Module 12.0 – Introduction 

Module overview 

Single Diagram

Diagram 1, Pictorial 

Operating Systems
Description: Displays a picture of various computer logos, Linux, Windows, Apple, UNIX etc.
Module 12.1 – Select The Appropriate Operating System Based on Customer Needs
Section 12.1.0: Select The Appropriate Operating System Based on Customer Needs
Single Diagram

Diagram 1, Tabular 

Windows OS Features
Description: Displays a table matching Windows versions with their features

Windows Version: XP Professional

Features:

Remote Desktop: Yes

Network Sharing: Yes

Scalable CPU Support: Yes

EFS Support: Yes

Enhanced Security: Yes

Windows Version: XP Home Edition

Features:

Remote Desktop: No

Network Sharing: Yes

Scalable CPU Support: No

EFS Support: No

Enhanced Security: No

Windows Version: XP Media Centre Edition

Features:

Remote Desktop: Yes

Network Sharing: Yes

Scalable CPU Support: Yes

EFS Support: Yes

Enhanced Security: Yes

Windows Version: Windows 2000

Features:

Remote Desktop: Add-On

Network Sharing: Yes

Scalable CPU Support: Yes

EFS Support: Yes

Enhanced Security: Yes

Module 12.1.1 – Describe Operating Systems
Single Diagram

Diagram 1, Tabular
OS Hardware Requirements
Description: Displays a table matching OS systems with their Hardware Requirements

OS: Windows XP

CPU: Intel Pentium/Celeron family, or AMD K6/Athlon/Duron family, or compatible, single or dual processor systems; 200MHz or higher

RAM: 128 MB +

Hard Disk Space: 1.5 GB
Display: Super VGA (800x600) or higher resolution video adapter and monitor
CD: CD-ROM or DVD Drive
Human Interface: Keyboard and Microsoft Mouse or compatible pointing device
I/O: Not Listed
Floppy: Not Listed
OS: MAC OS X

CPU: PowerPC G3, G4, or G5 processor

RAM: 256 MB 

Hard Disk Space: 3.0 GB Minimum

Display: Built-In display, or Apple-supplied video card supported by your computer

CD: DVD Drive for installation

Human Interface: Not Listed

I/O: Built-In FireWire

Floppy: Not Listed

OS: Linux

CPU: 486 or greater

RAM: 32 MB 

Hard Disk Space: 3.5 GB

Display: Not Listed

CD: Not Listed

Human Interface: Not Listed

I/O: Not Listed

Floppy: 3.5” floppy drive

OS: UNIX

CPU: PA-RISC 1.1, PA-RISK 2.0, Sun SPARC, Ultra1 or higher, Pentium II 233 MHz or higher(32-bit), Tru64 CPU Alpha Processor (64-bit), PowerPC processor.

RAM: 64 MB +

Hard Disk Space: 1 GB

Display: Not Listed

CD: Not Listed

Human Interface: Not Listed

I/O: Not Listed

Floppy: Not Listed

Section 12.1.2: Describe Network Operating Systems
Two Diagrams
Diagram 1, List
Network Protocols
Description: Displays a list of the common Network protocols including, and a description of their function:
· HTTP – Hypertext Transport Protocol defines how files are exchanged on the web

· FTP – File Transfer Protocol provides services for file transfer and manipulation

· POP – Post Office Protocol retrieves e-mail messages from an e-mail server

· DNS – Domain Name Services resolves URLs for websites with their IP addresses

· DHCP – Dynamic Host Control Protocol automates assignment of IP addresses

Diagram 2, Activity

Protocol Activity

Description: Match the following five wireless activities with the appropriate protocol

Activity: 

· E-mail retrieval protocol

· Automates assignment of IP addresses

· File Transfer Protocol

· Resolves URLs into IP addresses 

· Defines how files are exchanged on the web

Protocol:

