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— About this Guide

This Facilitator Guide is designed to enable training for the specific Qualifica on Pack (QP).
Each Na onal Occupa onal (NOS) is covered across Unit/s.

Key Learning Objec ves for the specific NOS mark the beginning of the Unit/s for that NOS.
The symbols used in this book are described below.

—Symbols Used
Ask Demonstrate Facilita onNotes  Learning Outcomes Notes Objec ves
Prac cal Team Ac vity Do Explain Say Resources
Ac vity Summary Role Play Example
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Key Learning Outcomes

At the end of this module, you will be able to:

e Explain the roles and responsibili es of a service engineer
e Define the basics of computer

e Describe opera ng system and other so ware

e Iden fy the basics of networking

e Make use of Internet and web browser
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UNIT 1.0: Introduc on of the Module

— Objec ve of the Module

The objec ve of this module is to make the par cipants familiar with the roles and
responsibili es of a service engineer. The par cipants will be able to understand the basics of
computer. They will also be introduced to opera ng system and other so ware. In addi on,
they would be told about the basics of networking. Lastly they will become aware of Internet
and web browser.

— Ask

e Enquire if anybody knows what the support services are.

e Ask the par cipants to tell some responsibili es of a service engineer.

e Askif anyone knows about Informa on Technology (IT) hardware system.
e Ask the par cipants to share their expecta ons from this course.

— Notes for Facilita on

e Make the session interac ve by involving the par cipants in a discussion and introduce
the topics to them.

e You could ask the par cipants about the expecta ons from the course. Then, inform them
briefly about the major topics that will be covered in this course.

e Invite the par cipants to share their expecta ons on the whiteboard/blackboard.

e Give the par cipants a brief overview of what all will be covered in the course.
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Icebreaker

— Objec ve

The objec ve of thisac vity is to make the par cipants familiar with each other. This is mainly
done to break the ice between the par cipants (make them talk to each other).

— Do

e Make some tags of famous people such as:
o PVSindhu

Undertaker

Harry Po er

Narendra Modi

Amitabh Bachchan

o
o
o
o

— Notes for Facilita on

e Ask the par cipants to stand in a circle. Randomly choose any par cipant and s ck one
tag on the person’s back without showing the name.

e Askthe par cipanttoiden fythe name wri enon the tag by pu ng up ques ons to his
fellow par cipants.

e Give the par cipants an example of how to play this game by telling them the type of
ques ons they can ask, such as:
0 Am | an athlete?
o Amawrestler?
o0 Am/an actor?

e The fellow par cipants should only answer either “Yes” or “No”.

e Con nue the same ac vity with a few of the other par cipants.
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UNIT 1.1: Introduc on to Service Engineer

— Unit Objec ves

At the end of this unit, the par cipants will be able to:
e Iden fysupport services

e Describe IT hardware service engineer

e List components of IT hardware system

— Say

e Start the session by telling the par cipants that support services are services that address
problems with a service or product sold to a customer.

< Tell them that a service engineer is responsible for a ending to problems to resolve or
perform maintenance func ons by visi ng client or remote loca ons.

e Inform them that an IT hardware system mainly consists of:
o Computer and peripheral devices
O Related so ware
o Network and network devices

_ Notes for Facilita on

e Tell the par cipants that support services includes tasks as shown in the following figure:

4 3\

Evalua on of prospec ve customers

| J

7

Telemarke ng

|

4 3\

Processing of purchase orders and fulfilment services

\.

4 3\

Informa on and tracking of delivery schedules

| J

r

Customer rela onship management services

\.

4 3\

Formula on of customer service

| J/

Fig 1.1.1: Support service tasks

e Further, tell them that a er sales service ensures that the customers are sa sfied with
the products and services of the company or organiza on.




Facilitator Guide

e Inaddi on,tellthemthata er sales service ensures that sold products and services meet
or exceed the expecta ons of the customers.
e Tell them about IT hardware support services with the help of the following figure:

> Computer AMC services

> Computer hardware services

> Data recovery services

> Onsite computer services

Fig 1.1.2: IT hardware support services

e Inform them that support services can be provided in two ways, onsite service and o site
service.

e Explaintothe par cipants the rolesand responsibili es of a service engineer with the help
of following points:
0 A ends to problems to resolve them
0 Performs maintenance func ons by visi ng clients or remote loca ons
0 Assesses and installs or fixes the equipment or machinery.
0 Provides support and service in di erent fields such as IT and Biomedical

e Tell them that an IT Hardware service engineer provid es hardware and related so ware
service and maintenance. The maintenance may include installa on or repair of hardware
equipment or associated so ware by monitoring, troubleshoo ng and replacing faulty
modules.

e Inform them that an IT hardware system mainly consists of components as shown in the
following figure:

( )
IT hardware
system
_ )
|
| | |
( N
Computer and Network and

peripheral s%ele\f:?e network
devices devices

- J

Fig 1.1.3: IT hardware system components
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e Explain the components of IT hardware system with the help of the following points:

o Computer and peripheral devices: These are devices which are connected to a
computer but are not part of the core computer architecture. There are three types
of computer peripheral devices:
= Input devices: mouse, keyboard, and joys ck
= Output devices: monitor, printer, and speakers
= Storage devices: hard drive, flash drive, and pen drive

0 Relatedso ware such as firmware: Thisis a type of so ware which provides control,
monitoring and data manipula on of various products and systems.

o0 Network and network devices: These are devices such as hub, bridge, modem, router,
switches and so on.
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UNIT 1.2: Basics of Computer

— Unit Objec ves

At the end of this unit, the par cipants will be able to:

e Define computer and types of computer

e Iden fythe basic hardware and related so ware required in a computer
e Describe the importance of computer maintenance

— Ask

e Enquire from them if they know about first mechanical calcula ng device “Abacus”.

e Ask them which component of computer is called the brain of computer and why.

e Ask them to define hardware and so ware.

e Ask them if they know some advantages of computer.

e Ask them if they can tell about di erent types of computers such as PC, worksta on and
so on.

e Ask them to tell the main connec on ports of a computer.

e Ask them to explain the di erence between a laptop and a notebook.

— Demonstrate

e Show the various hardware components of a computer

» Show the working of webcam, scanner and printer

e Show the working of a system so ware such as Windows

e Show the working of a programming so ware such as Logo

e Show the working of an applica onso ware suchas MSO ce

— Notes for Facilita on

e Tell the par cipants that computer has become an indispensable and mul purpose tool.

e Inform them that computer is an electronic device for performing arithme c¢ and logical
opera on.

e Tell them that Abacus is known to be the first mechanical calcula ng device, which was
used to perform addi on and subtrac on easily and speedily.
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Tell the par cipants that computer is a device or machine which is given a set of

instruc ons to carry out arithme c or logical opera ons. These set of instruc ons are

called a program.

Tell them a few characteris cs of a computer with the help of t he following points:

o0 Speed: Computers work at a very high speed and are capable of performing 3-4 million
instruc ons per second.

0 Accuracy: Computers delivers 100% accuracy.

Diligence: Computers are highly dependable.

o Versa lity: Computers are versa le machines and are capable of performing a variety
of tasks.

o0 Storage Capacity: Computers can store a very large amount of data.

Explain to them the four func onal units in a computer which are input unit, storage unit,

CPU and output unit.

