Змістовий модуль 7. IT Support

Тема 1. Fault Diagnosis. Understanding Faults. Fault Diagnosis: Questions and Answers.

· Match problems with the definitions

	Connection Error
	a performance issue where a program, device, or system operates at a reduced speed, taking longer than expected to complete tasks, often due to resource limitations or inefficiencies.


	Fault
	a sudden and complete failure of a program, process, or system, causing it to stop functioning and often close unexpectedly.


	Hanging
	when a program or system becomes unresponsive, appearing to freeze and stop accepting user input, without necessarily closing or crashing.


	Crashes
	broader term meaning that a system, component, or process cannot perform its intended function. This can be temporary (recoverable) or permanent (irrecoverable).

	Running Slowly
	an issue where a device, application, or system cannot establish or maintain communication with another system, network, or service (e.g., a website not loading because the internet connection fails).


	Failure
	a defect, bug, or malfunction in hardware, software, or configuration that prevents it from operating correctly. It may or may not immediately cause visible problems.




· Match problems and examples. Read the definitions. Give your examples.
Problems
1. Connection Error – an issue where a device, application, or system cannot establish or maintain communication with another system, network, or service (e.g., a website not loading because the internet connection fails). 
2. Fault – a defect, bug, or malfunction in hardware, software, or configuration that prevents it from operating correctly. It may or may not immediately cause visible problems. 
3. Hanging - when a program or system becomes unresponsive, appearing to freeze and stop accepting user input, without necessarily closing or crashing. 
4. Crashes – a sudden and complete failure of a program, process, or system, causing it to stop functioning and often close unexpectedly. 
5. Running Slowly - a performance issue where a program, device, or system operates at a reduced speed, taking longer than expected to complete tasks, often due to resource limitations or inefficiencies. 
6. Failure - broader term meaning that a system, component, or process cannot perform its intended function. This can be temporary (recoverable) or permanent (irrecoverable).

Examples
a) A misconfigured DNS setting in Windows causes websites not to resolve properly.
b) A video game closes instantly to the desktop when loading a new level.
c) Microsoft Word stops responding and shows “Not Responding” in the title bar, requiring a force quit.
d) A laptop takes 10 minutes to boot because it has too many startup applications running.
e) A user tries to open Gmail but gets “Unable to connect to server” because their Wi-Fi is down.
f) A hard drive fails mechanically, making it impossible to boot the operating system.


· Підручник ст 61 D.Hill. English for Information Technology. Vocational English 2. Course Book A2-B1. Pearson. 2019

Тема 2. Software Repair. Filling in Service Reports. Fault Diagnosis questions. Possible Solutions.

· Підручник ст 60 D.Hill. English for Information Technology. Vocational English 2. Course Book A2-B1. Pearson. 2019

· Read the text about IT Suport. What levels of support are there?
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· Listen to the dialogue audio 45. D.Hill. English for Information Technology. Vocational English 2. Course Book A2-B1. Pearson. 2019. Explain the meaning: “accounting software”, “download”, “install”, “double click on the icon”, “follow the instructions,”” click through the steps”.

· Підручник ст 62 D.Hill. English for Information Technology. Vocational English 2. Course Book A2-B1. Pearson. 2019. Complete this company troubleshooting guide. Use the words in brackets and language from the Language box.

· Підручник ст 63 D.Hill. English for Information Technology. Vocational English 2. Course Book A2-B1. Pearson. 2019. Work in pairs. Roleplay dealing with a monitor problem using the troubleshooting guide in 6. Take turns being a caller with a blank monitor screen and the help desk technician.