· POP

· DHCP

· FTP

· DNS

· HTTP

Section 12.2: Install, Configure, and Optimise an Operating System
Section 12.2.0: Install, Configure, and Optimise an Operating System
Single Diagram
Diagram 1, Screenshot
Windows XP GUI Installation
Description: Displays a picture of the initial screen encountered when  a Windows XP OS disk is  run. This screen provides the user with four options:

- Install Windows XP

- Install Optional Windows Components

- Perform Additional Tasks

- Check System Compatibility

Section 12.2.1: Compare and Contrast a Default Installation and a Custom Installation
Single Diagram

Diagram 1, Screenshot
Windows Installation Types
Description – Displays a screenshot of the Windows XP Professional Setup, on this screen the Network Settings are being configured, check-box options allows the user to install using the Typical Settings (Automatic) or Custom Settings (requires Manual Configuration).

Section 12.2.2: Install Windows XP Professional Using a Custom Installation
Single Diagram

Diagram 1, Screenshot
Sample Answer File
Description: Displays a text screen answer file listing System Architectures, Product keys, Time Zones, settings etc. This is a list of the resulting text file which is then copied to the distribution shared folder on a server, where further options are available.
Section 12.2.3: Create, View, and Manage Disks, Directories, and Files.
Two Diagrams
Diagram 1, Screenshot
Disk Management
Description – Displays a screenshot of the ‘Computer Management’ screen. This screen displays a tree on the left of screen – showing the available Disk Management tools, On the right of screen is a display of the current HDDs and their status (including size, partitioning, available capacity, file system used etc). The common menu toolbars are still available across the top of the screen.

Diagram 2, Screenshot

Showing File Extensions

Description – Displays the Folder Options screen, This screen comprises four tabs – General, View, File Types, and Offline files. The ‘View’ tab has been selected, this screen is divided into two parts. The first being ‘Folder Options’ where the user/administrator can opt to apply any changes to all folders or re-set all folders to default settings. The second portion of the screen displays the available options which may be selected/de-selected using a checkbox along side each option. These options are quite numerous but include such options as:

· Remember each folders view settings

· Hide protected Operating System Files
· Hide extensions for known file types

· Do not show hidden files and folders

Section 12.2.4: Identify Procedures and Utilities Used to Optimise the Performance of Operating Systems
Three Diagrams
Diagram 1, Screenshots
Hard Drive Management Tools
Description - Displays two overlayed screenshots. The Disk Defragmenter program (Foreground) which defragments the hard drive is shown operating on the systems single HDD, options to ‘Analyse’ and /or ‘Defragment’ are shown along with a visual display bar showing a drives memory location use and if the files stored have been fragmented, are unmovable, free, or unfragmented. The background  screen is the ‘ Local Disk: (C:) Properties’, the ‘Tools’ tab is selected and three tool options are provided – Error-Checking, Defragmentation, and Backup.
Diagram 2, Screenshots

Virtual Memory

Description – Displays two overlayed screenshots, the rear is the ‘Performance Option’ screen and the foreground screenshot is the ‘Virtual Memory’ Screen. From the ‘Performance Options’ screen the ‘Advanced‘ Tab is selected, one of the options on this tab is to open/edit the virtual memory settings which opens the overlaying screenshot. The ‘Virtual Memory’ screenshot allows a user/administrator to manually set the initial and maximum size for virtual memory. (# bigger is NOT always better, most systems will have poorer performance if these settings are too high).
Diagram 3, Screenshot

Services

Description – Displays a screenshot of the ‘Services’ screen. This screen lists the local services and their descriptions/status. A particular service has be highlighted – ‘Automatic Updates’. The following information if given:

Name: Automatic Updates


Description: Enables the …


Status: Started


Startup Type: Automatic


Log On As: Local System

Section 12.2.5: Identify Procedures and Utilities Used to Optimise the Performance of Browsers
Single Diagram

Diagram 1, Screenshot/descriptions
Internet Explorer Options.
Description - Displays a screenshot of the ‘Internet Options’ screen with the tabs highlighted. As each tab is selected a description is given – descriptions follow:

Tab: General

Description: Used to set Home page, view and delete Temporary Internet Files, and change the browser appearance settings. 

