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Rationale:	This theme is intended to provide the opportunity for students to develop knowledge and skills required to create, edit and use organisational documents in an information technology environment. The unit “Operate Computing Packages” is assessed during this theme (5 hours), however no extra time is devoted to teaching the unit as it is taught in conjunction with the other units of the theme. 
Units of competency:	ICAU2006A    Operate computing packages (Not tested in HSC)
		ICAU2013A    Integrate commercial computing packages
		ICAD2012A    Design organisational documents using computing packages
		ICAD3218A    Create user documentation
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HSC – Key terms and concepts:
For the HSC exam you should be able to define, describe and/or apply each of the following key terms and concepts.
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	12	
analytical skills
commercial application software packages
compatible data format
compression
conversion tool
creation of data source and form letter
data
destination file
features, benefits, limitations and use of application software packages
graphic file formats
import and export
input/output devices
linking and embedding
mail merge
manipulate, convert and integrate data between application software packages
preparing business reports
problem solving
reading and comprehension of technical manuals
save, store, find and use files
selecting appropriate software
source file
sources of advice, support and technical information
text file formats
user help documentation
working knowledge of application software packages
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access and retrieve data/documents
appropriate person/s
business specifications and conventions
client/customer expectations
client/customer approval
commercial software applications
company/organisation procedures
company/organisation-specific software applications
customer service
decision making
design and configure document templates
design requirements
document design
document specifications and conventions 
edit documents
exit applications
features, benefits and limitations of templates and wizards 
features, benefits, limitations and use of application software packages
input/output devices
internal and external clients/customers
manipulate documents
occupational health and safety (OHS)
organisational document/s
organisational needs
preparing business reports
print organisational documents
problem solving
save, store, find and use files
selecting appropriate software
store documents
style guides
template
toolbars
wizard
working knowledge of application software packages
working knowledge of templates and wizards.
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appropriate person/s
approval
blueprint
characteristics of effective user documentation
create user documentation
documentation process
documentation requirements
function and features of templates
gather and analyse feedback
general features, benefits and limitations of paper-based and online user documentation
general features, benefits, limitations and working knowledge of software tools/packages
identify and clarify needs of the target audience
investigation and research into the system/platform/network/application to be documented
naming standards 
points to consider when writing content 
principles of instructional, document and web design
proof-reading and review of user documentation
purpose of user documentation
standards
storage, distribution and maintenance/ review of user documentation
style guides
target audience
tracking processes
types of user documentation
user documentation
version control.
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1.1	Identify the requirements of the task
Current business practice in relation to preparing reports.
Use of a range of input/output devices as required by the task.
1.2	Select appropriate software and file formats
An awareness of the differences between:
· commercial software applications
· company/organisation-specific software.
A range of application software packages including:
· word processing
· spreadsheet
· presentation
· communication
· database
· graphics.

A broad knowledge of the following in relation to a range of application software packages:
· features
· benefits
· limitations
· application/use.
Points to consider when selecting appropriate software including:
· client/customer needs
· user ability
· appropriateness to the task
· budget
· time constraints
· availability of hardware and other supporting resources 
· licensing requirements.
Create a list of the software available on your computer and outline the purpose of each software application. Describe features, benefits, limitations and uses of each type of application

Basic decision making skills.

A basic knowledge of file formats including:
· text file formats
· rich text format (RTF)
· data interchange format (DIF)
· text file (TXT)
· hypertext markup language (HTML)
· graphic file formats
· portable network graphics (PNG)
· graphics interchange format (GIF)
· tagged-image file format (TIFF)
· joint photographic experts group (JPEG)
· bitmap (BMP).

Research each file extension above. Create a table listing each file extension and identifying the type of file/document each is used for.

The difference between a source file and destination file.
As appropriate to the task, integration of application software packages including:
· word processing
· spreadsheet
· presentation
· communication
· database
· graphics.
Refer to Competency Task for this unit
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2.1	Create a mailing list using a database, spreadsheet or address book, and merge mailing list with another document
Creation of a data source and form letter and mail merge to produce:
· merged documents 
· mailing labels.
Refer to Competency Task for this unit

2.2	Use a conversion tool of a software application package to convert data from one format to another to enable additional work on the converted data
An understanding of compatible data format.