Inform them that peripheral devices are input-output devices used to enter informa on

and instruc ons into a computer for storage or processing and to deliver the processed

data to a user.

Next, tell them about the classifica on of computers of sizes with the hel p of the following

figure:

@]

Fig 1.2.1: Classifica on of computer
Explain to them about each type of computer in detail.
Inform them about applica ons of computer in di erent fields such as:
0 Business: Computers are used in business for the calcula ons of payroll, budge ng,
ERP and so on.
0 Banking: Online accoun ng facility
0 Educa on: Computer Based Educa on
0 Marke ng: Adver sement, Online or Home shopping
Explain in detail about the hardware components of a computer.
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e Tell them about other hardware components such as webcam, scanner, printer, monitor,
and speaker.

e Inform the par cipants that storage devices store the data in their memory.

e Explain to them about storage devices such as hard disk, compact disc (CD), magne c¢ strip
and USB.

e Next, explain to them about so ware with the help of the following points:

(0]

o

Majority of so ware are wri en in high-level programming languages that are easier
and more e cient for programmers, which means closer to a natural language.
High-level languages are translated into machine language using a compiler or an
interpreter or acombina on of the two.

So ware may also be wri en in a low-level assembly language, essen ally, a vaguely
mnemonic representa on of a machine language using a natural language alphabet,
which is translated into machine language using an assembler.
With the help of the following figure, explain that computer so ware can be classified
into various types:

Computer
So ware

. Malici
HERIEE @ So awgr%uts)r
So ware Malware

I 1
Opera ng Device Drivers Ul es
Systems

Fig 1.2.2: Type of computer so ware

Applica on so ware: This so ware uses the computer system to perform special

func ons or provide entertainment func ons beyond the basic opera on of the

computer itself. There are many di erent types of applica on so ware because the

range of tasks that can be performed with a modern computer is large.

System so ware: This so ware directly operates the computer hardware to provide

basic func onality needed by users and other so ware, and to provide a pla orm for

running applica onso ware. System so ware includes:

= Opera ngsystems: Itisanessen alcollec onofso ware that manage resources
and provides common services for other so ware that runs "on top" of them.
Supervisory programs, boot loaders, shells and window systems are core parts of
opera ng systems.
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= Device driver: It operates or controls a par cular type of device thatis a ached
to a computer. Each device needs at least one corresponding device driver. As a
computer typically has at least one input device and one output device, it needs
more than one device driver.

= U li es: These are the computer programs designed to assist users in the
maintenance and care of their computers.

0 Malicious so ware or malware: It is so ware developed to harm and disrupt
computers. As such, malware is undesirable and is closely associated with computer -
related crimes. These undesirable programs, which are usually added without a user’s
knowledge, can significantly slow down the performance of a computer. Keeping
an virus so ware up to date and running scans on a regular basis are the best ways
to prevent virus infec ons.

0 In addi on, tell them about the di erent layers of so ware such as shown in the
following figure:

Layers of So ware

Fig 1.2.3: Layersof so ware

o Pla ormso ware: The Pla orm so ware includes the firmware, device drivers, an
opera ng system and typically a graphical user interface which allows a user to
interact with the computer and its peripherals. It comes bundled with the computer.

o0 Applica on so ware: Applica on so ware or Applica ons are what most people
think of when they think of so ware. Applica on so ware is 0 en purchased
separately, apart from the computer hardware. They are usually independent from
the opera ngsystem, though they are o en tailored for specific pla orms. Compilers,
databases and other system so ware are not applica ons.

0 User so ware: User so ware includes spreadsheet and word processor templates.
Even email filters are a kind of user so ware. Users create this so war e themselves.
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Lastly explain to them about the importance of computer maintenance.
Summarize the unit using the following figure, which gives an overview of the hardware
and so ware:

Components of Computer
Hardware So ware
Components of a computer which can be  Part of computer which helps the hardware
touched to func on
I— CPU Applica on Malicious
System So ware So ware So ware
Keyboard Linux J' i0S Skype I' V\?g?d Spyware J' Worm
Modem
Mouse
Printer
Scanner
Speaker

. Microphone

e Touchpad

Fig 1.2.4: Components of computer

Ac vity handling strategy:
o0 Solu on forthe ac vity “Choose the correct answer for the following ques ons”:

= 1B
= 2.B
= 3.B
0 Solu on for the ac vity “Choose the correct answer for the following ques ons”:
= 1.d
= 2.2
= 3b
= 4.e

= 5.¢c
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UNIT 1.3: Opera ng System and Other So ware

— Unit Objec ves

At the end of this unit, the par cipants will be able to:
e Define opera ng system

e Iden fythe types of opera ng system

e Describe other so ware

— Say

e Enquire from the par cipants if they have ever no ced the di erent colour bands present
on the resistors? If they say yes, then ask them to name few colours they remember.

e Ask them to name some components commonly used in circuits.

e Tellthe par cipantsthatan opera ngsystem (OS) is an important system so ware which
operates computer hardware and so ware resources.

e Tell them that there are various types of opera ng systems available in the market such
as UNIX, Microso (MS) Windows and so on.

— Demonstrate

e Perform the steps needed to install windows OS
e Perform the steps needed to install Linux OS

e Show the working of MS Exchange

e Show the working of Auto CAD

e Show the working of Skype and Team viewer

e Show the working of an an virusso ware

— Notes for Facilita on

e Tellthe par cipants that an opera ng system is the mostimportantso ware that runs on
a computer. It manages the computer's memory, processes, and all of its so ware and
hardware.

e Further, tell them the func ons of OS with the help of the following points:

0 Boo ng:Boo ngis a process of ini alizing the computer. The boo ng process can
either be hard or so boot. Both the types of boo ng process can be ini ated either
by hardware such asa bu on press or by so ware command.
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o0 Memory Management: The memory cannot be handled without the OS. Various
programs and informa on execute in memory at one me. If there is no OS, the
programs may mix up with each other.
= Loading and Execu on: A program is loaded in the memory before its execu on.
Opera ng system facilitates to load the program in memory and executes it later
on.

= Data: Itisacri cal part of any computer system. The OS ensures that the data
stored in the computer is protected from any unlawful u lize, modifica on or
dele on.

o Disk Management: Disk space is e ciently managed by the OS. It also manages the
stored files and folders in a legi mate way.

0 Process Management: The CPU can perform only one task at one me. When there
are mul ple tasks running on a system, the OS decides the sequence of the tasks to
be performed by the CPU.

o Device Controlling: The OS controls all devices a ached to a computer with the help
of small so ware called device drivers.

