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The competency Technical Support is part of the program of study for a DVS (Diploma of Vocational Studies) in
Secretarial Studies. The program is divided into 25 competencies representing a total of 1485 hours of training.
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The Occupation and the Training Process
Proofreading

Word Processing

Quality of Written English
Customer Service

Document Management
Producing Spreadsheets
Designing Presentations
Business Texts in English
Accounting Operations
Business Correspondence
Creating Databases
Handling Cash

Translation

Producing Tables and Charts
Visual Design of Documents
Business Texts in French
Digital Media

Interacting in French
Following up on Business Correspondence
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Producing Reports
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Coordinating Multiple Tasks
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One credit corresponds to 15 hours of training.

Introduction



PRESENTATION OF THE LEARNING GUIDE

The general competency Technical Support is one of the 25 competencies cov-
ered in the Secretarial Studies vocational program. The educational aims of the
program are to maintain and promote the quality of English, improve the qual-
ity of customer service, develop learners’ desire to improve their knowledge of
technological tools, and develop their sense of autonomy and initiative.

Secretaries today are trained to work independently yet play an integral role
in any management team. They are indispensable assistants to managers and
professionals, handling a variety of files and assuming multiple responsibilities.
The competencies required to meet the needs of modern organizations are
numerous and increasingly varied.

This guide will help you develop your competencies in technical support. You
will learn to provide your future colleagues with technical assistance in execut-
ing tasks on their computer, restoring the operation of a device or optimizing its
performance.

This learning guide contains everything you need to progress towards your
occupational goal: learning situations that are representative of the real-life
work of a secretary and clear explanations so that you can complete multiple
technical support tasks efficiently. These include identifying common issues on
various types of equipment (for example, computers, smartphones, printers)
and troubleshooting operating systems, basic software or Internet access.

QUALITY OF ENGLISH

This guide will also help you improve your skills in written English, because your
role goes beyond providing technical support. You must produce documenta-
tion to help users solve similar problems or to carry out certain IT tasks.

PREREQUISITES

The expected outcomes in this guide take into account the general and specific
competencies you have already acquired in your secretarial training.

WORK SITUATIONS

This guide consists of three work situations (WS) that will not only lead you to
acquire new knowledge but teach you to apply it with ease and use it skillfully.
Each situation follows the same structure. First, you read about the work con-
text and the assignment you must carry out.

Next, you embark on a series of engaging and motivating tasks. You will be
guided step-by-step through each task. The learning content will be explained
in detail, and supported with multiple exercises to ensure that you acquire this
new learning. All the answers to the exercises are in the answer key, at the end
of the guide.

TECHNICAL SUPPORT
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EVALUATION OF LEARNING

This guide includes two scored activities, presented in separate booklets that
have been provided with the guide. You can also download them from the
portailsofad.com website. You will find all the information you need in your
guide when you reach the appropriate stage for evaluation.

Scored activities must be submitted for correction and grading. You will hand
them in to your teacher if you are taking the course in an education centre, or
you will send them to your tutor if you are registered for distance learning. In
either case, the corrected document will be returned to you.

Scored activities are an excellent way for you to identify areas of difficulty so
that you can work to overcome them. The last scored activity in the guide was
developed following the same criteria as those of the final evaluation for the
course. It therefore serves as a realistic practice test for the official final exam-
ination, which will take place under supervision in an adult education centre.

REQUIRED MATERIALS

« the Technical Support learning guide and answer key
+ two scored activities

« access to the portailsofad.com website

+ videos demonstrating how technological equipment, materials and tools
work (available on portailsofad.com)

RECOMMENDATIONS FOR SUCCESS

We recommend that you do all the exercises in the learning guide as well as the
two scored activities provided. Carefully compare your answers with the answer
key and, if necessary, review content to make sure you fully understand it before
going on to the next task.

If you have questions, do not hesitate to ask your teacher or tutor for explanations.

The course is estimated to take approximately 30 hours to complete. Set up a
study schedule that takes into account your needs as well as your obligations:
family, work or other responsibilities. Follow the schedule you have set as
closely as possible.

Introduction
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OVERVIEW OF THE LEARNING GUIDE
Opening Pages

The title page presents
the number and title
of the work situation.

The situation begins with a
description of the context in which
you will complete different tasks to
acquire the target competency.