Working knowledge of conversion tool/s of a range of application software packages.


Describe situations where different data formats are appropriate for different purposes. 
Eg Why are Image formats used on the Web gif, jpg and png rather than tif or bmp.


2.3	Save data to a new file format
An awareness of:
· the reasons for saving to a different file format
· the benefits and limitations of reducing file sizing by compression.

Describe the use of filters to convert files from a source format into destination format.

2.4	Import objects from another software application package and modify as required to produce a required outcome
2.5	Export data to another software application package to produce a required outcome

Refer to Competency Task for this unit

2.6	Create a link between one software application package and another, and use this to update information to a document

Benefits, limitations and working knowledge of:
· importing and exporting data
· object linking and embedding
· linking documents.
1. Distinguish between importing and exporting data. Describe the basic process of each.
2. Distinguish between object linking and embedding. What are the advantages of linking rather than embedding?
3. How can the linking of documents assist in the creation of workplace documentation?

The ability to manipulate, convert and integrate data between commercial application software packages including:
· the creation of a word-processed document containing a graphic generated in another package
· the export/import of data between a database and spreadsheet
· exporting database and spreadsheet data to a text file
· creation of a presentation containing text and graphics generated in another package.
Describe the process of accomplishing each of the above dot points.

[bookmark: _Toc292362571]3	Save and retrieve data with the aid of help functions	
3.1	Save data to disk
3.2	Convert data to a new file format
3.3	Re-access data and check information

Refer to Competency Task for this unit

Knowledge of how to save, store, find and use files effectively including:
· navigating around the hard disk
· viewing files
· implementing file management/system
· identifying different kinds of files
· using the system browser
· opening and saving documents
· file naming conventions
· making new folders, subfolders and shortcuts
· copying files to storage devices
· renaming folders and files
· changing file type 
· moving files
· finding misplaced documents
· deleting unwanted files
· managing the recycle bin
· viewing and applying various file properties
· backing up files for security
· version control.



A range of storage devices including:
· hard drive
· zip drive
· portable drive
· CD
· DVD.
For each storage device outline the medium type, storage method, volatility, physical size, storage capacity, portability and use (advantages/disadvantages). Include an image.

3.4	Obtain organisational documentation, such as procedures, manuals and guides and use when appropriate
A basic awareness of the following supported by the company/organisation:
· features and functions of the operating system
· features of the different types of hardware
· features and functions of the software
· contract and service agreements with vendors.

From Wikipedia
A 'service level agreement' is a part of a service contract where the level of service is formally defined. In practice, the term SLA is sometimes used to refer to the contracted delivery time (of the service) or performance.
SLAs are also defined at different levels:
· Customer-Based SLA: An agreement with an individual customer group, covering all the services they use. For example, an SLA between a supplier (IT service provider) and the finance department of a large organization for the services such as finance system, payroll system, billing system, procurement/purchase system, etc.
· Service-Based SLA: An agreement for all customers using the services being delivered by the service provider. For example:
· A car service station offers a routine service to all the customers and offers certain maintenance as a part of offer with the universal charging.
· A mobile service provider offers a routine service to all the customers and offers certain maintenance as a part of offer with the universal charging
· An email system for the entire organization. There are chances of difficulties arising in this type of SLA as level of the services being offered may vary for different customers (for example, head office staff may use high-speed LAN connections while local offices may have to use a lower speed leased line).
· Multilevel SLA: The SLA is split into the different levels, each addressing different set of customers for the same services, in the same SLA.
· Corporate Level SLA: Covering all the generic service level management (often abbreviated as SLM) issues appropriate to every customer throughout the organization. These issues are likely to be less volatile and so updates (SLA reviews) are less frequently required.
· Customer Level SLA: covering all SLM issues relevant to the particular customer group, regardless of the services being used.
· Service Level SLA: covering all SLM issue relevant to the specific services, in relation to this specific customer group.
Task: Find a contract that a consumer or business would agree to when signing up with an ISP (a vendor). Read the contract and make notes describing the SLA that is agreed to by the ISP.