0 Print Controlling: The OS system controls the prin ng func on. Even if a user issues
two print commands simultaneously, it doesn't mix the informa on of these
documents and prints them independently.

o0 Providing Interface: The OS provides an interface to the user to interact with a
computer. User interface refers to the way the user inputs data and instruc on and
how informa on is displayed on the screen. The OS 0 ers two types of interface to
the user:
= Graphical-line interface: Provides a visual environment to the user to

communicate with the computer. It allows the user to u lize windows, icons,
menus and other graphical objects to issue commands.
= Command-line interface: Provides a text interface to communicate with the
computer by allowing the user to type commands.
e Inaddi on, explain to them the components of an OS.
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e Next, explain to them about the di erent types of OS with the help of the following figure:

e Asingle-tasking OS is one in which only one program can
Single and mul - runata me
tasking e Amul -tasking OS allows more than one program to run
simultaneously
Single and mul - e Asingle-user OS has no facili es to dis nguish users but
user it may allow mul ple programs to run in a cycle
Distributed e Adistributed OS operates a group of dis nct computers
and presents them as a single computer
* Atemplated OS creates a single virtual machine image as
Templated a guest opera ng system, then saves it as a tool for
running mul ple virtual machines
Embedded {  Anembedded OS is used in embedded computer systems
R { « Areal- me OS processes data and events by a specific
eal- me .
momentin me
Librar e Alibrary OS provides similar services that a typical
y opera ng system provides, in the form of libraries

Fig 1.3.1: Di erent type of OS

Explain to them the three most commonly used opera ng systems are Windows, Mac OS

and Linux OS.

Further, explain to them the following points about Microso  Windows :

o0 Owned and operated by Microso .
The latest version is Windows 10, which includes touchscreen support.
Architecture of Windows NT:

o
(o}

The Windows NT opera ng system architecture consists of two main layers that
are user and kernel mode, with many di erent modules within both of these
layers.

User Mode: User mode consists of di erent system-defined processes and DLLs.
An environment subsystem acts as an interface between the applica ons of user
mode and an opera ng system kernel func ons. The four main environment
subsystems are the Win32 subsystem, an OS/2 subsystem, the Windows
Subsystem for Linux and a POSIX subsystem.

Kernel mode: Windows NT kernel mode has full access to the hardware and
system resources of the computer and runs code in a protected memory area. It
prevents user mode applica ons to access cri cal areas of the opera ng system.
It controls all interac on with hardware and access to scheduling, thread
priori za on and memory management.
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e Further, tell them the steps involved in installing the latest edi on of windows opera ng
system (windows 10) on the computer:

o0 Enter the computer's BIOS (Basic Input/ Output System).

0 Find the BIOS's boot op ons menu.

o0 Ifthe boot op on menu can't be found, then search the name of the BIOS.

0 Select the CD-ROM drive as the first boot device of the computer.

0 Save the changes of the se ngs.

0 Shut down the computer.

o0 Power on the PC and then insert the Windows 10 disc into the CD/DVD drive.

o0 Select language, me and currency format and keyboard input format and click on
Next.

o0 Click on Install.

0 Wait for a few seconds for the setup to start.

o0 If the product key is available, enter it, otherwise click on Skip.

0 Accept the license terms and click on Next.

o0 Select “Custom: install Windows only (Advanced)”.

0 Select the drive where Windows 10 needs to be installed.

0 Choose Windows 10.

0 Enter aserial key, otherwise click on ‘Do this later’ to skip this op on.

0 Click on ‘Use express se ngs’ to use the recommended se ngs.

o0 Enter a name and password to create an account.

0 Windows 10 has been successfully installed.

* Next, tell them that Mac OS, earlier known as Mac OS X, is the current series of Unix-based
graphical opera ng systems developed and marketed by Apple Inc. It is designed to run
on Apple's Macintosh computers and is preinstalled on all Macs since 2002.
e Explain to them about the architecture of Mac OS with the help of the following link:
e h ps://en.wikipedia.org/wiki/Architecture_of _macOS
e Tell them the steps to re -install the Mac OS on Mac computers.
e Inaddi on, tell them about the Linux OS with the help of the following points:
0 The Linux OS is comprised of a number of components such as:
= BootLoader: Itis the so ware which manages the boot process of the computer.
It is a simple splash screen that pops up and eventually goes away to boot into
the opera ng system.
= Kernel: Itis one of the main components and is actually called “Linux”. The kernel
is the core of the system and manages the CPU, memory, and peripheral devices.
= Daemons: These are background services that either start up during the boo ng
process or a er logging into the desktop.
= The Shell: This isa command process that allows the user to control the computer
via commands typed into a text interface.
= Graphical Server: This is the sub-system that displays the graphics on the monitor.
Itis commonly referred to as the X server or just “X”.
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o0 Desktop Environment: This is a component that the users actually interact with. There
are many desktop environments to choose from such as Unity, GNOME, Cinnamon,
Enlightenment, KDE, and XFCE. Each desktop environment includes built-in
applica ons such as file managers, configura on tools, web browsers, and games.

Tell them the steps which are involved in installing and configuring Linux OS with the help

of a disc:

Select Install or upgrade exis ng system op ons

Select Language.

Select keyboard type.

Choose skip media test.

Select storage device.

Type computer name or hostname.

Select me zone loca on.

Enter password for root user.

Select type of installa on, review par oning layout carefully and also choose the

Encrypt system.

Review par oning layout and modify if needed.

Manually configure LVM and RAID storage.

Create par onand forma ng file systems.

Configure boot loader op ons; give boot loader password for security reason.

Select applica ons to install and select customize now.

Customize package selec ons.

Installa on is completed successfully.

Reboot the computer and login with root creden als as it was set in the ini al step.

Lastly, explain to them about other so ware such as MS Exchange, Auto CAD,

TeamViewer and Skype.

Inform them that an an virus is also known as an -malware so ware is a set of programs

that is to prevent, detect and remove so ware virus, worms, adware, Trojans and so on.

Inaddi on, tell them aboutafewan virusso ware such as Kaspersky Total Security, AVG

An virus, Norton Security and Quick Heal Total Security with the help of following link:

h p://usa.kaspersky.com/products -services/home-computer-security/total-security/

h ps://en.wikipedia.org/wiki/AVG_An Virus

h ps://en.wikipedia.org/wiki/Norton_Security

h p://www.quickheal.co.infhome-users/quick-heal-total-security

Ac vity handling strategy:

0 Ask them to do the ac vity men oned in the par cipant handbook.

o0 Seta me limit of 5 minutes to complete the ac vity.

0 Once they are done, discuss the solu ons which are as follows:
= l.c
= 2.6
= 3.D

O O 0O 0O O o o0 0 o

O O 0O 0O O o0 o o
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= 4d.a
= 5D
o Solu onfor the ac vity “Choose the correct answer for the following ques ons”:
» la
= 2.4
= 3.a
= 4.Db
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UNIT 1.4: Basics of Networking

— Unit Objec ves

At the end of this unit, the par cipants will be able to:

e Define network and its topologies

e List the types of network

e Describe the layout of networks and their advantages
e Recognize network devices

e Explain TCP/IP and IP addressing

e Iden fy cablesand connectors

— Ask

e Start the session by asking the par cipants if they know about LAN, MAN and WAN.
e Ask them if they can tell di erent types of network topologies.
e Enquire if they know anything about TCP/IP. If yes, then ask them to name its layers.

