Module 4.0 – Introduction 

Module overview 

Single Diagram

Diagram 1, Pictorial 

Computer Maintenance and Troubleshooting
Description: Displays a picture of a technician working on an open cased laptop.
Module 4.1 – Explain the Purpose of Preventive Maintainence
Section 4.1.0: Work Areas

Three Diagrams
Diagram 1, List 

Hardware Maintenance
Description: Displays a list of hardware maintenance tasks
· Remove dust from fan intakes

· Remove dust from power supply

· Remove dust from components inside computer

· Clean mouse and keyboard

· Check and secure any loose cables

Diagram 2, List

Software Maintenance

Description: Displays a list of software maintenance tasks

· Review security updates

· Review software updates

· Review driver updates

· Update virus definition files

· Scan for viruses and spyware

· Remove unwanted programs

· Scan hard disk for errors
· Defragment hard drive

Diagram 3, List

Preventive Maintenance Benefits

Description: Lists the benefits for preventive maintenance
· Increases data protection

· Extends the life of the components

· Increases equipment stability

· Reduces repair costs

· Reduces the number of equipment failures

Module 4.2 – Identify the Steps of the Troubleshooting Process
Section 4.2.0: Troubleshooting Process
Single Diagram

Diagram 1, List
Troubleshooting Process
Description: Displays a list of the steps in the troubleshooting process

· Gather data from the customer

· Verify the obvious issues

· Try quick solutions first

· Gather data from the computer

· Evaluate the problem and implement the solution

· Close with the customer
Section 4.2.1: Explain the Purpose of Data Protection

Single Diagram

Diagram 1, Pictorial

Data Backup

Description:  Displays a picture of CD/DVD backup disks. 

Section 4.2.2: Gather Data from the Customer

Three Diagrams

Diagram 1, List

Gather Data From The Customer

Description:  Displays a list of information to gather

· Customer Information

· Company Name

· Contact Name

· Address

· Phone Number

· Computer Configuration

· Manufacturer and Model

· Operating System Information

· Network Environment

· Connection Type

· Description of Problem

· Open-ended Questions

· Closed-ended Questions

Diagram 2, Example Questions

Open-Ended Questions

Description:  Lists a few example of open-ended questions

· What problems are you experiencing with your computer or network?

· What software has been installed on your computer recently?

· What were you doing when the problem was identified?

· What hardware changes have been made to your computer recently? 
Diagram 3, Example Questions 
Closed-Ended Questions

Description:  Lists a few example of open-ended questions

· Has anyone else used your computer recently?

· Can you reproduce the problem?

· Have you changed your password recently?

· Have you received any error messages on your computer?

· Are you currently logged into the network?

Section 4.2.3: Verify the Obvious Issues

Single Diagram

Diagram 1, List

Verify the Obvious Issues

Description: Lists various obvious issues

· Loose external cable connections

· Incorrect boot Order in BIOS

· Non-Bootable floppy disk in floppy drive

· Power switch for an outlet if turned off

· Surge protector is turned off

· Device is powered off

Section 4.2.4: Try Quick Solutions First

Two Diagrams

Diagram 1, List

Try Quick Solutions First

Description: Lists quick solutions to attempt.

· Check that all cables are connected to the proper locations

· Remove and reconnect cables

· Reboot the computer or network device

· Log in as a different user

· Check computer for the latest OS patches and updates.

·  connections

Diagram 2, Information Form
Updated Work Order

Description:  Displays a completed work order form including company details, and system details, along with a description of the problem encountered and the applied solution.
Section 4.2.5: Gather Data From the Computer

Three Diagrams

Diagram 1, List

Gather Data from the Computer

Description: Lists the data to be collected

· Error Messages

· Beep Sequences

· LED’s

· POST (Power On Self Test)

Diagram 2, Screenshot

Event Viewer

Description:  Displays a screenshot of the windows event viewer. This screenshot shows application errors along with their date, time, category and Type of event (in this case an error/s).

Diagram 3, Screenshot

Device Manager

Description:  Displays a screenshot of the windows Device Manager. This screenshot lists the devices and adaptors in the system which have an issue ( Wrong/old Driver, Communication issues, Device hardware failure etc). All Devices/adaptors are listed, only those with issues are highlighted using a Yellow Surrounded asterix/question mark icon. 

Section 4.2.6: Try Quick Solutions First

Single Diagram

Diagram 1, List

Try Quick Solutions First

Description: Lists the resources to access to aid evaluation and assist in solution implementation.

· Problem Solving Experience

· Other Technicians

· Internet search

· News Groups

· Manufacturer FAQ’s

· Computer Manuals

· Device Manuals

· Online Forums

· Technical Websites

Section 4.2.7: Close with The Customer

Two Diagrams

Diagram 1, List

Close with the Customer

Description: Lists the information and records to be discussed with the client.

· Discuss the solution implemented with the customer

· Have the customer verify that the problem has been solved

· Provide the customer with all paperwork

· Document the steps taken to solve the problem in the work order an in the technicians journal

· Document any components used in the repair

· Document the amount of time spent to resolve the problem

Diagram 2, WorkSheet

Trouble shooting Process

Description: Of the following ten options select and order the six in the troubleshooting process.

1) Gather Solutions From The Customer

2) Research Solutions First

3) Greet the Customer

4) Gather Data From The Computer

5) Verify The Obvious Issues

6) Gather Data from outside Sources

7) Evaluate the problem and implement the solution

8) Try quick solutions first

9) Gather data from the Customer

10)  Close with the customer 

Module 4.3 – Summary
Single Diagram

Diagram 1, Pictorial

Description:  Duplicated image, ref Module Overview.