Sources of advice, support and technical information that may be useful when undertaking a task and/or problem solving including:
· documentation
· user manuals
· technical manuals
· training manuals/materials
· company/organisation policies and manuals
· textbooks
· industry publications/magazines
· personnel
· colleagues
· consultant
· supplier
· vendor
· personal/professional contacts
· other
· in-house and/or vendor help-desk facility
· one-to-one instruction/training
· websites.
Describe how each of the above bullet pointed “sources” can be used to find advice when undertaking a task

3.5	Save data to disk
3.6	Access user help documentation or other resources for basic difficulties with software application package

Skills including:
· reading and comprehension of technical manuals
· basic analytical skills
· problem solving skills.

In the X: folder is the technical manual for the msi X58A-GD45 mainboard. Use the manual to determine 
1. the type of RAM used and maximum number of slots available for RAM use. 
2. How to connect power to the mainboard
3. How to connect the power switch with the mainboard

Application of known solutions to a variety of predictable end-user problems involving computer hardware and software.
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1.1	Use applications to design and configure document templates for use in a business environment

A basic knowledge and application of:
· occupational health and safety (OHS) procedures related to the work environment and tasks
· basic ergonomic solutions relating to products and people/production interaction to reduce potential harm to a user when performing computer-related tasks.

Types of clients/customers including:
· internal 
· workmates/colleagues/employees
· departments
· external.

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

Establishing good customer service including:
· knowledge of company/organisation product/ service policies
· use language that is targeted to the specific client/ 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.

Types of company/organisation documents including:
· paper-based
· online/electronic
· internal (for in-house use, used by the same company/organisation that develops it)
· external (for outside use, for users outside the company/organisation that develops it).

An awareness of the difference in design elements and requirements between paper-based and online/ electronic documents.

Accessing a range of organisational documents created for different purposes to:
· identify positive and negative aspects of the design
· analyse and evaluate their development and effectiveness.

Identifying the needs of the client/customer/target audience and anlaysing their needs in order to:
· determine document requirements
· produce effective documents.

Using questioning techniques and active/reflective listening to: 
· identify 
· client/customer need/s
· target audience
· confirm the main purpose of the document.

An understanding of the function and features of templates including:
· helps to establish and maintain standards
· outline the structure and format of the document
· ensure standard text, diagrams and styles
· allow more than one person to work on the document and maintain same structure.

General features, benefits, limitations and working knowledge of:
· templates (including editing an existing template and creating templates)
· wizards.

1.2	Demonstrate the implementation of design guidelines
A basic knowledge of:
· business specifications and conventions
· document specifications and conventions
· principles of document design
· layout
· graphics
· colour schemes
· font.

Types of style guides including:
· generic
· corporate
· project-specific.

An awareness of the information provided in a style guide including:
· font styles and form
· appropriate terminology
· acceptable spelling, abbreviations and acronyms
· preferred document and page layout
· use of punctuation, numbers, bullets and symbols
· company/organisation and product names and logos usage
· referencing standards
· problem words
· use and appearance of graphics, captions, figures and tables.

An awareness of:
· the benefits of style guides
· possible results if style guides are not used
· the importance of knowing when to vary from a style guide.

Use of style guide/s to create documents to specification.

Company/organisational procedures for document design.

Current business practice in relation to preparing reports.

1.3	Select appropriate software
An awareness of the differences between:
· commercial software applications
· company/organisation-specific software.

A range of application software packages including:
· word processing
· spreadsheet
· presentation
· communication
· database
· graphics.

A broad knowledge of the following in relation to a range of application software packages:
· features
· benefits
· limitations
· application/use.

Points to consider when selecting appropriate software including:
· client/customer needs
· user ability
· appropriateness to the task
· budget
· time constraints
· availability of hardware and other supporting resources 
· licensing requirements.

Basic decision making skills.

1.4	Use software as per specifications to design documents
Working knowledge of a range of application software packages to enable skills to create, work with and modify:
· text documents
· spreadsheets
· presentation/multimedia files
· electronic mail
· databases
· graphic images.

Using selected software applications appropriate to design requirements and client’s expectations in order to produce a range of organisational documents including:
· memorandum
· report
· electronic mail
· facsimile
· newsletter
· business letter
· client database
· workplace form.

