Training and Supporting Users
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Methods of Training
Courses
External trainer – on site
Internal Trainer
One-to-one
Training
Personal
One-to-one
Course
CBT
Manuals
Online Tutorials
) (
Factors to be considered when choosing training:
How many users?
Is expertise available on site?
F
acilities available on site?
E
xternal course available?
Can existing staff be spared to train others?
Regularity of 
training?
Are good quality user manuals or CBT schemes available?
User’s skill level
User’s own preferences
Work patterns of employees
Places of work – county spread or teleworkers
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Induction Training
Company procedures
Logging client calls
Task-based Training
Basic job skills
Using the knowledge base
Skills-based Training 
Improving customer services
Leading a support team
Types of training
Costs 
vs
 Training
Actual cost
Loss of time
Turnover of part-time ‘trained’ staff
Increased productivity
Improved staff retention 
It’s worth the investment!
) (
Key Terms:
Extranet
: a section of the organisation’s internet that is available for external use, for example by suppliers or customers.
Induction Training:
 the training carried out when a new employee joins an organisation.
Task-based training:
 trains the users to carry out a specific routine activity, such as filling in an on-screen data entry form or operating an EPOS checkout.
Skills-based training: 
aims to give the user transferable skills that can be used in a variety of ways to perform a range of functions.
Natural Language Interface: 
 allows the user to ask questions in normal words rather than using technical terms.  For example a use could search for ‘reduce errors’ rather than needing to know the term ‘validation’.  
Context-sensitive help: 
 gives information based on what the user was doing when they pressed the help button.
Third-party manuals: 
are provided by publishers other than the software house that produced the software.  They are generally available for popular generic software where there is sufficient market to justify their development costs (EG the ‘Dummies’ series).
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Check out . . . 
http://www.essortment.com/job-training-met
h
ods-35229.html
) (
Be careful!
When reading a question in the exam, make sure you know if they are asking about type of training (Induction etc) or method of training (CBT etc).
)
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Internal forums
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External Helpdesk
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Remote Support
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Email and Chat support
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Call-out Support
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External Assistance
) (
Existing user base
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Methods of 
Supporting Users
) (
Software Help Files
) (
User guides and manuals
) (
On site technician/help desk
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Factors influencing choice 
of support
Does the need justify employing support staff?
How complex is the setup to be supported?
How much free support is provided with the software?
What is the cost of a support contact?
What will it include?
How quickly is the support needed?
How quickly can it be delivered?
Are there any security issues with using external contractors?
) (
External support 
– interfaces for customers
Interactive Displays: ATMs, information points etc
Online Support: Online shopping, banking etc.
)
image1.wmf