— Demonstrate

e Show a network interface card

e Show the various network devices

e The steps for iden fying the IP address of a node or a computer
e The steps to ping a computer

e Showdi erent types of network cables

e Showdi erent types of network connectors

e The steps for crimping a RJ45 cable

— Notes for Facilita on

e Tellthe par cipants thata network isan interconnec on of a group of computers that can
communicate and share resources such as hard disks and printers and are connected by
some type of transmission media.

e Tell them some advantages of network such as:

e Sharing of informa on across the network

e Op mumu liza on of hardware resources

e Centraliza on of data management & peripherals
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e Inform them that network architecture is a structural model that specifies the type, layout
and components of a network along with data format, di erent protocols and services
provided.

e Explain to them the two types of network architecture with the help of following points:
0 Peer-to-Peer: In a peer-to-peer network, there is no specific dis nc on between a

client and a server. Every computer can communicate directly with every other
computer. By default, no computer has more authority than another.

o Client-Server: In a client-server network, the requests are processed centrally by one
or more servers. The server is a system with high processing power, which provides
services for the other computers in a network. The client is a system that accesses
resources available on a server. In a client / server network setup, the server is
responsible for processing the requests sent by the clients.

e Next, tell them about the di erent type of server such as file, print, communica on, and
mail server.

e Inform them that the three types of network that are:

0 Local Area Network ( LAN)

0 Wide Area Network (WAN)

0 Metropolitan Area Network (MAN)

e Tell them about each type of network with the help of the following figure:

* LAN is a small-scale network that extends over
rela vely small distances

* MAN interconnects users with computer resources
in a region larger than LAN but smaller than the area
covered by WAN

WAN provides network connec vity spanning across
large geographical area, such as across states,
countries or across the globe

Fig 1.4.1: Type of network

e Inform the par cipants that network communica on technology deals with the
technology aspect of networking communica on.

e Inaddi on, also tell them that communica on is the process of sharing informa on and
ideas through speech, symbols, signals or signs.

e Briefly introduce Network Interface Card to them.

e Tell them about network communica on technology such as Internet, Intranet and
Extranet.

e Further tell them that communica on technology also deals with the mode of
transmission of data. Mode refers to the direc on of data flow over the network. There
are three types of mode:
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o Simplex: Itis a type of connec on in which the flow of data is unidirec onal i.e. the
data flows in only one direc on.

0 Half-duplex: It is a type of connec on in which the flow of data is in one direc on or
the other, but it cannot be both at the same me.

o0 Full-duplex: It is a type of connec on in which the flow of data is bidirec onal. Each
end of the line can thus transmit and receive at the same me. This means that the
bandwidth is divided into two for each direc on of data transmission, if the same
transmission medium is used for both direc ons of transmission.

e Further, tell them that there are other types of modes of transmission such as
synchronous and asynchronous communica on mode, parallel and series mode and so
on.

e Explain to them about Network Opera ng System (NOS) with the help of the following
points:

o0 Itrunson a server and provides server the capability to manage data, users, groups,
security, applica ons and other networking func ons.

0 The primary purpose of the NOS is to allow shared file and printer access among
mul ple computers in a network, for example it allows sharing through a LAN and also
through a private network to other networks.

o Examples of network opera ng systems are Microso Windows Server 2003,
Microso Windows Server 2008, UNIX, Linux, Mac OS X, Novell NetWare and BSD.

o Tell that the advantages of network opera ng systems are as follows:

> Centralized servers are highly stable

> Security is server managed

Upgrades to new technologies and hardware can be easily
integrated into the system

types of systems

> Remote access to servers is possible from di erent loca ons and

Fig 1.4.2: Advantages of network opera ng system
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0 In addi on, tell them that the disadvantages of network opera ng systems are as
follows:

> High cost of buying and running a server

> Dependency on a central loca on for most opera ons

> Regular maintenance and updates are required

Fig 1.4.3: Disadvantages of network opera ng system

e Inform them about the various networking devices.

= Explain the concept of network topologies.

e Next, tell them that the Transmission Control Protocol and Internet Protocol (TCP/IP ) was
developed by department of Defence’s Project Researc h Agency (ARPA, later DARPA) as a
part of a research project of network interconnec on to connect remote machines.

e Briefly explain the di erent layers of TCP/IP model.

e Tell them that an IP address is a unique iden fier for a computer or any other devic e
a ached to the network. It is a 32-bit value. IP addresses are wri en in four decimal
numbers which are separated by dots.

e Further tell them the steps involved in iden fying the IP address of a node.

e Informthem thatdi erent cables are used for es tablishing a physical communica on link.

= Explain that the cables are connected to the devices through di erent connectors.

e Tell them about the di erent types of cables.

e Tell them about di erent types of connectors.

e Explain to them the steps involved in crimping a RJ45 cable.

e Lastly, explain to them about the wireless network.

e Ac vity handling strategy:

0 Ac vity: Find out the network address and host address for the given IP addresses
0 Ask them to do the ac vity men oned in the par cipant handbook.
o0 Seta me limit of 5 minutes to complete the ac vity.
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0 Once they are done, discuss the solu ons which are as follows:

IP Address Network Address Host Address
10.10.48.80 10.10.48.0 0.0.0.80
28.212.250.254 28.212.250.0 0.0.0.254
10.10.250.1 10.10.250.0 0.0.0.1

e Ac vity: Match the following
0 Ask them to do the ac vity men oned in the par cipant handbook.
Seta me limit of 5 minutes to complete the ac vity.
0 Once they are done, discuss the solu ons which are as shown in the following figure:

1. C.

o

2 D
3 B
4. E.
5 A




Facilitator Guide

UNIT 1.5: Internet and Web Browser

— Unit Objec ves

At the end of this unit, the par cipants will be able to:
e Describe Internet
e Iden fy common methods for Internet access
e Explain types of web browsers
« Define cyber security and its importance
e ListIT acts and cyber laws

— Ask

e Enquire from the par cipants if they surf the Internet.

e Ask them if they know about di erent web browsers.

e Ask them if they can tell through which browser they surf the Internet.

= Enquire if they have an Email account. If yes, then on which webmail service provider do
they have the account?

e Ask them if they have ever installed any so ware from the Internet.

_ Demonstrate

e Show the working of Internet

e Perform the steps needed to find informa on online

e Perform the steps needed to send and receive email

e Perform the steps needed to upload and download data

e Perform the steps needed to access a social networking site
e Perform the steps needed to chat or message online

e Perform the steps needed to do online shopping

— Notes for Facilita on

e Tell the par cipants that Internet is a computer network with billions of computers and
various electronic devices interconnected together across globe.

e Inform them that the use of Internet is very useful now-a-days as it provides the facility of
Email, online chat, file transfer and so on.

e Briefly explain some important terms related to Internet.




Service Engineer

Explain the working of internet with the help of the following points:

0 As Internet is a global network of computers, so each and every computer which is
connected to the Internet should possess a unique IP address.

0 These IP addresses are in the form aaa.aaa.aaa.aaa and aaa must be a number,
ranging from 0 - 255.

o Atemporary IP address is assigned when the Internet is accessed through an Internet
Service Provider (ISP), for the dura on of the dial-in session.

0 A permanent IP address is assigned when the Internet is accessed from a LAN.

0 Each computer has a unique IP address.

Explain to them how to work on the internet.

Next, tell them that Internet access enables an individual or any organisa on to be ac ve

on Internet using computers or other mobile devices. When a device is connected to

Internet, users of the device can access the Internet services.

Briefly explain to them about Internet Service provider (ISP).

Tell them that the two main types of internet connec on are Hardwired Broadband

Connec on and Wireless Broadband Connec on.
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« Then, explain to them about di erent categories of these connec ons with the help of
the following points:
0 Hardwired Broadband Connec on:

Dial-up

ISDN

Leased line

Cable Connec on

DSL

<

~

N/

N/

N/

N/

.

