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Introduction

This theme is intended to provide the opportunity for students to develop knowledge and skills required to communicate appropriately and effectively in their interactions with clients including providing advice and support in an information technology environment.

The content covers 2 units of competency:


ICAW2002A
Communicate in the workplace

ICAS3031A
Provide advice to clients

HSC Requirements and Advice – Key terms and concepts:

The terms and concepts listed below are those that the Board of Studies have advised could be examined, for each unit of competency, in the ITVET HSC examination. When preparing for your HSC exam and summarising you should pay particular attention to these terms.

Communicate in the workplace


•
access and equity principles

•
active listening

•
appropriate persons

•
audit trials

•
barriers to effective communication

•
benefits of good customer service

•
client base

•
client interaction protocols

•
communication methods and equipment

•
communication process/cycle

•
cultural differences

•
cultural groups in Australian society

•
current business practice for preparation of documentation

•
decision-making

•
enquiry

•
good customer service practices

•
internal and external client

•
lines of reporting

•
naming standards

•
negotiation

•
non-verbal communication

•
open, closed and reflective questions

•
organisational policies and procedures

•
organisational systems, values and code of conduct

•
personal attributes

•
preferences, needs and expectations

•
prioritising

•
proactive strategies

•
problem-solving

•
processing internal and external requests/enquiries

•
products and services

•
receiving request/enquiry

•
recording and reporting

•
request

•
scope of responsibility

•
structured follow-up

•
tolerance and respect

•
tracking processes

•
turnaround times

•
vendor applications

•
verbal communication

•
version control

•
work ethics

•
workplace documentation

•
written communication.

Provide advice to clients

•
acceptable timeframes

•
advanced features and functions of software

•
advice and support

•
approval policies and procedures

•
audit trails

•
basic features and functions of operating system

•
benefits and limitations of solutions

•
benefits of client feedback

•
benefits of good customer service

•
client feedback

•
client needs analysis/assessment

•
client support issues

•
constraints

•
contract and service agreements with vendors

•
details to be documented

•
features of different types of hardware

•
good customer service

•
interaction with client

•
internal and external clients

•
investigation

•
investigation methods


•
known solutions to predictable problems

•
log

•
macros and templates

•
manuals and help documentation

•
methods to obtain client feedback

•
naming standards

•
paper-based and electronic records

•
personal attributes

•
problem-solving

•
report writing

•
research skills

•
review client feedback

•
security and network guidelines and procedures

•
sources of information

•
standards for workplace documentation

•
technical information

•
technical support

•
tracking process

•
verbal and non-verbal communication

•
version control.

Interacting with clients

Importance of communication in an information and communication technology (ICT) industry or environment.

Types of clients :

· internal

· workmates/colleagues/employees

· departments

· external.

Personal attributes and work ethics of ICT staff:

· attendance and punctuality

· ethical behaviour

· courtesy

· honesty

· work performance

· taking directives

· attention to detail

· personal presentation and grooming

· attitude

· discretion

· confidentiality

· consistency of service

· safe working practices.

Personal attributes that will assist employees to be responsive to client needs:

· sincerity 

· confidence

· enthusiasm

· efficiency

· interest in other people.

Establishing good work habits through knowledge of the company/organisation:

· product range and service(s) offered

· client base

· greeting and closing procedures

· client interaction protocols

· request/enquiry records and tracking

· request/enquiry procedures.

Broad knowledge of vendor applications and their features.

A broad knowledge of organisational systems, values and code of conduct in relation to establishing contact with clients.

Cultural diversity

A basic understanding of the concepts of:

· cultural diversity

· cultural differences

· cultural awareness.

An awareness of elements of cultural differences:

· interpersonal relations

· festival/celebrations

· family structure/obligations

· language

· religion

· customs

· social values

· work ethic

· communication

· product/service preference.

The importance of respecting individual difference arising from:

· culture

· race

· language

· gender

· age

· religious beliefs

· customs/traditions

· people with special needs.

General characteristics of the different cultural groups in Australian society.

An understanding for the need for tolerance and respect in the workplace.

Proactive strategies for promoting workplace diversity and accommodating individual differences in the workplace:

· staff training

· utilising an individual’s difference/skills

· using a range of communication media and techniques

· promoting cultural celebrations and celebrating differences

· actively seeking to break down barriers

· developing a workplace culture of empathy and tolerance.

Communication

Brief overview of the communication process/cycle:

· sender

· receiver

· message

· feedback.