Use of a range of input/output devices as required including:
· a scanner
· a printer
· a digital camera
· storage devices.

1.5	Store documents for access and editing as required
Company/organisation storage and retrieval procedures.
1.6	Obtain approval of design of documents from appropriate person
A knowledge of company/organisation practices for client/customer approval and sign-off.

Appropriate persons including:
· company/organisation person/s
· team leader/supervisor
· editor
· technical expert
· trainer
· experienced colleague
· client/customer.

An awareness of the importance of client review throughout the development process to:
· ensure specifications have been met 
· minimise the need for reworking the document.

Points to be reviewed:
· style
· design
· accessibility
· structure 
· consistency
· content
· clarity/readability
· plain English
· explanation of technical terms/jargon
· accuracy
· spelling, grammar and punctuation
· usability
· completeness.
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2.1	Use software as per specification
Use of toolbars as appropriate to application software package selected including:
· standard
· formatting
· drawing
· tables and borders.

Editing common to a range of software applications including:
· apply basic text formatting
· font
· size
· colour
· attributes (bold, italics and underline)
· cut, copy, paste and paste special
· use format painter
· change margins and page breaks
· create and adjust headers and footers
· use bullets and numbering
· insert tabs and indents
· use spellcheck, thesaurus and find/replace
· insert footnotes and endnotes
· insert graphics
· align, indent and space text, paragraphs and graphics
· create tables and format columns, rows and cells
· create multiple columns of text
· insert and format text, numbers and formulae in cells
· sort information
· use basic mathematical operations
· create charts and graphs
· apply borders
· use colour and shading
· use keyboard shortcuts.

Problem solving skills for basic application troubleshooting.

2.2	Locate and open files
Knowledge of how to save, store, find and use files effectively including:
· navigating around the hard disk
· viewing files
· implementing file management/system
· identifying different kinds of files
· using the system browser
· opening and saving documents
· file naming conventions
· making new folders, subfolders and shortcuts
· copying files to storage devices
· renaming folders and files
· changing file type
· moving files
· finding misplaced documents
· deleting unwanted files
· managing the recycle bin
· viewing and applying various file properties
· backing up files for security
· version control.

2.3	Amend designs according to requirements
An awareness of the importance of information and communications technology (ICT) staff and the client agreeing on what is to be done in regards to the document.

A knowledge of company/organisation practices for:
· identifying document status
· draft
· pre-publication
· confidential
· tracking processes
· version control.

Printing of organisational documents including:
· checking documents before printing
· print preview
· choosing print options
· page set-up
· print area
· print quality
· select printer
· paper source
· print selection/range of pages.

A knowledge of company/organisation practices for:
· final approval and sign-off
· release of document
· maintenance/review of document.

2.4	Exit applications successfully without loss of data
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1.1	Determine documentation requirements

NB	Students are required to produce both paper-based and online user documentation.

An understanding of the difference between:
· user documentation
· technical documentation.

An awareness of the broad purpose of user documentation including:
· providing instruction for use
· training resource
· recording of policies and procedures
· reference/source of information.

Types of user documentation including:
· paper-based
· online
· internal (for in-house use, used by the same company/organisation that develops it)
· external (for outside use, for users outside the company/organisation that develops it).

An awareness of the possible consequences of ineffective documentation including:
· reduce efficiency
· waste resources
· increase costs of training
· users reject a system that they don’t understand or find difficult to use
· legal action.

An awareness of the possible reasons for failure of user documentation including:
· user attitude
· too hard to find information
· too difficult to understand
· information is old
· too lazy to look
· turned off because manual is too thick
· not easy to access
· management attitude
· time
· budget constraints
· failing to communicate with technical staff
· not highly valued
· writer’s attitude
· not taking enough time to understand the system before writing
· more concerned about the look of the document (design factors) than content.

Characteristics of effective user documentation including:
· takes into consideration the differences between target audience (users)
· personalities
· experience
· cultural background
· attitudes and values
· language
· environment
· sees everything from the user’s point of view
· available in a form and place that users can refer to when needed
· has information that is
· easy to find
· easy to comprehend
· up-to-date, reflecting latest changes and revisions to the system
· reliable and convincing
· shows the user how to
· call information to the screen
· manipulate the information
· store the information as required
· target audience (set of users) makes use of it.