A dial-up connec on is made through modem connected to
anac ve telephone line which is not in use.

The phone line is connected to the modem and the other
end is inserted into the phone jack.

The computer must be configured for the dial-up

connec on.

The user has to dial a specific number that is provided by the
ISP to access internet on the computer.

Integrated Digital Services Network(ISDN) is a switched
telephone service which can transport voice and digital data
over standard phone lines.

There are two types of channels in ISDN connec on. Bearer
(B) channels are used for data and Data (D) channels are
used for signaling and control .

Leased line is a dedicated telephone line that provides
full me connec on to a network.

It provides dedicated, fixed-bandwidth, symmetric data
connec on.

It provides access to internet using a cable modem.
Fiber-op cs or coaxial cables are used for wiring.

Digital Subscriber Line (DSL) can be operated using a single
telephone line withouta ec ng the normal use of the
telephone.

The high frequencies of the line are used leaving the low
frequencies free for regular telephone communica on.

Fig 1.5.1: Hardwired broadband connec on
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o Wireless Broadband Connec on:

~
e Provides internet access of the following types:
Fixed, Portable and Mobile.
Satellite < e Uses the orbi ng satellites for transmi ng and
Broadband receiving data.

e Used in areas where wired broadband
technologies are unavailable.

Mobile = Provides wireless internet access through a
Broadband < portable modem, mobile phone, USB wireless
modem, tablet or other mobile devices.

e The full form of WiFi is Wireless Fidelity.

Wi-Fi << |« Wi-Fiis a communica on protocol that facilitates
data transfer through wireless connec on.

-

Fig 1.5.2: Wireless broadband connec on

Explain to them about di erent web browsers, cookies and cache.

Tell them that computer security is also known as cyber security or IT security.

Explain that cyber security refers to:

0 Protec ng computer systems from unauthorized access

0 Protec ng hardware and so ware by controlling access

0 Preven ngthe ofinforma on

o0 Preven ngdisrup on or misdirec on of services

Explain to them that cyber security can be categorized as:

0 Applica on security

o Informa on security

0 Network security

Explain that an -spyware is a type of so ware that detects and removes unwanted
spyware programs.

Tell them that a spyware is a type of malware that is installed on a computer without the
user's knowledge in order to collect informa on about them.

Lastly, tell them about the cyber law and so ware piracy.
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e Ac vity handling strategy:
0 Ask them to do the ac vity men oned in the par cipant handbook.
o Seta me limit of 5 minutes to complete the ac vity.
0 Once they are done, discuss the solu ons which are as follows:

= 1.d
= 2.
= 3.a
= 4.b

= 5¢




2. Computer Troubleshoo ng,
Maintenance and Repair

Unit 2.0 — Introduc on of the Module
Unit 2.1 — Computer Troubleshoo ng

Unit 2.2 — Computer Maintenance and Repair
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Key Learning Outcomes

At the end of this module, you will be able to:

e Iden fythe faulty module and perform troubleshoo ng
* Analyse the error codes and messages

e Implement maintenance and repair

e Execute assembling and disassembling of computers

e Explain E-waste management
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UNIT 2.0: Introduc on of the Module

— Objec ve of the Module

The objec ve of this module is to make the par cipants familiar with basic computer
troubleshoo ng, maintenance and repair. The par cipants will be able to iden fy the faulty
module and perform troubleshoo ng. They will also be able to analyse the error codes and
messages. In addi on, they would be told about maintenance and repair. They will also be
able to assemble and disassemble computers. Lastly, they will become aware of E -waste
management.

— Ask

e Enquire if anybody knows what troubleshoo ngis.
e Ask if anyone knows about troubleshoo ng hardware and so ware problems.
e Askthe par cipants to share their expecta ons from this course.

— Notes for Facilita on

e Make the session interac ve by involving the par cipants in a discussion and introduce
the topics to them.

e Youcould ask the par cipants about the expecta ons from the course. Then, inform them
briefly about the major topics that will be covered in this course.

* Invite the par cipants to share their expecta ons on the whiteboard/blackboard.

e Give the par cipants a brief overview of what all will be covered in the course.
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UNIT 2.1: Computer Troubleshoo ng

— Unit Objec ves

At the end of this unit, the par cipants will be able to:

e List the general steps for troubleshoo ng

e Dis nguish between hardware problem and so ware problem
e Iden fy the faulty module and perform troubleshoo ng

e Analyse the error codes and messages

- Demonstrate

e The steps to run Windows 7 Troubleshooter

e The steps to download and install a driver

e The steps to update a device driver using windows update

e The steps to troubleshoot common hardware problems

e The steps to troubleshoot system issues

e The steps to troubleshoot problems due to installa on of new components

— Notes for Facilita on

e Tell the par cipants that troubleshoo ng refers to the process of iden fying the source
of a problem so as to fix problems with the hardware or so ware.

= Explain that the basic principle of troubleshoo ng s to start with the most common cause
of problems and then check for more specific issues.

e Tellthem that while troubleshoo nga problem, the service engineer should follow a clear
and ra onal approach. He should work quickly, e ciently, economically and safely.

e Explain that there are some generic troubleshoo ng steps that every service engineer
should follow.
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e List the steps of troubleshoo ng with the help of the following figure:

Verify that a problem actually exists

Isolate the cause of the problem

Correct the cause of the problem

Verify that the problem has been corrected

Follow up to prevent future problems

Fig 2.1.1: Steps of troubleshoo ng

e Tell them that hardware problems refer to faults in physical components of a computer.
As compared to the so ware problems, hardware problems are di  cult to spot and cure.
e Explain that the following symptoms point towards the problem being hardware related:
o0 A problem occurs regularly even though no new so ware is installed
o0 The problem occurs every me a specific device is accessed
0 The problem occurs randomly, such as the computer reboo ng in between work
0 The computer fails to boot, shows errors on POST or produces beeps while star ng
e Inaddi on, explain that irrespec ve of what the actual issue is, there are only three ways
to troubleshoot a hardware problem.
e Explain these three ways with the help of the following figure:

Download the latest driver for the device giving problems

Allter the configura on of device in BIOS set-up

Replace the defec ve component with a new one

Fig 2.1.2: Troubleshoot a hardware problem
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Inform them that on running Windows 7 Trouble-shooter, a screen as shown in the
following figure is displayed:

Fig 2.1.3: Screen of window 7 trouble-shooter
Give an example. Assume that a driver needs to be downloaded and installed to update
the keyboard. Tell the par cipants that the following screen is displayed when they search
for the device manager:

Fig 2.1.4: Screen of window 7 trouble-shooter
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0 On double-clicking the name of the keyboard, the following screen is displayed:

Fig 2.1.5: Screen of keyboard proper es

0 The next step is to select the ‘Update driver’ tab and follow instruc ons.

Explain that when they are troubleshoo ng hardware problems, they should first check
the simple solu ons and take the steps given in the following figure:

Check the power supply

Check all cables

Reboot the computer

Perform Power-on-self Test

Fig 2.1.6: Steps for troubleshoo ng hardware problems

Tell them that Power on Self-Test (POST} checks that the basic system devices, peripheral
devices and other hardware elements are present and func oning properly.
Inform them that the common hardware problems are as follows:

o No power

Unresponsive program

Keyboard not working

Mouse not working

Computer has no sound

Computer not connec ng to network

Blank screen

Printer error

O O 00O O o o
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e List the problems on the whiteboard and explain the diagnosis and solu on of each
problem one by one.

