ICT 4 – User Support and Training

	1. Summer 2002 ICT4 Question 7
	A small legal firm is about to replace stand-alone computers with a new computer network. Industry standard software will be installed. As new users of both the equipment and the software, the firm is concerned about the levels of support and training that will be needed. There are three levels of system user: the solicitors themselves, the practice management and the administrative staff. 

a. Explain two factors that need to be taken into account when planning the training. (4) 
b. Describe two different ways of giving technical support to these users. (4) 
c. State two means of providing the training material, and give an advantage of each. (4) 

(12 marks)

	2. Heathcote user support question
	Describe briefly four features you would expect to find in help desk software designed to be used by a call centre diagnosing users' problems with various software packages.
(4 marks)

	3. Heathcote user support question
	"As software becomes increasingly easy to use, the need for user support will decline."

State whether you agree or disagree, giving two reasons to support your answer.
(4 marks)

	4. Computer based training question
	Why might instructor-led training be more appropriate for staff who are beginners whilst more experienced staff might use CBT (computer based training)?
(4 marks)

	5. Homework questions from David Yates
	1.  Describe three items of information a user support line would log when taking a call from a user.  
(3 marks) 

2. Many user support lines need to share problems and potential solutions between a number of operators who are answering calls.  Describe one method of achieving this.  
(3 marks)
3. Some user support lines also offer a mailbox facility to enable users to log their problems using e-mail.  What advantages does this have for:
(i) The software user
(ii) The user support staff    
(4 marks)