The total length
of all the
situation tasks
includes the
scored activity,
if applicable.

ou have been working as a secretary
Ya( Prestige Homes, a real estate

agency, for a few months. The agents
are friendly and hard-working. As they are
very busy and constantly on the go, the
agents regularly ask you for help resolving
their computer issues quickly since the IT
specialist is not always in the office. When
this happens, you need to make a diagno-
sis—that is, identify the problem—and
resolve the issue by following the trouble-
shooting steps.

Asa permanent resource, you must provide
your colleagues with technical assistance in
executing tasks on their computer, restoring the
operation of a device or optimizing its
performance.

Youwillfollow a troubleshooting approach
based on simple principles that will help you
find appropriate solutions. These skills will
make you an indispensable part of the team
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The Your Assignment section
summarizes and lists the tasks
you will perform during the

work situation.

In this work situation, you will take the role of a

secretary at a real estate agency called Prestige
Homes. In this capacity, you will provide your

colleagues with technical support. Although the calls for
assistance may be numerous and varied, you will have the
know-how to solve these IT issues and clearly communicate
accurate technical information to help your colleagues.

Your challenge consists of the following:

-

. identifying common issues on various types of equipment

2. communicating with employees when there is a system failure

3. producing documentation to help users solve similar

problems i the future or to carry out certain tasks

on their computer

© SOFAD / All Rights Reserved.
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Situation Highlights

The task number is
clearly indicated.
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Troubleshooting pDesktop Computer fifferen; | " eorth
| of thmis
A desktop computer may be configured in various ways. At minimum, Ogram | zh;ﬁ;&;"’;’oﬂs oratasseljses
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IS serj

the following hardware will be connected to the base:

. ascreen (or monitor)

. akeyboard

. amouse

Of course, other equipment, called peripherals, may also be

connected, such as:

. aprinter
. aUSBkey
. speakers

. ascanner

. acamera
. ausBhub

o Name three problems that may occur with a desktop computer. Draw on your own experience.

Terms that may

be difficult to
understand are
defined in the page
margins.

» Compare your answer with the ANSWER KEY. @

Most Common Issues
Various problems may occur with a desktop computer. In terms of hardware,
the most common issues are:

. The computer will not start up.

. The monitor shows a black screen. come issues may fall nto
. The monitor shows a blue screen. more than one category
and apply to different

technological tools.

The keyboard or mouse is unresponsive.

The computer is making unusual noises.

The NB feature draws
your attention to an

0 Practising IT Medicine |mp0rta nt observation.
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Relevant examples illustrate and
support the content.

TheTip feature presents
practical advice to help
you do an exercise.

doing stock2ki®

<o produ
name of P peld in stock, includine?

qu antitt

This pictogram
tells you that
you must use the
Internet to
complete the
task.
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Aregularly rebeated
instruction points out
the best time to
compare your answers
with the answer key (at
the end of the guide).
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This pictogram, accompanied by an
instruction, tells you which file, document
or tool you need to download from the
SOFAD website, at portailsofad.com,

in order to perform the task.
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Content is often
presented in tables
to make it easier to

understand.
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This pictogram tells
you that you must
view a video on the
SOFAD website, at
portailsofad.com.

—————
At the end of
Situations 1 and
3, this pictogram
tells you to
complete a
scored activity.
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FROM THE COLLECTION

With the Heods@p learning guides, students J@WM
acquire competency through authentic work .

situations so that they are ready to deal with the JW/
demands and needs of the labour market.

The learning guide Technical Support is fully compli-

antwith the vocational program in secretarial studies

(DVS 5857), in the training sector of administration,
commerce and computer technology.

As students perform the assigned tasks, they acquire
elements of the competency Technical Support:
« ensuring equipment is working correctly and performing basic maintenance
« assisting personnel in using technological tools and equipment
« writing and communicating technical information
« procuring office supplies
The learning guide Technical Support consists of three work situations:
o Practising IT Medicine
e Troubleshooting Printing Equipment and Procuring Supplies
e Troubleshooting IT Equipment in General

Discoverour new Heads @ series: stimulatinglearningresources for contextualized
training that promotes success both at school and in the workplace.

The learning guide and the answer key (PDF), as well as complementary digital
resources, are available online at portailsofad.com.

ISBN 978-2-89798-146-4
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Printed in Quebec 4624-01
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