* Wherever possible, give a live demonstra on of the troubleshoo ng process.

e Explain thatin addi on to the above problems, there can also be following system issues:

Devices not listed in BIOS

No opera ng system found

Non-working devices/device not recognized

Problems a er installing new so ware or device driver

Spontaneous reboots

System me keeps changing

Nothing happens on hi ng the power bu on

System turns on but nothing happens

System turns on, beeps intermi ently, does not boot up

System turns on, gives a sequence of quick beeps, does not boot up

System freezes intermi ently while installing the OS

Problems in installing the OS due to errors in copying files and blue screens

e List the issues/symptoms on the whiteboard and explain the ac on needed to be taken
for each problem, one by one.

* Wherever possible, give a live demonstra on of the troubleshoo ng process.

e Explain that if a problem occurs when a computer runs POST, an error mes sage gets
displayed on the screen. The following figure shows the message displayed on the screen:
(Note: The following image has been taken from h ps://www.lifewire.com/what -is-post-
2625953)

O O OO0 OO OO O OO OoOOo

Fig 2.1.7: Screen displaying error message

e However, if the computer cannot boot far enough to display message, then a beep code
is sounded.

e Explain that depending on the BIOS manufacturer, there are following three types of beep
codes:
o0 AMI Beep Code (AMIBIOS)
0 Award Beep Code (AwardBIOS)
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o

Phoenix Beep Code (PhoenixBIOS)

Explain the beep codes for AMIBIOS, one by one.

Explain the common error codes faced while using Windows and its basic components.
Tell them that some mes a new component is not properly installed, and it results in
compa bility and other issues.

Explain the issues that can crop-up a er installing the following components:

o

Monitor:

= The picture does not appear

= The posi on of the screen is not in the center

= The screen is too bright or too dark

= The screen is shaking

Hard Drive:

= Computer does not boot, and no error message appears on the screen

= The screen remains blank when the system is powered up

= The system does not recognize the drive

= The system hangs in FDISK or fails to create or save the par on record

= The DOS message "Disk Boot Failure," "Non-System Disk" or "No ROM Basic -
SYSTEM HALTED" appears

= The system error message, "HDD controller failure" appears

= Systeminopera ve.Keyboard lights are on, power indicator lights are lit and hard
drive is spinning.

= System does not boot from hard disk drive but can be booted from floppy disk
drive

= System only boots from Floppy Disk. Hard Disk can be read and applica ons can
be used, but boo ng from Hard Disk is impossible

= Screen message says "Invalid Configura on" or "CMOS Failure"

= Cannot boot system a er installing second hard drive

New Network Card:

= Unable to connect to a server or if Windows reports an error a er double -clicking
Network Neighbourhood

List the problems on the whiteboard and explain the solu on of each problem, one by
one.

Wherever possible, give a live demonstra on of the troubleshoo ng process.

Explain that the Blue Screen of Death or BSoD refers to the full, blue screen error code
that is displayed a er the system crashes.
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« Inform them that the error text displayed on the screen lists the informa on as shown in
the following figure:

eList of files involved in the crash

<Device drivers at fault

<A stop code

<A short descrip on to fix the problem

S

Fig 2.1.8: Informa on displayed on error text screen

e Ac vity handling strategy:
0 Ask them to do the ac vity men oned in the par cipant handbook.
0 Seta me limit of 5 minutes to complete the ac vity.
0 Once they are done, discuss the solu ons which are as follows:
2 1.a
=2 2.b
=2 3.a
e Ac vity handling strategy: No POST troubleshoo ng
1. Verify that power supply is of the appropriate wa age for the system:
a. Minimum 300 WATT is recommende d for most ATX form factor systems.
b. On high end systems with fast video card, fast CPU, RAID HD array may require a
larger power supply such as a 350 wa .
c. Disconnect power from other devices such as drives and case fans.
2. Verify that case power switch is working:
a. Bypass case switch by shor ng power switch pins on motherboard with a small
screwdriver.
3. Verify that power supply switches are set correctly:
a. Set115/230v switch.
b. Setup power supply power switch to ON for power supplies equipped with power
switch.
4. Check the power supply switches:
a. Make sure that the power supply is switch to ON for the power supply, and also
check to see if the power supply is set to either 115 volts or 230 volts.
5. Clear CMOS se ngs by removing ba ery:
a. First locate the ba ery on the board. The ba ery is similar in shape and size to a
nickel.
There should be a small clip on the side of the ba ery socket.
c. Unclip the ba ery and it should pop up so that you can remove it.
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d. Remove the ba ery for several minutes and then re -install it.
6. Verify that all the connected components are compa ble with the system.
7. If none of the above steps help, check the POST beep code.

e Ac vity handling strategy: 5 beep POST error

1. If you have recently assembled this PC, or you have recently performed an upgrade to
it, check here for possible general problems.

2. If you have an extra processor available for a quick test, try swapping the processor
with the other one and see if the problem clears up. If it does, then put the original
processor back in again and see if the problem returns. If it does, then you can feel
pre y confident that the processor was probably bad. It is only recommended early
in the troubleshoo ng process, if it is convenient (most people don't have an extra
processor handy for this sort of test). You may also want to try the processor you
swapped out of your system in another one, as another test for detec ng the fault.

3. Checktosee if the processoris overhea ng. A erthe PC has been running for a while,
open it up, and turn it o . Then ensure earthing for ground and touch the processor
carefully, or part of the heat sink near the processor. If you cannot leave your finger
on the processor for more than a few seconds due to the heat, the chances are good
that the CPU is overhea ng. Diagnose this fault here.

4. Make sure that the processor is ghtly inserted into its socket and that is has been
inserted correctly and not rotated in the socket somehow (this is not generally
possible with newer chips anyway).

5. Double-check the jumpers (or BIOS se ngs for a jumperless system) that tell the
motherboard which processor you have in the system, to make sure that they are
correct. Se ng the jumpers incorrectly can cause the processor to malfunc on,
because you may be accidentally overclocking it or telling the motherboard that it is
fromadi erent processor series than what it actually is.

6. If you are configuring a Cyrix processor that uses a "P ra ng", remember to set the
chip up using its real clock speed, not the "P ra ng" number, which is just a
benchmark. For example, the Cyrix 6x86-PR133+ is not a 133 MHz chip. It runs at 110
MHz and should be configured with a bus speed of 55 MHz and a clock mul plier of
2.Se ngitup asa 133 MHz chip would mean you were overclocking it and this can
cause a host of problems.

7. Double-check the voltage se ngs for the board. In par cular, the voltage
requirements for some of the chips, such as the Pen um with MMX, Cyrix 6x86L and
6x86MX, and AMD K6, di er from the standard 3.3 to 3.5 volts used by the original
Intel Pen um processor. They require a split-rail or dual voltage. Many older
motherboards do not support these CPUs.

