under Part 6: Snip 1 of the answer booklet.

	2. 
	Submit/Forward the recommended solution along with the client feedback received, for approval by your manager.
Do the following:
a) Click on Actions (on the top right-hand corner).
b) Select the option to Submit for Approval.
c) You are required to prepare an email to be sent to your IT Manager asking for approval. Ensure that you have customised the email message to address your IT Manager appropriately and ask for approval for the proposed new solution and to sign-off received clients feedback.
d) Send this approval email request to your Assessor’s actual email address. (Assume that your Assessor’ is your Manager)
e) Once the message has been sent, take a screenshot of the Solution window details and include it under Part 6: Snip 2 of the answer booklet.

	3. 
	Ask your assessor to respond to this email stating that the solution is approved.
Instruction for Assessors: The above task instructs students to send an approval request email to the Assessors TAFE email address. Once you have received an email from the student, you must ensure that the email was addressed to you (as Manager) appropriately by the student and have included sufficient details in the email in order for you to approve their request. 
Respond to the student’s email by saying that you grant approval for the request.

	4. 
	Login to your roiservicedesk.yourname@gmail.com account and do the following:
a) Open the response email sent to you by your Manager (Assessor) for the above request. 
b) Expand the email to show the sent message as well.
c) Take a screenshot of this email (sent message and response) and include it under Part 6: Snip 3 of the answer booklet.

	5. 
	Assume that you have been given approval for your recommended solution by your Manager.
a) Change the status of the solution now to approved (Actions   Approve Solution)
b) Add Comment: Manager had granted approval by email response
Take a screenshot of the approved solution and include it under Part 6: Snip 4 of the answer booklet.

	6. 
	Go to the Assets section from the top menu of the help desk system.
Open the asset record for the client’s (Sally Bach) faulty laptop.
· Change Asset assignment to yourself in the IT Support Department
· Change the State to In Repair.
Take a screenshot of the save faulty laptop asset record and include it under Part 6: Snip 5 of the answer booklet.

	7. 
	Open the asset record for the replacement laptop sent to the client which is Replacement Laptop 1 - HRM, ACC, SAM
· Change the State to In Use.
· Assign the new Replacement Laptop for the client (Sally Bach).
Take a screenshot of the asset record of the replacement laptop and include it under Part 6: Snip 6 of the answer booklet.


Marking criteria
Refer to Part 6 of the Observation Checklist provided at the end of this Assessment.
Please refer to the sample screenshots given below and also Part 6 of the Observation Checklist provided at the end of this document.
Snip 1
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Snip 2
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Snip 3
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Part 7: Practical—record solution in known problems database
Now, you need to update the known problem records in the serviced desk system for future reference by other IT Support Technicians. 
	#
	Demonstration tasks

	1. 
	Open the problem record for your VIP Client’s (Sally Bach’s) faulty laptop and do the following.
Click on the Solutions section of the problem, add a solution record.
a) Contents: State here the details of the solution and client feedback received.
b) Attachments: Attach the screenshot taken of the approved email response by your manager.
c) Topic: Choose the most relevant category as the topic.
d) Keywords: Add keywords (so that this solution can be searched for using the specified keywords.)
e) Comments: Add any other related comments.
f) Take a screenshot of the saved solution in the system and include it under Part 7: Snip 1 of the answer booklet.
g) Save the solutions record.

	2. 
	Change the above problem record’s status as resolved.
Note: In the left-hand side column: Status setting should be set to Resolved.
Take a screenshot as evidence of performing the above task and include it under Part 7: Snip 2 of the answer booklet.

	3. 
	Open the problem record for your previous client Jason Brown and record information about the maintenance performed and outcomes achieved.
Take a screenshot as evidence of performing the above task and include it under Part 7: Snip 3 of the answer booklet.