Tab: Security

Description: Used to select Internet zones and Trusted Sites
Tab: Privacy
Description: Used for Privacy settings to Block Third-party cookies and Pop-ups
Tab: Content
Description: Used to block unwanted web site content and set identification and personal information
Tab: Connections
Description: Used to set up the Internet Connection settings for the browser
Tab: Programs
Description: Used to set up which programs Windows uses for each Internet service.
Tab: Advanced
Description: Used to enable and disable operation settings of the browser
Section 12.2.6: Describe Installation, use, and Configuration of e-mail Software
Two Diagrams
Diagram 1, Screenshot
Share Resources
Description - Displays a screenshot of the ‘Internet Connection Wizard’, the ‘E-mail Server Names’ and options are given. Options include the type of incoming mail server (In this example POP), and in this scenario the ‘Incoming mail server’, and ‘Outgoing mail server’ addresses are required. 
Diagram 2, Activity

Advantages and Disadvantages of Networking

Description – Match the following e-mail protocol activities with their descriptions.

Activities

· SMTP

· MIME

· POP3

· IMAP

Descriptions

· Uses Post Office Protocol to download e-mail

· Used to send e-mail containing text, pictures, and documents

· Used to download e-mail and synchronise e-mail folders

· Used to send e-mail containing ASCII text only

Section 12.2.7: Set Screen Resolution and Update Video Driver

Two Diagrams

Diagram 1, Screenshot

Display Properties

Description - Displays a screenshot of the ‘Display Properties’ screen. This screen comprises five tabs (Themes, Desktop, Screen Saver, Appearance, and Settings). The ‘Settings’ tab has been selected, here a user/administrator may adjust the screen resolutions and the colour quality (16, 32-bit etc). Features for ‘Troubleshooting’ and ‘Advanced Settings’ for the display properties are also accessible from this screen.  

Diagram 2, Screenshot

Video Driver Update

Description – Displays a screenshot of the ‘Hardware Update Wizard’ screen. Here a User/Administrator may opt to install a new driver automatically (in which case the computer will search the HDD and or the Internet for an updated driver), or the User/Administrator may opt to install from a specific location (If an installation disk, or the location of the driver is known.).
Section 12.2.8: Describe Installation of a Second Operating System
Single Diagram

Diagram 1, Screenshot
The ‘boot.ini’ file
Description: Displays a screenshot of the boot.ini file – this is a text file. Three sections of the file are highlighted, they are listed below.

· ‘timeout=30’

· ‘default=multi(0)disk(0)rdisk(0)partition(3)\\WINDOWS’

· ‘multi(0)disk(0)rdisk(0)partition(1)\\WINDOWS=”Microsoft Windows XP Professional” /fastdetect’

Section 12.3: Describe How to Upgrade Operating Systems

Section 12.3.0: Windows Upgrade Advisor
Single Diagram

Diagram 1, Screenshot
Windows Upgrade Advisor
Description: Displays a screenshot of the ‘Microsoft Windows XP Upgrade Advisor’ screen. Here a textual description is given informing the user that the Advisor will perform various tests on your software and hardware to minimise any issues while upgrading, an internet connection is required for upgrading but a system compatibility test is still available offline. Options to halt or proceed to the next step in the wizard are given. 

Section 12.4: Describe Preventive Maintenance Procedures for Operating Systems

Section 12.4.0: OS Preventive Maintenance
Single Diagram

Diagram 1, List
OS Preventive Maintenance
Description: Displays a list of the key issues to be aware of for Preventive Maintenance

· Automated Tasks

· Service Packs

· Restore Points

Section 12.4.1: Schedule Automatic Tasks and Updates
Two Diagrams
Diagram 1, Screenshot
Scheduling Automated Tasks
Description: Displays a screenshot of the ‘Scheduled Tasks’ screen. Here a user may view the scheduled tasks and their status (Disabled or Active run time). The user may also add additional tasks.
Diagram 2, Screenshot