8. In general, make sure that you are using a processor that is supported by your
motherboard. If the processor you are trying to use in the motherboard was not
established in the market at the me you bought the motherboard, and you don't see
it specifically listed as supported in the motherboard manual, it may not be supported
even if the processor’'s manufacturer claims that it is "compa ble". You
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10.

11.

12.

13.

14.

15.

may need a BIOS upgrade to use the chip. Contact the motherboard's technical
support department and tell them what chip you are trying to use, and ask them what
you need to do to make the board support the CPU.

Apparently, non-Intel CPUs will not work in some Intel motherboards, which
specifically check the CPU type and refuse to boot if they find anything other than
Intel there. Note that this applies only to Intel motherboards; not all motherboards
using Intel chipsets (of which there are hundreds of varie es). It is not certain how
many di erent Intel motherboards this applies to.

If you are running the Cyrix 6x86, make sure that you are using a motherboard that is
approved for the chip. Not all motherboards will support it, and the number one
reason for this is that the chip is too demanding electrically. A board with incorrect
support for the chip may overheat or cause the chip to malfunc on.

Incorrect or overly-aggressive BIOS se  ngs can cause processors to behave strangely.
Try toning down the BIOS se ngs to conserva ve or default values and see if the
problem clears up.

Try to disable the secondary cache in the BIOS setup. This may fix the problem (but
usually will not). If it does, it is likely that there is a problem associated with the
secondary cache.

Try to reduce the speed of the processor to see if that fixes the problem. For example,
if you are running a Pen um with MMX at 200 MHz, try changing the motherboard to
run it at 166 MHz. If the problem goes away, then the chances are strong that the
problem was due to overhea ngand should be corrected before you try the processor
at the higher speed again. If the processor will only run at a slower speed, it is possible
that you have unfortunately purchased a remarked CPU, although this is far from a
conclusive test.

Try swapping the processor with another and see if the problem clears up. If it does,
then the processor was probably bad. If it doesn't, you need to look elsewhere.

If the processor doesn't appear to be the cause of the problem, try troubleshoo ng
the motherboard.

vity handling strategy: Faulty motherboard analysis

Symtoms associated with system board hardware failures include the following:

o The On/O indicator lights are visible and the display is visible on the monitor
screen, but there is no disk drive ac on and no bootup occurs.

o The On/O indicator lights are visible and the hard drive spins up, but the system
appears dead and there is no bootup.

0 The system locks up during normal opera on.

0 The system produces a beep code with one, two, three, five, seven, or nine beeps
(BIOS dependent).

0 The system produces a beep code of one long and three short beeps (BIOS
dependent).

o0 The system does not hold the current date and me.
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o A DMA Error message displays, indica ng a DMA controller failed page register
test.

0 ACMOSBa ery Low message displays, indica ng failure of the CMOS ba ery or
the CMOS checksum test.

0 A CMOS Checksum Failure message displays, indica ng that the CMOS ba ery is
low or a CMOS checksum test failure.

0 A 201 error code displays, indica ng a RAM failure.

0 A Parity Check error RAM displays

2. Typical symptoms associated with system board CMOS setup failures include the

following:

o0 CMOS Inopera onal message displays, indica ng failure of CMOS shutdown
register.

0o CMOS Memory Size Mismatch message displays, indica ng a system
configura on and setup failure.

o ACMOS Time & Date Not Set message displays, indica ng a system configura on
and setup failure.

3. Typical symptoms associated with system board 1/0 failures include the following:

0 The speaker doesn’t work during opera on. The rest of the system works, but no
sounds are produced through the speaker.

0 The keyboard does not func ona er being replaced with a known-good unit.

e Ac vity handling strategy: No audio output
To troubleshoot sound problems, perform the following steps:

1. Shut down and restart the system.

2. Check whether sound driver is installed and updated.

3. Check default playback device. If system have more than one sound card installed,
check the default playback device is the sound card to which the audio output is
connected.

4. includes a tes ng u lity, run it to verify that all components of the sound card are
opera ng properly.

5. Connect headphone directly to Line-out on the sound card to isolate the problem to
the system itself.

6. Verify that the audio output is linked to Line-out rather than to the Line-in or
Microphone jack.

7. Verify that the CMOS Setup se ngs are correct for OS type.

8. Check the compa bility of sound card with the motherboard.

9. Uninstall the drivers, restart the system, and reinstall the drivers and make sure that
the drivers are updated.

10. Remove and reinsert the sound card to a di erent PCI slot and reinstall the drivers.

11. Replace the sound card:
a.From the Control Panel Add/Remove Programs app to remove audio drivers and

suppor ngso ware.
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b.Turno the PC.

c. Remove the screw holding the card and then li  the card up and out of its slot.
d.Take the new card and hold it by its edges.

e.Place it over the appropriate slot, either PCI or PCI-Express 1x.

f. Now push the card slowly into the slot.

g.Run your installa on program for the sound card.

h.Screw the card in the slot.

i. Test the func oning.

12. If the replaced sound card also shows same symptoms, try installinga di erent model
of sound card.
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UNIT 2.2: Computer Maintenance and Repair

— Unit Objec ves

At the end of this unit, the par cipants will be able to:

= Recognize the importance of maintenance

e |den fy the monitoring tools

e Execute assembling and disassembling of computers
e Recognize the ways for E-waste management

— Demonstrate

e The correct way to clean a computer and its peripherals.

e The steps to take while doing computer maintenance.

e The steps to take to diagnose basic hardware problems.

e The way to run hardware tes ng and monitoring tools in in-built opera ng system.
e The correct way of assembling and disassembling a computer.

e The steps to upgrade RAM, HDD and CPU of a computer

— Notes for Facilita on

e Explain to them the importance of doing regular preven ve maintenance of the
equipment.

e Inform them that preven ve maintenance refers to the regular, repe ve ac vi esdone
at scheduled intervals, such as daily, weekly and monthly, to extend the life of equipme nt
and prevent failure.
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e Explain that a regular maintenance plan ensures:

Smooth and e cient running of the equipment

Prolonged life of the system

Detec on of issues early, before they become a major problem

Reduc on of down me

Avoidance of larger and costly fixes later on, a er the equipment breaks
down

Fig 2.2.1: Regular maintenance plans
e Explain that the following steps should be followed to keep the system e cient:
Use Microso Fix It
Reduce items that run on start-up
Remove programs no longer in use
Clean system drive
Clean browser
Scan for and remove malware
Scan and remove viruses and spyware
Make adjustments for be er performance
Defrag system drive
Add more ram memory
Upgrade to an SSD drive
e Explain the importance of performing so ware maintenance.
e Explain thatso ware maintenance consists of the following four techniques:
o Correc ve maintenance
0 Adap ve maintenance
0 Perfec ve maintenance
0 Preven ve maintenance
e Explain the importance of doing regular so ware updates.
e Explain that malware, short for malicious so ware is especially designed to gain access or
damage a computer without the knowledge of the owner.
e Inform them that there are following types of malware:
o0 Virus, worms and Trojans
= Viruses are a ached to a file and become ac ve when the infected file is
downloaded.
= Worms break into networks and computers by finding their code.