Barriers to effective communication:

· bias and stereotyping

· lack of empathy

· negative subtext

· gender issues

· individual differences

· inconsistency

· emotions

· physical barriers, eg noise

· inattention

· pressure of time.

Types of communication:

· verbal

· face-to-face

· telephone

· mobile phone

· answering machine 

· paging system

· team meeting

· daily conversation

· non-verbal

· written

· direct mail/letters (general correspondence)

· messages

· electronic mail

· internet/intranet

· memoranda

· facsimiles

· client records

· workplace forms/documents

· reports.

Effective communication techniques in relation to non-verbal communication:

· understanding body language

· interpreting

· subtext

· gestures

· standards of dress

· use of personal space.

The importance of communicating in a language that is:

· clear

· concise

· directive

· purposeful

· correct

· courteous

· culturally sensitive.

The importance of the following to verbal communication:

· appropriate language

· clear voice

· audible volume

· courteous tone

· active listening

· asking questions or rephrasing to clarify or confirm understanding.

The importance of the following skills in written communication:

· accurate spelling, grammar and punctuation

· appropriate tone, format and style

· sentence construction (short, simple and correct)

· legible handwriting

· plain English

· avoid jargon

· technical detail accompanied by explanation

· proofreading and editing.

An awareness of access and equity principles when communicating with people from diverse backgrounds and those with special needs.

Communication methods

General features, benefits and working knowledge of a range of communication methods and equipment.

Factors affecting selection of particular communication methods/equipment:

· technical and operational features

· access of the sender and receiver to necessary equipment

· technical skills required to use the medium

· required format

· degree of formality required

· urgency and time frames.

Customer Service

An understanding of:

· the relationship between client service and business success

· the concept ‘client-focused’ company/organisation.

Benefits of good customer service:

· promoting goodwill

· client loyalty/repeat business

· new business

· productivity

· credibility

· promoting company/organisation service ethic.

Establishing good customer service:

· knowledge of company/organisation product/service policies

· use language that is targeted to the specific customer 

· present a friendly and courteous manner

· use positive gestures and body language

· ensure prompt response to enquiry/request

· adopt a solutions-oriented approach

· follow-up to maximise customer satisfaction.

Customer Needs

An awareness of the difference between preferences, needs and expectations.

An understanding of the differing needs of internal and external clients.

An understanding of:

· the purpose of background knowledge of client requirements

Acknowledgement that in order to design a solution to a client’s problem you have to understand their need.

Establishing customer preferences, needs and expectations through:

· active listening

· using open, closed and reflective questions

· observation and recognition of non-verbal signs.
Client needs analysis/assessment to enable:

· a clear understanding of the client request/problem

· an evaluation of client requirements

· the prioritisation of requirements as essential or optional.

Workplace documentation

A range of workplace documentation:

· memorandum

· email

· letter

· facsimile

· report.

Company/organisation/industry standards for workplace documentation:

· format

· style

· language

· clear

· concise

· directive

· purposeful

· correct

· culturally sensitive

· jargon-free

· details required.

Current business practice in relation to preparation of workplace documentation:

· formatting

· style guides

· templates

· wizards

· document naming and filing conventions

· header/footer, page/section break, margins and page numbering

· editing and proofing.

Recording and reporting liaison with customers Recording and documenting

Company/organisation/industry practices for recording and reporting:

· formal/informal

· verbal/written.

Taking messages and sending them to the relevant person:

· information to be obtained

· repeating main points to ensure accuracy

· system to record message (paper or electronic).

Company/organisation/industry practices for:

· tracking process

· audit trails

· naming standards

· version control.

Understanding lines of reporting and communication with supervisor/team leader and colleagues within the workplace.

Service/support

Company/organisation’s:

· contracts and service agreements with vendors

· available support

· in-house

· vendor

· third party.

Company/organisation approval policies and procedures:

· services that can be provided on verbal approval from client

· services that require written/signed approval

· workplace documentation to be completed

· authorised person/s for signature.

The purpose for obtaining approval:

· client verification of their requirements

· to ensure 

· solution is within company/organisation policy

· costing of the solution is understood and allocated

· timeframes for implementation of solution are acceptable.

A range of client support issues.

Methods to investigate support issues:

· interview the client using open, closed and reflective questions combined with active listening

· on-site observation/examination

· questionnaire

· focus group

· contacting vendor/maintenance organisation

· existing documentation.

