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Unit 1: IT Support Job Tasks
and Responsibilities

Unit Objectives

In this unit, you will learn the primary responsibilities and concepts of IT support. You will also learn
basic troubleshooting steps and how to document issues properly. Upon successful completion of
this unit, you should be able to understand the following:

O Introduction to IT Support

O Time Management and Documentation

O Ticketing Systems and Troubleshooting



Unit 1 Lesson 1 Learn Tasks

Role

1)

How can an IT support technician develop people skills?

a) Reading technical articles to stay updated on industry trends
b) Attending workshops on advanced networking concepts

c) Taking online courses on database management systems

d) Practicing active listening, empathy, and clear communication

Fill in the blank with the correct words.

The__ isan IT professional who fixes technical problems for customers through phone,
email, or chat.

e Help Desk Technician

Customer Support Technician

Software Developer

Network Administrator

Match the terms to their descriptions.

a) Help Desk Technician
b) Troubleshooting
c) Interpersonal Skills
It is the process of finding and fixing technical issues in computers, networks, or
software.
It is an IT professional who helps end-users with computer or network issues.
It helps to be able to communicate well, connect with people, and work with others.

Help Desk Concepts

)

Ticketing systems are the process of organizing and handling support requests so that they get
solved quickly.

e True
e False

Which aspect of help desk operations involves agreements outlining the level of service
customers can expect?

a) Queue Management

b) Time Management

c) Ticketing Systems

d) Service Level Agreements (SLAS)



3)

Fill in the blank with the correct word.
Key performance indicators are

solve tickets.

Collection
Database
Indicators
Measures

of how well the help desk is doing and how fast they



Unit 1 Lesson 1 Practice Exercise

Meet Carel, a Help Desk Technician tasked with ensuring the smooth operation of the company's
IT systems. One morning, she discovers that a critical software update has caused compatibility
issues with several key applications used by various departments. Employees are unable to access
important files and complete their daily tasks, leading to frustration and productivity loss.

1) What should Carel do first to resolve the compatibility issues caused by the critical software
update?
a) Roll back the update

b) Send a company-wide email
c) Troubleshoot affected areas

As Carel continues her journey as a Help Desk Technician, she encounters a new challenge in
managing the increasing volume of support requests flooding into the system. Despite her best
efforts, Carel finds it difficult to prioritize and handle these requests efficiently, leading to delays in
resolving critical issues for the company's customers.

2) How can Carel address the challenge of managing increasing support requests?

a) Implement a ticketing system
b) Encourage fewer support requests from employees
c) Resolve requests in the order received

During a software crisis, Carel, the diligent Help Desk Technician, quickly identified and resolved
compatibility issues. She ensured minimal disruption to operations by successfully restoring the
company's IT infrastructure. Her exceptional problem-solving skills and unwavering commitment
earned her colleagues' gratitude and solidified her reputation as a true hero in the world of IT
support. Congratulations on resolving tech problems to provide satisfactory solutions to the
company's employees and customers!



Unit 1 Lesson 1 Practice Questions

Prabh, an IT support specialist in an educational institute, ensures that students and faculty have
uninterrupted access to technology for learning and teaching. From troubleshooting software
issues to maintaining network stability, she plays a vital role with her teammates in keeping the
educational environment running smoothly.

1) Which step is essential for advancing in an IT support career?

a) Obtaining specialized certifications
b) Networking with professionals

c) Getting higher education degrees
d) Participating in online IT discussions

2) A person who wants to be an IT support technician must understand computer hardware,
software, and basic networking.

e True
e False

3) Fill in the blank with the correct words.

Prabhisa___ . Shefixes technical problems for faculty and students through phone,
email, or chat.

e Help Desk Technician
e Software Developer
e Customer Support Technician

Carrie, the IT support specialist, suddenly receives a lot of support requests at the help desk. She
needs to quickly organize and address them while managing her time well to provide good
service.

