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Chapter 13 – Worksheet/Student 

13.5.3 AA Worksheet: Verify Work Order Information
In this worksheet a level-two call center technician will find creative ways to verify information that the level-one tech has documented in the work order.
A customer complains that the network connection on the laptop is intermittent. The customer states that they are using a wireless PC card for network connectivity. The customer believes that the laptop may be too far from the wireless access point; however, he does not know where the wireless access point is located.

As a level-two technician, you need to be able to verify information from the work order without repeating the same questions previously asked by the level-one technician.  In the table below, re-word the level-one technician’s question with a new question or direction for the customer.  
	Level-One Tech
	Level-Two Tech

	1. What are the problems that you are experiencing with the laptop?
	

	2. What is the manufacturer and model of the laptop?
	

	3. Which operating system is installed on the laptop?
	

	4. How is the laptop getting power?
	

	5. What were you doing when the problem occurred?
	

	6. Were there any system changes on the laptop recently?
	

	7. Does your laptop have a wireless network connection?
	

	8. Is your PC Card installed securely?
	

	9. How much RAM does your laptop have?
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