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	Please read the instructions printed at the end of this form.  One of these sheets, fully completed, should be attached to the assessed work of each candidate.

	Unit Title
	  IT technical support
	Unit Code
	J/601/7279
	Year
	2
	0
	1
	

	Centre Name
	
	Centre Number
	
	
	
	
	

	Candidate Name
	
	Candidate Number
	
	
	
	

	Assessment Criteria
	Teacher comment
	Page No./Evidence location

	Pass
	Merit
	Distinction
	
	

	Learning Outcome 1 : Understand the tools and techniques used for technical support
	
	

	P1: explain the tools and techniques used for technical support
	M1: investigate the use of diagnostic software applications for technical support
	D1: analyse software reports to identify trends reported by users
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	Learning Outcome 2 : Understand how organisational policies and procedures influence technical support
	
	

	P2: explain the impact of organisational policies and procedures on the provision of technical support
	M2: describe the role of service level agreements (SLAs) in technical support
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	Learning Outcome 3 : Be able to gather information to provide advice and guidance
	
	

	P3: identify the types of fault that can occur


	
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	P4: source technical information to provide advice and guidance for a variety of faults
	
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	


	Assessment Criteria
	Teacher comment
	Page No./Evidence location

	Pass
	Merit
	Distinction
	
	

	Learning Outcome 4 : Be able to communicate advice and guidance
	
	

	P5: use different communication routes to provide advice and guidance
	M3: explain the strengths and weaknesses of different communication routes when providing advice and guidance
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	P6: respond appropriately to end users
	 
	D2: provide management reports to indicate the nature of support requests resolved and the time taken to resolve the issues
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	P7: check solutions and record actions
	
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	Overall Grade
	
	


	Completed by:
	Date :

	
	Please tick to indicate this work has been standardised internally
	


Please note:
This form may be updated on an annual basis.  The current version of this form will be available on the OCR website (www.ocr.org.uk).  
Guidance on Completion of this Form

1
One sheet should be used for each candidate.

2
Please ensure that the form is fully completed.
3
Please enter specific page numbers where evidence can be found in the portfolio, or where electronic evidence is being submitted, the location of this.
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