1) Which aspect of IT support management involves planning how to efficiently handle multiple
support tickets without compromising quality?

a) Queue Management

b) Time Management

c) Ticketing Systems

d) SLAs (Service Level Agreements)

2) Fillin the blank with the correct words.

refers to agreements between the help desk and customers outlining the expected
level of service.

Ticketing Systems

Service Level Agreements (SLAS)
Support Ticket Logging

Customer Expectation Management

3) Key performance indicators are software used to manage the process of logging, tracking, and
resolving support tickets.

e True
e False



Unit 1 Lesson 2 Learn Tasks

Prioritize Tasks

1)  Fillin the blank with the correct words.

The___ isasystem for sorting tasks by how important or urgent they are.
e Urgent Request

e Eisenhower Matrix

e ABC Prioritization

o |T Support Department

2) When deciding what to do first, it's important to listen to what customers need. This ensures
we meet their needs and achieve the business's goals.

e True
e False

Urgent Requests

Match the terms to their descriptions.

a) Escalation
b) Transparency
c) Criteria
d) Proactive
Sharing information openly
Using guidelines to decide how urgent a request is
___Acting before problems occur
___Taking an urgent or important task to an expert

Documentation

1)  What step is essential for documenting a problem effectively?

a) Thinking ahead for future problems

b) Discussing results after troubleshooting
c) Describing the problem clearly (correct)
d) Providing your opinions on the problem

2) Factual information uses truths and clear information instead of opinions or guesses.

e True
e False



Unit 1 Lesson 2 Practice Exercise

In the busy IT department, Kelly, a dedicated Help Desk Technician, contends with many support
requests. Struggling to prioritize, she faces delays in resolving critical issues, unsure of where to
start. The absence of a structured approach leaves Kelly feeling overwhelmed and impacts
customer satisfaction.

1)  What can Kelly do to prioritize her tasks and manage her workload effectively?

a) Focus on urgent tasks only
b) Use tools like the Eisenhower Matrix or ABC prioritization
c) Prioritize tasks based on her personal preferences

Kelly faces a surge of urgent requests. Determining which issues require immediate attention is
challenging, leading to delays in resolving critical issues. Without clear escalation paths, complex
problems remain unresolved, impacting customer satisfaction.

2) What can Kelly do to improve her handling of urgent requests and streamline the resolution
process?

a) Establish clear criteria for spotting urgent requests
b) Ignore complex issues until they become urgent
c) Assign urgent tasks randomly

Kelly finds it challenging to effectively document and troubleshoot technical issues, leading to
repeated challenges in resolving similar issues efficiently. Without streamlined documentation, she
struggles to address problems properly, impacting team productivity and company operations.

3) How can Kelly improve her documentation process to troubleshoot technical issues effectively?

a) Collect information through opinions and guesses
b) Describe the issue and troubleshooting steps clearly
c) Skip documenting the problem altogether

In the midst of urgent requests, Kelly, the dedicated Help Desk Technician, resolved challenges by
using tools like the Eisenhower Matrix. She efficiently prioritized tasks, swiftly resolving critical issues
and ensuring smooth operations. Kelly's strategic problem-solving skills earned her recognition as
a dependable and invaluable member of the IT team. Congratulations on completing this task on
prioritization and documentation strategies!



Unit 1 Lesson 2 Practice Questions

Mehama, the IT support specialist, faces a sudden rush of customer requests, which could delay
fixing important issues.

1)

How can Mehama prioritize her tasks to effectively support customers' requests?

a) Assess urgency and importance based on customer needs
b) Use tools like Eisenhower Matrix or ABC prioritization
c) Delegate tasks based on skills and availability

Urgent requests are tasks that need immediate attention because they are critical or time
sensitive.

e True
e False

Fill in the blank with the correct words.
is a system that divides tasks into four groups based on how urgent and important

they are.

e Priority

e Eisenhower Matrix

e ABC Prioritization

¢ Queue Management

Saloni, the team leader, faces a sudden influx of urgent requests from customers unable to access
their accounts and solve their issues.