[bookmark: _Hlk25999557]Marking criteria
Refer to Part 7 of the Observation Checklist provided at the end of this Assessment.
Please refer to the screenshots given below and also Part 7 of the Observation Checklist provided at the end of this document.
Snip 1
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Part 8: Practical—store/dispose of IT assets/components
A service request has been submitted by a client (Liam Mason) for disposing of an old CRT monitor. You are required to complete the service record and handle the service request. You also need to take into consideration the organisational guidelines when disposing equipment or components as outlined in the ROI_IT_Proc_Inst_Policy_V3 document.
	#
	Demonstration tasks

	1. 
	Login to the help desk system and open the Requests section from the top menu.
A service request has been submitted by a client (Liam Mason) for disposing of an old CRT monitor. You are required to complete the service record and handle the service request.
a) Open the service request submitted by the client: Old monitor for disposal.
b) Edit the details of the request including details such as Level (assign to Tier 1), Category, Sub-category, Item and Group.
c) Allocate yourself as the technician handling the problem.
d) Record the impact, urgency and priority for this incident according to the organisation’s Service Level Agreement (SLA).
e) Add a resolution for the service request to mention how you would dispose of the equipment as per organisational environmental guidelines. 
Take a screenshot as evidence of performing the above task and include it under Part 8: Snip 1 of the answer booklet.

	2. 
	Your assessor will provide you with several IT assets and components in the lab environment.
Notes for Assessors: You need to provide the students with some IT assets and components (e.g. an old monitor, keyboard, mouse, cables etc.). Also provide them with cable ties, post-it notes, tags and so on which can be helpful for their demonstration task. Allocate a simulated storage area in the lab room, where the student can use for the demonstration.
Demonstrate the task of storing/disposing of these equipment/components according to ROI’s organisational and environmental guidelines.
Your assessor may ask questions to clarify your understanding during your demonstration task.


Marking criteria
Refer to Part 8 of the Observation Checklist provided at the end of this Assessment
Please refer to the screenshots given below and also Part 8 of the Observation Checklist provided at the end of this document.
Snip 1
[image: ]





Document title	Version 1.0	Page 1 of 3
Disclaimer: Printed copies of this document are regarded as uncontrolled. Please check to ensure this is the latest version.



© 2011 Department of Education and Communities, TAFE NSW eLearning Hub | Version: 0.0 | Created: dd/mm/2011


Part 9: Task/Activity and Observation Checklist
The Task/Activity and Observation Checklist will be used by you to mark the student’s performance in any of the previous three event types. Use this Checklist to understand what skills the student is required to demonstrate in the role play scenario, presentation or demonstration and what the student is required to complete as part of the evidence for these units. The Checklist outlines the Performance Criteria, Performance Evidence and Assessment Conditions you will be marking the student on.  All the criteria must be met for all the units listed in this clustered assessment. The student’s demonstration will be used as part of the overall evidence requirements of the unit. You may ask questions while the demonstration is taking place or if appropriate directly after the task/activity has been completed.
If the student is required to demonstrate the task and be observed by you, the checklist below will have a tick near the criteria in the Observation column.  If the student is required to gather and submit evidence to complete the task, the checklist below will have a tick near the criteria in the Evidence column.
Part 1: Practical—examine logged requests and refer to known problems
Note for Assessors: Relevant evidence for this demonstration is captured in the Cl_SysSupport_AE_Sk_3of6_AB answer booklet submitted by the student.

	Task #
	Task/Activity Performed
	OBSERVATION
	EVIDENCE
	S – DATE
Date
	U/S - Date
	S - Date
	U/S - Date
	Assessor Comments
(Describe the student’s ability in demonstrating the required skills and knowledge)
	Unit nbr and criteria

	1
	Recorded client support activities.
	
	☐
1, 2, 3
	
	
	
