Module 10.0 – Communication Skills

Module 10.0 – Introduction

Single Diagram

Diagram 1, Pictorial

Technician at Work

Description – The picture identifies three people working in a help desk environment, the people are all wearing headsets and looking at Computer Monitors

Module 10.1 - Explain The Relationship Between Communication And Troubleshooting

Single Diagram

Diagram 1, Tabular

Technician Resources

Table:

Personal Experience

Scripts

Websites

Search Engines

Online FAQs

Co-workers

Support Vendors

Diagnostic Repair Tools

Manufacturer Manuals

E-mail

Module 10.2 – Describe Good Communication Skills And Professional Behavior

Single Diagram

Diagram 1, Pictorial

Good Communication Skills

Description – The picture identifies four people all using communication devices three are using headsets and one is using a Mobile Phone

Section 10.2.1 – Determine The Computer Problem Of The Customer

Single Diagram

Diagram 1, Pictorial

Listen to Your Customer

Description – The picture identifies two people, one is using a Mobile Telephone and the other is using a headset

Section 10.2.2 – Display Professional Behavior With The Customer

Multiple Diagrams

Diagram 1, Tabular

Putting a Customer on Hold

Table:

Do:

Let the customer finish talking

Explain that you will have to put the customer on hold and why

Ask if it is all right to put the customer on hold

Once given consent, tell the customer you will be just a minute

Do Not:

Interrupt

Abruptly put the customer on hold

Put ton hold without an explanation and the customers, consent

Diagram 2, Tabular

Transferring a Call

Table:

Do:

Let the customer finish talking

Explain that you will have to transfer the call, tell the customer to whom, and why

Tell the customer the number you are transferring the customer to (e.g. #142)

Ask if it is all right to transfer the call now

Once given consent begin the transfer

Tell the new tech who you are, the ticket number and the name of the customer 

Do Not:

Interrupt

Abruptly transfer the call

Transfer without an explanation and the customer consent

Transfer without informing the new tech

Section 10.2.3 – Focus The Customer On The Problem During The Call

Single Diagram

Diagram 1, Tabular

Five Types of Difficult Customers

Table:

Talkative Customer

Do: Allow the customer to talk for one minute

Do: Gather as much information about the problem as possible

Do: Politely step in to refocus the customer. This is the exception to the rule of never interrupting a customer

Do: Ask as many closed-ended questions as you need to once you have regained control of the call

Do Not: Encourage non-problem related conversation by asking social questions such as “How are you today?”

Rude Customer

Do: Listen very carefully, as you do not want to ask the customer to repeat any information

Do: Follow a step-by-step approach determining and solving the problem

Do: If the customer has a favourite technician try to contact that technician to see if they can take the call. As an example, tell the customer, “I can either help you right now or see if (the preferred technician) is available. they will be available in two hours. Will that be acceptable?” If the customer wants to wait for the other technician record this in the ticket

Do: Apologize for the wait time and the inconvenience, even if there has been no wait time

Do: Reiterate that you want to solve their problem as quickly as possible

Do Not: Ask the customer to do any obvious steps if there is any way you can determine the problem without them

Do Not: Be rude to the customer, even if they are rude to you

Angry Customer

Do: Let the customer tell their problem without interrupting, even if they are angry. This allows the customer to release some of their anger before you proceed

Do: Sympathize with the customer’s problem

Do: Apologize for wait time or inconvenience

Do Not: If at all possible, try not to put this customer on hold or transfer the call

Do Not: Spend call time talking about what caused the problem (rather, redirect the conversation to solving the problem)

Knowledgeable Customer

Do: If you are a level-one technician, you might want try to set up a conference call with a level-two technician

Do: Give the customer the overall approach to what you are trying to verify

Do Not: Follow a step-by-step process with this customer

Do Not: Ask to check the obvious, such as the power cord or the power switch. As an example you could suggest a reboot instead

Inexperienced Customer

Do: Use a simple step-by-step process of instructions

Do: Speak in plain terms

Do Not: Use industry jargon

Do Not: Be condescending to your customer or belittle them

Section 10.2.4 – Use Proper Netiquette

Single Diagram

Diagram 1, Tabular

Basic Netiquette

Table:

Be pleasant and polite

Begin each e-mail, even within a thread, with an appropriate greeting

Never send chain letters via e-mail

Do not send or reply to “flames”

Use mixed cases. UPPER CASE IS CONSIDERED SHOUTING

Check grammar and spelling before you post

Be ethical

Never mail or post anything you would not say to someone’s face

Section 10.2.5 – Implement Time And Stress Management Techniques

Multiple Diagrams

Diagram 1, Pictorial

Workstation Ergonomics

Description – The picture identifies a workstation which is ergonomically correct, all items on the desk are reachable and the monitor has been raised