)

Proactive communication means informing everyone how long it might take to fix urgent
issues and what steps to take.

e True
e False

Match the concept to its description.

a) Escalation

b) Transparency
c) Criteria

d) Proactive

It is a process of sharing information openly.

They are the guidelines used to decide how urgent a request is.
It is a step of taking an urgent or important task to an expert.

It is the way of acting before problems occur.



Amelia encounters a technical issue with the company's server and attempts to follow the steps
outlined in the documentation protocol. However, she becomes confused while documenting the
problem.

1)  What step in the documentation process involves detailing the outcome after attempting to
resolve the issue?
a) Describing the Problem
b) Documenting the Problem
c) Recording Troubleshooting Steps
d) Discussing Results

2) While documenting the problem Amelia should use truths and clear information instead of
opinions or guesses.

e True
e False

3) Fillin the blank with the correct words.
is the process of finding and fixing issues with computer systems or networks.

e Documentation
Troubleshooting
Describe the Problem
Think Ahead



Unit 1 Lesson 3 Learn Tasks

Ticket Queues

1)

What action is suggested to ensure tasks are evenly distributed and progress is monitored
effectively?

a) Regularly check on queue progress and adjust resources as needed

b) Anxiously delegate tasks to team members who have limited availability
c) Intentionally do all the tasks yourself without help

d) Quickly avoid using a ticketing system for tracking and managing tasks

Fill in the blank with the correct words.

A is a list of tasks or requests waiting to be dealt with in a system.
e System
e Queue

Delegate Tasks
Ticketing System

Ticket Processing

)

Which term refers to the process of adding new information to a support request?

a) Support Ticket
b) Update Ticket
c) Resolving

d) Allthe options

When the problem is fixed, the ticket is closed.

e True
e False

Ticket Escalation

Match the words to their definitions.

a) Expertise
b) Follow Up
c) Resources
d) Severity
These are tools, guides, or people that help fix problems.
It is the process of checking on a ticket to make sure the problem gets fixed.
___ It helpsto determine how serious or urgent a reported problem is.
__ Itallows one to know a lot about one specific topic or area.
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Troubleshooting

1)

2)

What step involves organizing a process to fix the issue?

a) Define the problem

b) Gather detailed information

c) Identify a probable cause of failure
d) Devise a plan to resolve the problem

Implementation is the process of checking to monitor what happens after making changes.

e True
e False

n



Unit 1 Lesson 3 Practice Exercise

In a busy support center, Shelly faces challenges with managing the ticketing system efficiently.
Without proper organization, tasks become disorganized, leading to delays in resolving customer
issues.

1)  How can Shelly improve the management of ticket queues in her support center?

a) Delegate tasks and monitor progress
b) Use a phone-based system
c) Rely on email for task management

Shelly continues to face challenges in managing support tickets effectively within the fast-paced
support center. With a continuous stream of user-reported issues, Shelly finds it increasingly
difficult to keep track of each ticket's progress and ensure timely resolution. Without a structured
approach, tickets risk falling through the cracks, leading to frustrated users and decreased
productivity.

2) What steps can Shelly take to enhance the support ticket management process?

a) Update tickets with progress
b) Close tickets without resolving issues
c) Monitor tickets occasionally

Shelly encounters a tough problem reported by a user. Despite her efforts, she realizes she needs
extra help. Shelly promptly contacts her manager to explain the situation, sends the ticket for
further support, and monitors its progress.

3) How can Shelly effectively escalate a support ticket?

a) Escalate immediately
b) Inform the manager if unable to resolve
c) Contact the user directly

As Shelly starts troubleshooting network connectivity issues in the office, she suspects that the
router configuration might be the probable cause. After gathering detailed information about the
problem, she devises a plan to update the router settings. However, upon implementing the
changes, the issue still persists.