Тема 3. Hardware Repair.Using Toolkits and Making Repair.
· Read the text and answer the questions: 
1.  What tools are included in a basic hardware toolkit?
2.  Why is it important to unplug a device before repair?
3.  What is the purpose of a multimeter?
4.  What skills are important for hardware repair?
Hardware repair is an important skill in many technical jobs. It involves fixing physical parts of computers, machines, or electronic devices. To perform hardware repair, technicians use different tools from a toolkit.
A basic hardware toolkit usually includes screwdrivers, pliers, a wrench, a hammer, a multimeter, and sometimes a soldering iron. Each tool has a specific purpose. For example, screwdrivers are used to remove or tighten screws, while pliers help hold small parts. A multimeter is used to check voltage and test electrical connections. Before starting a repair, it is important to follow safety rules. First, turn off the device and unplug it from the power source. Then, wear protective equipment such as gloves or safety glasses. Always work in a clean and organized space.
When making a repair, the technician must first identify the problem. For example, if a computer does not turn on, the issue may be a faulty power supply or a damaged cable. After diagnosing the problem, the technician replaces or fixes the damaged part. Finally, the device is tested to make sure it works properly. Good hardware repair requires patience, attention to detail, and technical knowledge. With practice and the right tools, many common problems can be solved quickly and safely.

Speaking Task:
1. Have you ever repaired a device? What was the problem?
2. What tools do you know how to use?
3. Why is safety important in hardware repair?
Тема 4. Customer Service.
· Підручник ст 64 D.Hill. English for Information Technology. Vocational English 2. Course Book A2-B1. Pearson. 2019. Listen to two repair technicians in a computer shop talking about a computer a customer has brought in for repair. Have they solved the problem yet?

· Підручник ст 64 D.Hill. English for Information Technology. Vocational English 2. Course Book A2-B1. Pearson. 2019. Complete these conversations. Use the words in brackets and language from the Language box. Add any other words necessary.

Тема 5. Solving Customer Service Problems. Phonecalls.
· Read the dialogue, explain the meaning of the highlighted words
· Make up your own dialogues, changing the problem. Use your active vocabulary.
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In IT support (Help Desk / Call Centre), Tier means a level of support. It’s a way

to organize the team so user issues are handled more efficiently.

Typical structure:

1. Tier 0 — Self-service: FAQ, knowledge base, chatbots, user guides. The
customer tries to solve the issue on their own.
2. Tier 1 — First-line support: help desk agents or call centre staff. They handle
common issues like password resets, account access, or basic troubleshooting.
3. Tier 2 — Specialized support: more experienced technical staff. They deal
with more complex problems such as application errors, server settings, or
network issues.

4. Tier 3 — Expert support: senior engineers, system architects, or developers.
They solve critical, rare, or highly| technical issues that lower tiers cannot fix.

5. Tier 4 — External providers: if the issue is with third-party hardware or

software, support escalates to the manufacturer
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Help Desk Agent: Good afternoon, you’ve reached the IT Help Desk. My name is Priya.
How can I assist you today?

Client: Hi, Priya. I’'m having trouble _ It keeps saying my
_, but I’'m pretty sure I typed it right.

Help Desk Agent: I understand, that can be frustrating. Let’s check a few things. Are you
trying to log in through the web portal or an application?

Client: Through the web portal on my laptop.

Help Desk Agent: Got it. Could you please _ for me? Don’t worry, I
don’t need the password.

Client: Sure, it’s j.smith@greenwood.com.

Help Desk Agent: Thank you. I see that your account was locked this morning after three
failed login attempts. That’s likely why you’re getting that error message.

Client: Ob, I see. I must’ve typed something wrong earlier.

Help Desk Agent: No problem, it happens. I’ll go ahead and reset your password. You’ll
receive a temporary one by text message shortly. Once you log in, you’ll be prompted to set a
Client: Okay, I just got the text. Let me try... yes, I’'m in now. Thanks!

Help Desk Agent: Perfect. Before you go, please create a strong password you haven’t used
before. If you’d like, I can share some tips on making it secure but easy to remember.
Client: That would be great.

Help Desk Agent: Sure: use a combination of _, numbers, and
symbols.

Client: Got it. I'll do that right now. Thanks for your help, Priya.

Help Desk Agent: You’re very welcome. Is there anything else I can assist you with today?
Client: No, that’s all. Have a good day!

Help Desk Agent: You too. Goodbye