	
	Date of Observation: 
Assessors are to record their observations in sufficient detail to demonstrate their judgement of the student’s performance against the criteria required.
· Examined logged requests in the help desk system
· Clearly recorded client problem details in the Description section of the help desk record.
· Recorded information about technician handling the support activity.
· Recorded reasons for updating the client request.
· Added a new task in the incident record and recorded details about the support activity to be performed. 
· Used the main features of the help desk system to complete work tasks.
· Demonstrated self-management and planning skills to get the work done.
	ICTSAS410 (1.3, PE1, FS6, FS8)


	2
	Determined the scale of the problem and prioritised client support activities.
	
	☐
1
	
	
	
	
	· Recorded the impact, urgency and priority of the incident according to the organisation’s SLA.
	ICTSAS410 (2.3, 2.4, PE1)


	3
	Referred to a database of known problems.
	
	☐
1
	
	
	
	
	· Associated the client issue with a previously identified problem recorded in the help desk system.
· This association is clearly shown in the screenshot provided under Part 1: Snip1.

	ICTSAS410 (1.5)





Part 2: Role play—discussion with the technical support team
Note for Assessors: Relevant evidence for this demonstration is captured in the Cl_SysSupport_AE_Sk_3of6_AB answer booklet submitted by the student.
	Task #
	Task/Activity Performed
	OBSERVATION
	EVIDENCE
	S – DATE
Date
	U/S - Date
	S - Date
	U/S - Date
	Assessor Comments
(Describe the student’s ability in demonstrating the required skills and knowledge)
	Unit nbr and criteria

	1
	Established and recorded relevant constraints related to the issue.
	
	☐
ab
	
	
	
	
	Date of Observation: 
Assessors are to record their observations in sufficient detail to demonstrate their judgement of the student’s performance against the criteria required.
· Listed the relevant information sources referred to find information on the client problem
· Identified and recorded the suspected root cause and symptoms of the performance issue.
· Identified any risks to the clients and organisation due to the problem
· Identified and recorded options/solutions to improve performance.
	ICTSAS410 (2.2, 2.3 FS1)

	2
	Determined the required resources
	
	☐
e
	
	
	
	
	· Identified and listed the resources required to implement the solution
	ICTSAS410 (PE2)
ICTSAS415 (AC 2.2)

	3
	Determined the scale of the problem based on the information gathered.
	
	☐
cd
	
	
	
	
	· Interpreted specifications and numerical data from a range of documentation provided.
· Identified the number of clients and departments that are affected by the problem.

	ICTSAS410 (2.1, 2.3 FS1)

	4
	Used questioning techniques when discussing performance issues with the team.
	☐	
	
	
	
	
	· Used open questions to obtain information from the IT Support team.
· Used closed questions to confirm understanding
· Collaborated with others to achieve shared goals
· Asked for input from others as required
	ICTSAS410 (FS4, FS5)
ICTSAS415 (2.1, FS3, FS7)

	5
	Used listening skills to respond appropriately.
	☐	
	
	
	
	
	· Eye contact 
· Non-verbal responses
· Verbal clarification (sounds)
· Asking for clarification
· Responding with relevant information
	ICTSAS415 (FS3)

	6
	Used detailed and clear language to provide information
	☐	
	
	
	
	
	· The terminology used when providing advice is correct and relevant to task
· Terminology is explained when requested
· Responds with appropriate and relevant information
	ICTSAS415 (FS6)





Part 3: Practical—record resolution details for the problem
Note for Assessors: Relevant evidence for this demonstration is captured in the Cl_SysSupport_AE_Sk_3of6_AB answer booklet submitted by the student.
	Task #
	Task/Activity Performed
	OBSERVATION
	EVIDENCE
	S –Date
	U/S - Date
	S - Date
	U/S - Date
	Assessor Comments
(Describe the student’s ability in demonstrating the required skills and knowledge)
	Unit nbr and criteria

	1
	Recorded problem details in the maintenance report
	
	☐
Snips 1, 2, 3
	
	
	