4) What is the next step Shelly should take to troubleshoot the network connectivity issue?

a) Restart the router
b) Change the network cables
c) Retry troubleshooting process

Throughout Shelly's journey to manage tickets efficiently, she delegates tasks, monitors progress,
and keeps stakeholders informed. When tough problems arise, she promptly informmns her manager
and tracks progress closely. Shelly's proactive approach ensures customer issues are addressed
promptly and enhances the support experience. Congratulations on successfully completing the
task of managing ticketing systems in a fast-paced environment!
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Unit 1 Lesson 3 Practice Questions

In a hectic customer support environment, Mia, the team leader, faces a backlog of ticket queues
from various customers. She wonders how to support all requests in a timely manner.

1) Which step is essential for ensuring tasks are sorted efficiently based on their nature, urgency,
and customer identity?
a) Utilizing a Ticketing System
b) Delegating Tasks
c) Monitoring Progress
d) Task Assignments

2) Match the words to their descriptions.

a) Brand Affinity
b) Queue
c) Resource Allocation

___Itisa list of tasks or requests waiting to be dealt with in a system.
It consists of customer loyalty, affected by how well problems are handled.
It is the process of putting resources in place to handle tasks in a list efficiently, making
sure customer issues get fixed on time.

Rohan handles a sudden influx of support requests by creating tickets for reported problems and
updating them as he works on fixes. He remembers to keep users informed throughout and closes
tickets once the issues are resolved.

1) Fillin the blank with the correct words.
A___ isadigital note used to document and track requests for help.

e Update Ticket

e Support Ticket

e Create a New Ticket
e Delete a Ticket

2) The creation and updating of tickets do not streamline commmunication between customers
and IT students.

e True
e False

At the IT help desk, Maya encounters a complex issue with a customer's network connectivity. After
attempting to resolve it independently, she realizes she needs additional expertise and wonders
what steps she should take next.

1)  What should Maya do first to resolve her problem before escalating?

a) Inform her manager
b) Use available resources
c) Document the problem
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2) Match the term to its correct description.

a) Expertise

b) Resources

c) Follow Up

d) Severity

e) Support Ticket Escalation

___ Determining how serious or urgent a reported problem is.
__ Checking on a ticket to make sure the problem gets fixed.
Knowing a lot about one specific topic or area.

Sending a problem to a higher level of support for extra help.
__Utilizing tools, guides, or people that help fix problems.

Nadia, the IT technician, receives reports from multiple users that they are unable to access certain
files on the company server. She starts to figure out how she can resolve users' issues.

1) In what step should Nadia find out when the issue started and who was affected?

a) Define the problem

b) Gather detailed information

c) Identify a probable cause of failure
d) Devise a plan to resolve the problem

2) Fillin the blank with the correct words.

is the likely reason why a problem occurred.
Implement
Observation
Probable Cause
e Repeat the Process
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Unit 1 Create Project

In this Create Project, imagine you're part of a team tackling a challenging scenario. Use the
upcoming essay as a guide to suggest creative solutions, focusing on practical improvements and
positive change. This exercise is designed to enhance your problem-solving skills in a broader
context.

Project Specifications:

Mia, a customer support technician, finds herself overwhelmed by a sudden flood of urgent
requests overwhelming the help desk queue. Among the issues reported are system crashes
affecting critical applications, login failures preventing employees from accessing essential
documents, and email outages disrupting communication across departments. With an ever-
growing backlog of tickets, Mia struggles with the challenge of prioritizing tasks effectively and
ensuring that each issue receives the attention it requires. As the volume of support requests
continues to increase, she faces mounting pressure to resolve critical issues promptly while
managing the complexities of troubleshooting and ticket escalation procedures. Despite her best
efforts, Mia barely keeps pace with the influx of problems, risking delays in resolving urgent issues
and potential disruptions to the organization's operations. Provide problem-solving strategies that
Mia can implement.
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Unit 1 Objective Assessment

What documentation is given to individuals who prove they know certain technical skills?

a) Interpersonal Skills

b) Troubleshooting

c) Technical Certification
d) Help Desk Technician

Match the words to their definitions.

a) Ticketing Systems

b) Time Management

c) Queue Management

d) Key Performance Indicators
)

D

Service Level Agreement

___ ltissoftware used to manage the process of logging, tracking, and resolving support
tickets.
These are agreements between the help desk and customers that indicate what level of
service customers should expect, and how quickly the help desk will respond and solve
problems.
It is the process of organizing and handling support requests, so they get solved quickly.
These help to measure how well the help desk is doing and how fast they solve tickets.
___ lthelpsto plan how to use time and resources well to handle many support tickets at
once without lowering quality.

