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AS – Level  ICT

IT04 13.7 User Support and Training 


tc "13.7 User Support"

 XE "Software:Support" 

 XE "User:Support" As software packages become more complex there is an increasing need to provide some form of support for all levels of user. The type and level of support offered might well be one of the criteria used to evaluate the suitability of a software package before purchase. 

A good level of support will give credibility to a package but the costs of providing the support will have to be passed onto the customer either by including it in the cost of the package or by charging a registration or annual fee to the end-user.

Software houses provide support in a variety of ways. There are also many alternative ways in which your can find support. 

ACTIVITY

In small groups discuss and write down as many methods and types of support that you can. Your teacher will then ask each group to read out explain their list.

Fixed term Telephone Support.

Premium rate Telephone Support.

Free Lifetime Telephone Support.

On Screen Help.

Interactive on-screen tutorials & Wizards.

On-Site support.

Bulletin boards.

User groups on the Internet.

Buying specialist books.

Reading articles in specialist magazines.

Documentation that is provided with the package.

Small booklet – Quick Start which will get the new user started.

Installation guide.

Separate full guide for an expert user often used for setting personal configurations.

Technical reference manual.

Informal support within an organisation by one or more 'experts'.

The most common is by use of telephone support. Often a package will come with a fixed term (e.g. 90 days) of free support. This is usually measured from the date of the first call. The support line will usually register the customer for support when the first call is made, noting the package serial number and the customer details and usually assigning the customer an ID number to use for future calls. After the period of free support the customer will be charged for extended support, either by paying an annual fee or perhaps with a 'one off' registration fee. 

Some companies provide support using premium-rate numbers so that the customer pays only for the help received. 

If a software house is confident that the package can be easily learned then they may offer lifetime free support. The end user will still have to register for this support to ensure that the company does not have the overhead of providing free support to pirate copies.

Many packages provide on-screen help. This is particularly useful if it has a context sensitive feature that allows the user to rapidly access help appropriate to the current task. 

In addition there is an increasing use of interactive on-screen tutorials to teach the user about the package and the provision of wizards to automate and simplify common or complex tasks.

In critical applications it may be desirable to have on-site support provided. This would be particularly true when the software provided had been specially commissioned by the customer. The cost of such support is obviously high.

Software houses will often provide support including upgrades and 'fixes' via bulletin boards. Users can also obtain alternative support by way of user groups on the Internet and by buying specialist books (e.g. The Dummies Guide to....) or reading articles in specialist magazines.

Informal support is often provided within an organisation by one or more 'experts' who may be familiar with a package either because of long term experience of using it or because they have well developed IT skills through interest or training.

Often the first level of support will be provided by the documentation that is provided with the package. A complex package will normally be accompanied by one or more possibly large books. This can be daunting for the novice user who will have neither the time nor the expertise to read and understand this amount of information. It is now customary to include a small booklet which will get the new user started. This could include an installation guide (which might be a separate booklet) and a simple introduction to using the package and its features.

A separate full guide would be supplied for the expert user and, depending on the complexity of the package, a technical reference manual might be supplied for anyone needing to customise the package or make use of advanced features. If the reference manual is unlikely to be widely used then it might be available as an optional extra.

Questions – User Support
tc "Questions 09" \l31)
(a)
Describe three items of information a user support line would log when taking a call from a user. 









(3)

(b)
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)

(c)
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)
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2)
A company uses a computer network for storing details of its staff and for managing its finances. The network manager is concerned that some members of staff may install unauthorised software onto the network.

(a)
Give reasons why it is necessary for some software to be designated as unauthorised. 










(2)

(b)
What guidelines should the network manager issue to prevent the installation of unauthorised software onto the network? 





(2)

(c)
What procedures might be available to the company to enforce the guidelines? (2)
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3)
Each day a software house logs a large number of calls from its users to its support desk.

(a)
Describe how the support desk might manage these requests to provide an effective service. 









(3)

(b)
Describe three items of information the support desk would require to assist in resolving a user’s problem. 







(3)

(c)
The software house receives complaints from its users that the support desk is providing a poor service. Describe three reports that the software house could produce in order to examine the validity of this claim. 



(6)
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Training

tc "Training" \l 2

 XE "Training" Training needs to be provided at a number of levels that must relate to the background and experience of the user as well as to the task that he or she is to perform. 

A wide variety of training methods XE "Training:Methods"  - both formal and informal -is available. The effectiveness of each depends to a large extent on the needs and capabilities of the user.

ACTIVITY

In small groups discuss and write down as many forms of training you can think of, consider that training comes from a wide variety of sources both formal and informal and also skills based and task based. 

SYMBOL 183 \f "Symbol" \s 10 \h
Training courses provided by the employer these can be expensive to provide but should cater for the needs of the user.

SYMBOL 183 \f "Symbol" \s 10 \h
Training courses provided by the manufacturer.

SYMBOL 183 \f "Symbol" \s 10 \h
Training provided by third party organisations.

SYMBOL 183 \f "Symbol" \s 10 \h
Video training.

SYMBOL 183 \f "Symbol" \s 10 \h
Interactive video training.

SYMBOL 183 \f "Symbol" \s 10 \h
Disk based tutorials.

SYMBOL 183 \f "Symbol" \s 10 \h
Bought in training materials/workbooks.

SYMBOL 183 \f "Symbol" \s 10 \h
Articles in magazines or newspapers.

SYMBOL 183 \f "Symbol" \s 10 \h
Supplied manuals and user documentation.

SYMBOL 183 \f "Symbol" \s 10 \h
On-line help and tutorials built into the package.

SYMBOL 183 \f "Symbol" \s 10 \h
User group.

SYMBOL 183 \f "Symbol" \s 10 \h
Informal training by expert colleague.

Training can either be skill based, where the user develops generic skills in using a package, or it can be task based, when the user learns to perform particular tasks. 

Skills-Based Training

In general skills-based training will provide the user with skills that should help develop transferable skills that will apply to a wider variety of tasks and which will raise the user's confidence in his or her general ability to use computers.

Task-Based Training

Task based training will concentrate on the particular tasks that the user will need to perform -e.g. entering a sale into the computer. The object of this type of training is to focus on the tasks that the user will need to perform so that they can become competent in doing them as quickly as possible. The potential problem is that the user may see their use of the computer as a series of isolated routines and thereby lack the wider viewpoint that will allow them to handle unusual or error situations.

Training should be a constant process of assessing the needs of the user and providing for their development. Even experienced users may need refresher courses on aspects of the software that they have not used before or which they use only occasionally.

Questions – Training

1)
tc "Questions 10" \l3You are asked to advise an organisation on the introduction of a new software package.

(a)
With the aid of three examples, explain why different users may require different levels of training. 









(6)

(b)
Following the initial training you advise subsequent training for users.  Give two reasons why this may be required, other than financial gain for the training agency. 










(4)
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2)
The Head of a school decides to adopt an IT package to maintain pupils’ records of attainment. The package will be used throughout the school. 

(a)
(i)
Identify three different potential users of this package.



(3)
(ii)
With the aid of examples, describe the different types of documentation that each user will require.








(6)
(b)
Training in the use of this package may be provided by a variety of methods other than formal training courses. Describe two possible alternative methods. 
(4)
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