Skills to investigate support issues:

· research

· problem-solving

· report writing.

Constraints that apply to provision of advice/support:

· cost

· time available

· business policies and practices

· staff skills and training requirements

· room or building geometry.

Factors influencing the amount of technical support required:

· skill level of client

· complexity of solution being implemented.

A range of possible advice and support:

· provision of user documentation/manuals to assist client

· one-to-one instruction/training

· referral of training need to client’s supervisor/team leader

· documentation from vendor

· advice on hardware and software supported by the company/organisation.

Benefits and limitations of providing support as:

· one-on-one instruction

· team/group training.

Requests/enquiries

Receiving requests and enquiries through:

· telephone

· workplace forms (paper and electronic)

· electronic mail

· face-to-face

· memoranda

· facsimiles

· handwritten notes/letters.

Skills required:

· problem-solving 

· listen and acknowledge

· identify problem

· consider solutions

· action

· record

· follow-up

· decision-making

· negotiating

· prioritising.

An understanding of:

· the need for a continuous log/record of requests/ problems.

Standard operating procedures (SOP) for processing internal and external requests/enquiries:

· recording initial request/enquiry

· disseminating request/enquiry to appropriate person

· respond to request/enquiry

· inform client

· record action

· structured follow-up.

Paper-based and electronic means for:

· clients to record/log their requests/enquiries/ problems

· information and communications technology (ICT) staff to record client requests/enquiries/problems. 

Details to be documented by ICT staff:

· client contact details

· a description of the problem

· progress of each task

· actions taken (both successful and unsuccessful) to

· answer enquiry

· fulfil request

· solve the problem

· up-to-date list of outstanding or urgent tasks.

Awareness of the scope of responsibility of personnel

to enable referral of request/enquiry to the most appropriate person.

Appropriate persons:

· colleague

· supervisor/team leader

· technical expert

· trainer

· vendor representative

· supplier

· industry/regulatory body.
The importance of acting within the level of authority in terms of:

· taking initiative

· problem-solving

· decision-making.

Effective responses to a range of potential enquiries and requests.

An awareness of company/organisation standard turnaround times.

Solutions

A knowledge of the following supported by the client’s company/organisation:

· basic features and functions of the operating system

· features of the different types of hardware

· advanced features and functions of the software

· contract and service agreements with vendors

· security and network guidelines and procedures.

Interaction with the client to:

· provide an overview of task, finding(s) and recommendation(s)

· enable discussion of feasible alternative(s)

· decide on best solution to enhance client efficiency

· arrange implementation of course of action.

Verbal and non-verbal communication skills to convey comprehensive technical information to client in a clear, coherent, concise and jargon-free manner.

An awareness of the importance of ICT staff and the client agreeing on what is to be done in regard to the request/problem.

Sources of information and possible solutions:

· colleagues

· company/organisation policies and manuals

· consultants

· suppliers

· personal/professional contacts

· ICT industry publications

· trade shows

· the internet

· technical manuals

· help documentation.

Benefits and limitations of a range of solutions:

· hardware

· upgrades

· new

· software

· upgrades

· new

· user training

· implementing a new system.

A knowledge of the process for developing macros and templates:

· analyse client requirements

· design solutions

· discuss solutions with the client and choose a solution

· create and test solution

· demonstrate solution to client

· refine the solution

· document the solution.

Writing a range of macros and templates.

Application of known solutions to a range of predictable problems.

An awareness of the importance of:

· implementing solutions within acceptable timeframes

· minimising impact on client’s daily responsibilities.

An awareness of the benefits of following up with clients post-resolution.

Feedback

Types of feedback:

· positive

· negative

· constructive.

Recognition of the value of client feedback to the company/organisation:

· improving business relationships

· identifying and overcoming existing problems

· eliminating entrenched work practices

· improving productivity

· enhancing output quality

· future development of the company/organisation.

Methods to obtain client feedback:

· questionnaire

· paper

· electronic

· interview

· focus group.

Points to consider when designing feedback mechanism:

· use of language

· targeted to client

· plain English

· minimising technical/industry jargon

· questioning technique

· open, closed and/or reflective

· avoiding bias/leading questions

· opportunity for ‘free-response’.

How to interpret feedback in order to improve work practices.

Reporting feedback to appropriate person(s):

· supervisor/team leader

· management

· vendor

· supplier

· trainer

· colleagues.
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