	
	Date of Observation: 
Assessors are to record their observations in sufficient detail to demonstrate their judgement of the student’s performance against the criteria required.
· Recorded relevant details such as impact, root cause and symptom details in the problem record
· Used the main features of the help desk system to complete work tasks.
· Used clear language appropriate for the audience to convey technical information and recommendations
· Demonstrated self-management and planning skills to get the work done.
	ICTSAS410 (5.1, FS2, FS6, FS8, PE4)

	2
	Recorded resolution details in the maintenance report
	
	☐
Snip 4
	
	
	
	
	· Recorded a plan to improve performance referring to information obtained from the team discussion roleplay.
· Used the main features of the help desk system to complete work tasks.
· Used clear language appropriate for the audience to convey technical information and recommendations
· Demonstrated self-management and planning skills to get the work done.

	ICTSAS410 (5.1, FS2, FS6, FS8, PE4)
ICTSAS415 (PE1, AC1)





Part 4: Practical—record advice and support provided by the third-party
Note for Assessors: Relevant evidence for this demonstration is captured in the Cl_SysSupport_AE_Sk_3of6_AB answer booklet submitted by the student
	Task #
	Task/Activity Performed
	OBSERVATION
	EVIDENCE
	S -  Date
	U/S - Date
	S - Date
	U/S - Date
	Assessor Comments
(Describe the student’s ability in demonstrating the required skills and knowledge)
	Unit nbr and criteria

	1
	Recorded and prioritised client support activity.
	
	☐
Snip 1, 2
	
	
	
	
	Date of Observation: 
Assessors are to record their observations in sufficient detail to demonstrate their judgement of the student’s performance against the criteria required.
· Created a new problem record for the client issue.
· Recorded the technician assigned for the incident.
· Clearly recorded client problem details in the Description section of the help desk record.
· Recorded the impact, urgency and priority of the incident according to the organisation’s SLA.
· Used the main features of the help desk system to complete work tasks.
· Demonstrated self-management and planning skills to get the work done.
	ICTSAS410 (1.2, 2.4, PE1, PE4, FS6, FS8)


	2
	Documented advice and support provided by the third party.
	
	☐
Snip 3
	
	
	
	
	· Added a new task in the system to reflect the task of contacting the third-party service provider.
· Recorded advice provided by the third-party in the incident record following guidelines given. 
	ICTSAS410 (3.3, FS2, PE4, PE5)

	3
	Investigated and applied the appropriate process to follow when referring problems to third parties.
	
	☐
Snip 4
	
	
	
	
	· Recorded at least 3 more tasks that need to be followed when referring problems to third-parties according to ROI SLA guidelines.


	ICTSAS410 (3.1, PE3)

	4
	Forward maintenance report to the client.
	
	☐
Snip 5
	
	
	
	
	· The option to show comment to the requestor (client) is selected. 
· Client feedback is accurately recorded as per role-play demonstration.

	ICTSAS410 (5.2, PE5)


Part 5: Practical—complete maintenance in line with organisational guidelines
Note for Assessors: Relevant evidence for this demonstration is captured in the Cl_SysSupport_AE_Sk_3of6_AB answer booklet submitted by the student.
	[bookmark: _Hlk26000793]Task #
	Task/Activity Performed
	OBSERVATION
	EVIDENCE
	S -  Date
	U/S - Date
	S - Date
	U/S - Date
	Assessor Comments
(Describe the student’s ability in demonstrating the required skills and knowledge)
	Unit nbr and criteria

	1
	Collected system performance data using organisation’s preferred benchmarking tool.
	
	☐
Snip 1, 2
	
	
	
	
	Date of Observation: 
Assessors are to record their observations in sufficient detail to demonstrate their judgement of the student’s performance against the criteria required.
· Used main features and functions of the novabench tool to get the work done.
· Conducted a performance analysis
· Conducted a baseline comparison (compared against Mid-level Gamin PC level as specified in ROI guidelines)
	ICTSAS410 (FS1)
ICTSAS419 (1.3, FS7, PE1, PE3, AE1-4)
ICTSAS415 (1.1, FS10, AC1)