A knowledge of the documentation process including:
· plan
· draft
· review/edit
· test
· produce
· distribute
· maintain/revise.
Identifying the needs of the target audience and analysing their needs in order to:
· determine documentation requirements
· produce effective user documentation.

1.2	Investigate documentation and industry standards for requirements and determine appropriate application to user documentation
Media for user documentation:
· paper-based
· online.
Points to consider when selecting media for user documentation:
· user’s needs
· appropriateness to task
· usability
· budget
· time constraints.
General features, benefits and limitations of a range of user documentation including:
· paper-based
· user reference guide (manual)
· trainer’s manual
· brochure
· student workbook
· quick reference card
· wall chart
· keyboard overlay/template
· terminal sticker
· online
· help
· tutorial
· manual
· wizard
· screen prompt/message
· navigation aid
· trouble-shooting information
· CD-ROM and DVD
· paper-based and/or online
· frequently asked questions
· glossaries.

An awareness of:
· the benefits of standards
· the result if standards are not used.

A basic knowledge of standards in relation to creation of user documentation including:
· industry
· Australian Standards (AS)
· ‘Software user documentation process’ (AS/NZS 4258:1994)
· company/organisation
· project-specific.

1.3	Design documentation templates using appropriate software and obtain approval from appropriate person
A basic knowledge of the principles of: 
· instructional design 
· document design
· web design.
A range of examples of paper-based and electronic user documentation currently available. 

An understanding of the difference in design elements and requirements between paper-based and electronic user documentation.

An understanding of the function and features of templates including:
· helps to establish and maintain standards
· outlines the structure and format of the document
· ensures standard text, diagrams and styles
· allows more than one person to work on the document and maintain same structure.

Types of style guides including:
· corporate 
· project-specific.
An awareness of the information provided in a style guide including chosen style for:
· terminology
· spelling
· company/organisation and product names
· problem words
· abbreviations
· acronyms
· quotation marks
· italics
· numbers and symbols
· punctuation
· bullets and numbering
· lists
· headings
· captions, figures and tables.

The importance of knowing when to vary from the style guide.

General features, benefits, limitations and working knowledge of a range of software tools/packages available to produce user documentation including:
· paper-based
· word processing
· desktop publishing
· drawing
· scanning
· online 
· html editor
· help files
· web authoring.

For a specific purpose, development of the specifications of the documentation to be produced:
· documentation template
· blueprint the contents.

Appropriate person/s including:
· supervisor/team leader
· management
· trainer
· vendor representative
· client.
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2.1	Conduct a review of the subject system, program, network or application in order to understand its functionality
Investigation and research into the system/platform/ network/application being documented.
2.2	Gather existing technical, design or user specifications and supporting documentation
Documentation may include but are not limited to user manuals and procedure manuals, training materials in either hard copy, electronic copy, on-line help, internet/intranet, design specifications.
2.3	Create user documentation based on template to record the operation of the subject system, program, network or application
Points to consider when writing the content for the user documentation including:
· relaxed, conversational and personal style
· active voice
· correct spelling, grammar and punctuation
· concise information
· simple words, sentences and paragraphs
· defined technical terms and jargon
· positive language
· supplementing with diagrams and pictures.
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3.1	Submit user documentation to target audience for review
Proof-reading and review of documentation by:
· appropriate company/organisation person/s
· team leader/supervisor
· editor
· technical expert
· trainer
· experienced colleague
· representative/s of the target audience.

Points to be reviewed:
· standards
· style
· consistency
· content
· clarity/readability
· plain English
· explanation of technical terms/jargon
· accuracy
· spelling, grammar and punctuation
· usability
· completeness.

3.2	Gather and analyse feedback
How to interpret feedback in order to improve user documentation.
3.3	Make changes to user documentation
A knowledge of company/organisation practices for:
· naming standards
· version control
· tracking processes.
3.4	Submit user documentation to appropriate person for approval
A knowledge of company/organisation practices for:
· sign-off
· storage
· distribution
· maintenance/review.


 
 