Diagram 2, Pictorial

Call Board

Description – The picture identifies a screen capture of call board software, the software includes Call Queues, Calls being processed, Agents logged in

Diagram 3, Tabular

Ways to Relax

Table:

Practice relaxed breathing: inhale-hold-exhale-repeat

Listen to soothing sounds

Massage your temples

Take a break – go for a quick walk, or climb a flight of stairs

Eat something small – a snack with protein is best

Plan your weekend

Avoid stimulants like coffee, fizzy drinks and chocolate. All contain caffeine and can add to stress

Section 10.2.6 – Observe Science Level Agreements (SLAs)

Single Diagram

Diagram 1, Pictorial

Service Level Agreements

Description – The picture identifies a SLA with the following main headings circled, Service Monitoring, Contingency, Maintenance Windows and Response Time Guarantee

Section 10.2.7 – Follow Business Policies

Single Diagram

Diagram 1, Pictorial

Call Center

Description – The picture identifies multiple people all working in a call center environment

Module 10.3 – Explain Ethics And Legal Aspects Of Working With Computer Technology

Single Diagram

Diagram 1, Pictorial

Customer Property

Description – The picture identifies two people, one is holding a PDA

Module 10.4 – Describe Cal Center Environment And Technician Responsibilities

Single Diagram

Diagram 1, Pictorial

Call Center

Description – The picture identifies three people working in separate cubicals in a call center environment

Section 10.4.1 – Describe The Call Center Environment

Multiple Diagrams

Diagram 1, Pictorial

Call Center Technician at Work

Description – The picture identifies a Technician working in a cubical, Inside the cubical there is a desk, Computer, Phone and Chair

Diagram 2, Tabular

Help Desk Software Users

Table:

Log and track incidents – The software may manage call queues, set call priorities, assign calls and escalate calls

Record contact information – The software may store, edit and recall customer names, email addressed, phone numbers, location, websites, fax numbers, and other information

Research product information – The software may provide to technicians information regarding the products they support, including features, limitation, new versions, configuration constraints, known bugs, product availability, links to online help files and other information

Run diagnostic utilities – The software may have several diagnostic utilities including remote diagnostic software, in which the technician can take over a customer’s computer while sitting at a desk in the call center

 Research a knowledge base – The software may contain a knowledge database that is pre-programmed with common problems and their solutions. This database may grow as technicians add their own records of problems and solutions

Collect customer feedback – The software may collect customer feedback regarding satisfaction with the call center’s products and services

Diagram 3, Tabular

Call Prioritization

Table:

Name – Definition - Priority

Down – The company cannot operate with any computer equipment – 1 (Most Urgent)

Hardware – One or more computers not functioning correctly – 2 (Urgent)

Software – One or more computers have software or operating system errors – 2 (urgent)

Network – One or more computers that cannot access the network – 2 (Urgent)

Enhancement – Request for additional functionality – 3 (Important)

Section 10.4.2 - Describe Level-One Technician Responsibilities

Multiple Diagrams

Diagram 1, Tabular

Information Checklist

Table:

Contact information

What is the manufacturer and model of computer?

What OS is the computer using?

Is the computer using AC or DC power?

Is the computer on a network? If so, is it a wired or wireless connection?

Was any specific application being used when the problem occurred?

Have any new drivers or updates been installed recently? If so, what are they?

Description of the problem

Priority of problem

Diagram 2, Tabular

Customer and Technician Problem

Table:

Customer Problem Description – Technician Documentation

Printer will not print – The printer will print a test page, but will not print from a specified application

Mouse does not work – The mouse is dirty and the user is not able to control the cursor

Cannot get onto the network – The user is not able to log in to the network

Monitor not working – Monitor settings have been altered. No images can be seen on the screen

Computer will not turn on – The computer will not boot to the Windows OS desktop

Section 10.4.3 - Describe Level-Two Technician Responsibilities

Single Diagram

Diagram 1, Pictorial

Escalated Work Order

Description – The picture identifies a screen capture of a work order sheet with the following information Category, Type, Item, Located, Status, Pending, Summary, Priority, Connection Type, Environment

The text in the notes section at the bottom is as follows

Problem Description

User complains that the laptop won’t boot up.

No software was added recently.

No operating system changes have been made.

No peripherals have been added.

Problem Solution

The level 1 technician was unable to resolve the problem within 10 minutes

The work order is being escalated to a Level 2 technician.