The ABC prioritization system is used to sort tasks based on their importance or urgency.

e True
e False

When responding to urgent requests, which of the following steps is essential for efficient
resolution?

a) Taking immediate action without assessing the urgency
b) Establishing clear criteria for identifying urgent requests
c) Ignoring the urgency and focusing on long-term goals
d) Delegating all urgent tasks to the same team member

Fill in the blank with the correct words.

is the process of noting everything about the problem by adding screenshots, error
messages, and any other helpful information.

e Describe the Problem
e Discuss Results

e Detail Documentation
e Troubleshoot Issues

A ticketing queue organizes tasks by problem type, seriousness, and customer information

e True
e False
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Which of the following actions involves adding new information to a support request?

a) Updating the Ticket
b) Fixing the Ticket

c) Sharing with Users
d) Closing the Ticket

Fill in the blank with the correct word.

The is the process of determining how serious or urgent a reported problem is.
e Expertise

e Severity

e Follow up

e Escalation

Observation is the process of checking to monitor what happens after making changes during
troubleshooting.

e True
e False
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Unit 1 Key Terms

Term

Definition

ABC Prioritization

A system for sorting tasks by how important or urgent they are.

Brand Affinity

Customer loyalty, affected by how well problems are handled.

Criteria

Guidelines used to decide how urgent a request is.

Customer Support
Technician

An IT professional who fixes technical problems for customers through
phone, email, or chat.

Documentation

Recording details about a problem, steps taken to fix it, and what
happened afterward, for later use.

Eisenhower Matrix

A system that divides tasks into four groups based on how urgent and
important they are.

Escalation Taking an urgent or important task to an expert.

Expertise Knowing a lot about one specific topic or area.

Factual Using truths and clear information instead of opinions or guesses.
Follow Up Checking on a ticket to make sure the problem gets fixed.

Help Desk An IT professional who helps end-users with computer or network issues.
Technician

Implement To put a plan or solution into action.

Interpersonal Skills

Being able to communicate well, connect with people, and work with
others.

KPIs (Key
Performance
Indicators)

Measures of how well the help desk is doing, how fast they solve tickets,
how happy customers are, and how often they solve problems on the first

try.

Observation

Checking to monitor what happens after making changes.

Priority The importance of a task determined by its impact on goals or customer
satisfaction.
Proactive Acting before problems occur.

Probable Cause

The likely reason why a problem occurred.

Queue A list of tasks or requests waiting to be dealt with in a system.

Queue Organizing and handling support requests so they get solved quickly.
Management

Resolving Successfully fixing or addressing the problem in a support ticket.
Resource Putting resources in place to handle tasks in a list efficiently, making sure
Allocation customer issues get fixed on time.

Resources Tools, guides, or people that help fix problems.

Severity How serious or urgent a reported problem is.
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SLA (Service Level

Contract between the help desk and customers that indicate what level of

Agreement) service the customers should expect and how quickly the help desk will
respond and solve problems.

Support Ticket A digital note used to document and track requests for help.

Support Ticket Sending a problem to a higher level of support for extra help.

Escalation

Technical Documentation given to people who prove they know certain technical

Certification

skills.

Ticketing Systems

Software used to manage the process of logging, tracking, and resolving
support tickets.

Time Management

Planning how to use time and resources well to handle many support
tickets at once without lowering quality.

Transparency

Openly sharing information.

Troubleshooting

Finding and fixing technical issues in computers, networks, or software.

Update Ticket

Adding new information to a support request.

Urgent Requests

Tasks needing immediate attention because they are critical or time-
sensitive.
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