	2
	Recorded details of system software performance and determined if maintenance should be carried out.
	
	☐
Snip 3
	
	
	
	
	· Added a new task for the incident record to document data collection details.
· Recorded time of data collection
· Recorded usage conditions of the system
· Recorded a summary of the performance analysis data collected.
	ICTSAS419 (FS1, FS3, PE1, PE3)

ICTSAS415 (1.1, FS10)


	3
	Evaluated collected system performance data against organisational requirements and benchmarks.
	
	☐
Snip 3
	
	
	
	
	· Commented on whether the system performance is consistent with predetermined standards, referring baseline comparison report’s numerical data.
· Made notes of the decision to commence maintenance activities referring to:
· Performance benchmarks
· client requirements
	ICTSAS419 (1.1, 1.3, FS1, FS4, PE1, AC3, AC5)
ICTSAS415 (1.2, FS1, FS4, FS9)


	4
	Tune the client system to improve performance
	
	☐
Snip 4
	
	
	
	
	· Performed hard disk optimisation, defragment and disk error check (Snip 4)
	ICTSAS410 (4.2)
ICTSAS419 (1.5, FS5-7, PE2-3, AC1)
ICTSAS415 (PE2, AC2.1, AC2.3, AC2.4)

	5
	Troubleshoot the system with appropriate system tools
	
	☐
Snip 5, 6
	
	
	
	
	· Performed troubleshooting on Windows Update
· Performed troubleshooting on Internet Explorer safety
· Fixed and applied resolutions (Snip 5, 6)
· Captured fault logs/ error reports as part of evidence.
	ICTSAS419 (1.4, FS5-7, PE2-3, AC1)
ICTSAS415 (PE2, AC2.3, AC2.4)

	6
	Followed organisational guidelines for performing maintenance tasks
	
	☐
Snip 7, 8
	
	
	
	
	· Followed virus protection guidelines and ensured that Windows Defender is turned on and up to date. (Snip 7)
· Followed the procedure to check virus protection as per guidelines given. (Snip 8) 
· Successfully removed detected viruses. (as shown in Snip 8)
	ICTSAS410 (4.2, PE3)
ICTSAS419 (2.4, 2.5, FS1, FS5, FS6, FS7)

	7
	Modified the system to improve performance
	
	☐
Snip 9
	
	
	
	
	· Added 2GB of additional RAM to the client’s computer. (e.g. total should be 4GB)
	ICTSAS419 (1.5, FS4-7, PE2-3, AC1,)
ICTSAS415 (PE2, AC2.1)

	8
	Forwarded maintenance report to the client for feedback
	
	☐
Snip 10
	
	
	
	
	· Drafted an email to the client accurately reporting on the maintenance tasks performed on the computer.
· Used clear language and format appropriate for the audience to convey requirements and recommendations.
	ICTSAS410 (5.2, FS2, PE5)
ICTSAS419 (FS2)

	9
	Obtained feedback from the client.
	
	☐
Snip 11
	
	
	
	
	· Feedback was obtained from the client in the form of an email.

	ICTSAS410 (6.1, FS7)

	10
	Record client feedback in the known problems database
	
	☐ Snip 12
	
	
	
	
	· The client feedback had been recorded in the help desk system.
	ICTSAS410 (6.2, FS8)
ICTSAS419 (FS2)




Part 6: Practical—obtain approval for a solution
Note for Assessors: Relevant evidence for this demonstration is captured in the Cl_SysSupport_AE_Sk_3of6_AB answer booklet submitted by the student.
	Task #
	Task/Activity Performed
	OBSERVATION
	EVIDENCE
	S -  Date
	U/S - Date
	S - Date
	U/S - Date
	Assessor Comments
(Describe the student’s ability in demonstrating the required skills and knowledge)
	Unit nbr and criteria