Automatic Updates

Description: Displays a screenshot of the ‘Automatic Updates’ screen. Here the settings for when the automatic updates are conducted (if at all) and if the updates are automatically installed or if the user reviews the updates prior to installation. 
Section 12.4.2
Single Diagram

Diagram 1, Screenshot
System Restore
Description:  Displays the ‘System Restore’ screenshot. There are three procedures that a user/administrator can initiate from this point. Restore the system to a previously saved restore point, create a new restore point, or change the settings used when creating a restore point.
Section 12.5: Troubleshoot Operating Systems
Section 12.5.0: Troubleshooting Process 

Single Diagram

Diagram 1, Screenshot

Troubleshooting Process

Description:  Lists the steps in the trouble shooting 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 12.5.1: Review the Trouble Shooting Process
Seven Diagrams

Diagram 1, List
Open-Ended Questions
Description: Displays a list of the common Open-Ended questions regarding Operating System errors.

· Have you made any changes to your system

· Have you been on the Internet

· As anyone else had access to your computer

· Does the system look different

Diagram 2, List

Closed-Ended Questions

Description: Displays a list of the common Closed-Ended questions regarding Operating System errors.

· Can you access the Internet
· Does anyone else have this problem
· Have you changed your password recently
· Have you received any error messages on your computer
Diagram 3, List

Verify the Obvious Issues

Description: Displays Step 2 in the Troubleshooting process, and the common questions.

· Do you have the current service pack installed

· Do you have the current drivers installed

· Do you run virus Spyware scanner

· Have you changed any system defaults

· Have you noticed problems with the screen resolution

· Have you noticed any problems when running certain applications

· Has any software been added or upgraded

· Has any hardware been added or removed

· Have any cables been added or disconnected  
Diagram 4, List

Try Quick Solutions First

Description: Displays Step 3 in the Troubleshooting process, and the common procedures
· Reboot the computer (warm boot)

· Turn the computer off then on again (cold boot)

· Driver roll back

· System restore

· Last known good configuration

· Virus scan

· Spyware scan

Diagram 5, List

Gather Data from the Computer

Description: Displays Step 4 in the Troubleshooting process, and the applications of importance questions
· System Files

· Event Logs

· Device Manager

· Configuration files

· Restore Points

· Diagnostic Software

Diagram 6, List

Evaluate the Problem and Implement the Solution

Description: Displays Step 5 in the Troubleshooting process, and the information sources
· Problem Solving Experience

· Other Technician

· Internet Search

· News Groups

· Manufacturer FAQs

· Computer Manuals

· Device Manuals

· Online Forums

· Technical Websites

Diagram 7, List

Close with the Customer

Description: Displays Step 6 in the Troubleshooting process, and the procedures to follow
· 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

Section 12.5.2: Identify Common Problems and Solutions
Single Diagram
Diagram 1, Tabular
Common Problems and Solutions 
Description: Displays a table matching common symptoms with the possible solutions
Symptom: You have a dual-boot system but are unable to access the second operating system

Possible Solution: Make sure the voot.ini file is not corrupt and that it is correct

Symptom: A screen goes blank after you install an updated graphics driver
Possible Solution: If the new driver is bad, boot to VGA mode and use Roll Back Driver to restore the previous driver.
Symptom: A customer plans to install Windows XP on 100 computers in a branch office over a weekend, but is very concerned over how much time it will take.
Possible Solution: Advise the customer that the installation CD will take too long. Consult with the customer about one of the automated installation procedures.
Symptom: The customer is receiving warnings about the hard drive becoming too full
Possible Solution: Run the Disk Cleanup utility to delete temp files
Symptom: A customer receives error messages that an application will not launch because a required service is not running
Possible Solution: Ask the customer for the name of the service in the error message and re-start the service.
Section 12.5.3: Apply Troubleshooting Skills

Single Diagram

Diagram 1, Pictorial

Remote Technician

Description: No Relevant Information 

Section 12.6: Summary

Section 12.6.0: Summary

Single Diagram

Diagram 1, Pictorial

Operating Systems Summary
Description: Replicated Diagram refer to Module Overview, Diagram 1.