	1
	Prepare maintenance report including resolution actions
	
	☐
Snip 1, 5, 6
	
	
	
	
	Date of Observation: 
Assessors are to record their observations in sufficient detail to demonstrate their judgement of the student’s performance against the criteria required.
· New resolution actions have been recorded in the as part of the incident record’s solutions section. (Snip 1)
· Changed the status of the assets as part of resolution actions. (Snip 5, Snip 6)
	ICTSAS410 (5.1)


	2
	Stored used components following organisational and environmental guidelines.
	
	☐
Snip 1, 4
	
	
	
	
	· Recorded information on how the client’s laptop can be stored.
· Followed organisational and environmental guidelines when providing recommendations for equipment storage. (Snip 1)
· Obtained approval from management before proceeding with the solution and changed the status of the solution accordingly. (Snip 4)
· 
	ICTSAS410 (4.3)

	3
	Forwarded client feedback to the appropriate person for sign-off.
	
	☐
Snip 2, 3
	
	
	
	
	· Sent the client feedback and solutions recorded to the manager for approval. (Snip 2)
· Customised the email to address management as appropriate and inform of the proposed solution. (Snip 2)
· Obtained approval from management. (Snip 3)
	ICTSAS410 (6.2)



Part 7: Practical—record solution in known problems database
Note for Assessors: Relevant evidence for this demonstration is captured in the Cl_SysSupport_AE_Sk_3of6_AB answer booklet submitted by the student.
	Task #
	Task/Activity Performed
	OBSERVATION
	EVIDENCE
	S -  Date
	U/S - Date
	S - Date
	U/S - Date
	Assessor Comments
(Describe the student’s ability in demonstrating the required skills and knowledge)
	Unit nbr and criteria

	1
	Recorded client feedback in known problems database
	
	☐
Snip 1
	
	
	
	
	Date of Observation: 
Assessors are to record their observations in sufficient detail to demonstrate their judgement of the student’s performance against the criteria required.
· The resolution actions performed and the client feedback has been recorded in the known problems database. (Snip 1)
	ICTSAS410 (6.2, PE5)


	2
	Prepared maintenance report
	
	☐
Snip 1, 2
	
	
	
	
	· Recorded appropriate information with attachments as evidence of maintenance performed. (Snip 1, 3)
· Changed the status of the problem as appropriate.
	ICTSAS1410 (PE4)





Part 8: Practical—store/dispose of IT assets/components
Note for Assessors: Relevant evidence for this demonstration is captured in the Cl_SysSupport_AE_Sk_3of6_AB answer booklet submitted by the student.
	Task #
	Task/Activity Performed
	OBSERVATION
	EVIDENCE
	S -  Date
	U/S - Date
	S - Date
	U/S - Date
	Assessor Comments
(Describe the student’s ability in demonstrating the required skills and knowledge)
	Unit nbr and criteria

	1
	Followed organisational environmental guidelines
	
	☐
Snip 1
	
	
	
	
	Date of Observation: 
Assessors are to record their observations in sufficient detail to demonstrate their judgement of the student’s performance against the criteria required.
· Identified the appropriate action for disposing of components as per environmental guidelines.
· Recorded appropriate details in the maintenance report.
	ICTSAS410 (4.3, PE4, FS8)


	2
	Stored or disposed of IT assets and components according to organisational and environmental guidelines.
	
	
	
	
	
	
	· Identified the appropriate action for disposing of components as per environmental guidelines.
· Demonstrated the storing/disposal of given IT assets and components appropriately.

	ICTSAS410 (4.3, FS4, FS6)




	Additional Questions

	Assessors may ask additional questions to clarify student understanding. List here any additional questions that were asked during this assessment event.
Record all additional questions that were asked of the student during the assessment event.




	Student Reponses to Additional Questions

	List here the student responses to any additional questions that were asked during this assessment event. 
Record the student responses to any additional questions that were asked during this assessment event.







Table 3 Additional Questions
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