O O 0O 0O O OO0 O OO OoOOo
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= Trojans give the access of owner’s computer to another user, thereby leaving the
host computer vulnerable to cyber-a acks.
o0 Adware and spyware
= Adware, when downloaded, push ads into the host computer.
= Spyware tracks owner’s ac vi es, monitors the browsing ac vi es and even
records keystrokes.
o Bots
= Short for robot, a bot is an automated process that interacts with other network
services and allows the a acker to take control of an infected computer.
Explain that most of the malware is created by professionals to earn profit through
following ways:

Forced adver sing

Spreading email spam

Stealing sensi ve informa on

Extor ng money

Fig 2.2.2: Ways of crea ng malware

Explain that a system can be protected from malware through:
0 Personal vigilance

= Be careful about the type of email a achments before opening them

= Becau ous while surfing internet

= Stay away from suspicious websites
o0 Protec ve tools

= [nstall and maintain an updated an -virus program that:
Is simple to download and install
Checks every new downloaded program to ensure its malware free
Scans the computer to detect and beat any malware
Is regularly updated to recognize latest threats
Warns against unknown malware threats

a Detects suspicious websites

Explain the importance of performing Windows maintenance.
Explain that Windows automa ¢ maintenance schedules the maintenance only when the
systemis on and idle.
Explain that the first step of hardware maintenance is cleaning a computer and its
components. Cleaning the physical components is essen al as it:

QD D QO QO Q-
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0 Keeps everything in good working order
o Allows proper air flow
0 Prevents spreading of germs
e Tell the par cipants about the importance of having a proper toolkit before star ng
cleaning and maintenance work.
= Explain to them that the hardware tools can be classified into four categories:
0 Electrosta c tools
0 Hand tools
0 Cleaning tools
o Diagnos c tools
e Briefly explain to them that there are two types of electrosta ¢ tools as shown in the
following table:

Tool Image Descrip on
An -sta ¢ Used to prevent ESD damage to
wrist band computer equipment
An -sta ¢ Used to place hardware on it to
mat prevent sta c electricity from
building up

Fig 2.2.3: Electrosta c tools
e Tell them that hand tools are used to perform work on a system using only hands.

< Inform them that the following table lists the various hand tools needed:

Tool Image Descrip on
Screw drivers Used to loosen or ghten screws
Pliers Used to hold small parts
Wire cu er Used to strip and cut wires
Tweezers Used to manoeuvre small parts
Flash light Used to light up areas

Fig 2.2.4: Hand tools
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e Inaddi on, tell them that it is essen al to have proper cleaning tools to ensure that
computer components are not damaged during cleaning.
e Inform them that the following table lists the various cleaning tools needed:

Tool Image Descrip on

Lint-free Used to clean di erent computer

cloth components

An -sta ¢ Used to clean dirt from hard to reach

brush corners

Compressed Used to blow away dust and debris

air from computer parts

Cable es Used to bundle cables neatly

Parts organizer Used to prevent screws and other small
parts from ge ng mixed together

Fig 2.2.5: Cleaning tools
e Further explain to them that diagnos c tools help in finding out the computer problems.
e Inform them that the following table lists the various diagnos c tools needed:

Tool Image Descrip on
Mul meter Used to test the integrity of circuits
Loop back Used to test the func onality of
adapter computer ports

Fig 2.2.6: Diagnos c tools
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» List the following tes ng and monitoring tools in-built in the opera ng system on the
whiteboard:
o0 Windows memory diagnos c tool
0 Resource monitor
0 Performance monitor
o Computer management and administra ve tools
o0 Device manager
= Explain the working of the tools one by one along with live demonstra on.
e Explain the importance of taking safety precau ons before assembling and disas sembling
a computer or a laptop.
e Inform them that they must take the following safety precau ons:
0 Shut down and unplug the computer
o0 Remove all metal objects from arms or fingers
0 Protect against electrosta c discharge (ESD)
0 Useanan -sta cwrist band, mat and gloves
0 Ensure that hands are completely dry
0 Handle all parts with care
o0 Avoid forcefully removing the components
0 Hold the motherboard with care
o Donota emptto remove the power source
o0 Take care not to drop small parts into unreachable areas
0 Protect the parts from moisture, dirt and debris
e Tellthem that if a system is having problems, such as less storage capacity, low RAM speed
or slow processor, one or more of the following hardware components need to be
upgraded:
0 RAM
0 Hard disk drive (HDD)
0 Processor
e Explain that before upgrading any hardware component, following basic precau ons
should be taken:
0 Take care to protect against ESD
Take care to check RAM pin configura ons, data rates and bus speeds
Check the capacity limit of the system before buying RAM
Take care to use the correct screws for moun ng the hard drive
When upgrading the processor, take care to avoid:
= Pindisplacement
= Poor thermal paste applica on
= Improper heat sink installa on
o0 A erdoing upgrades, ensure that the current power supply can take the addi onal
load
0 Take care to route the cables neatly

o
o
o
o
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Tell the par cipants that the term ‘e -waste’ stands for ‘electronic waste’ and is used to
describe discarded electrical or electronic devices which have reached the end of their life
and have become obsolete.

Tell the par cipants that the harmful consequences of e -waste have led to:

0 Pollu on of ground water

0 Emission of toxic fumes and gasses

o0 Acidifica on of soil

0 Release of carcinogenic substances into air

Explain that the e-waste is disposed o using one of the following methods:

0 Open dumping: waste is disposed along shorelines into the seas

o0 Land filling: waste is buried at aloca on

o0 Incinera on: waste is burned

Explain that e-waste management should begin at the point of genera on by minimizing
waste.

Explain that the following steps can help in e-waste management:

Reuse Recycle
Minimiza on Energy
recovery
Preven on E-waste Disposal
management P

Fig 2.2.7: Steps in e-waste management
Tell the par cipants that the basic principles of e -waste management are:

Fig 2.2.8: Principles of e-waste management
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0 Reduce
= Adopt measures that lead to decrease in the number of electronic and electrical
equipment.

= Give an example that instead of buying a new product, the old product can be
upgraded or repaired.
= Further, tell them that, if possible they should always encourage the customer to
get the old product repaired instead of encouraging the person to buy the latest
model.
0 Reuse
= If the equipment is in working order, increase the lifecycle of the equipment by
selling it or dona ng it.
0 Recycle
= A er end of use, disassemble the equipment and recover the components to
make new products.
= Tell them that they should always advice the customer to recycle the old product
to ensure that all usable material is extracted from them.

e Tell them that they should prac ce following e-waste management steps:

The unwanted electronics should not be thrown along with normal garbage.

Used ba eries and other e-waste should be collected, labelled and stored safely
to be disposed o .

The manufacturer should be contacted to find out if they have a buy-back policy
for discarded products.

Buy rechargeable ba eries instead of disposable ones.

Always choose products with less hazardous substances, higher energy e ciency,
and longer life span.

Choose products with good warranty and take back policies.

Fig 2.2.9: Steps for e-waste management
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Tell the par cipants that the users of electronic equipment should follow certain don’ts
of e-waste recycling such as:

Don’t dispose 0 electronic equipment if they are in working order.
Don’t dismantle any electronic equipment to remove parts.

Don’t try to repair any electronic equipment.

Don’t keep any replaced spare part in an exposed area.

Don’t leave hard drives in a computer while disposing ito .

Don’t dispose 0 ba eries by throwing them away.

Don’t group alkaline ba eries together for disposal.

Don’t sell or give electronic equipment to local scrap dealers.

Fig 2.2.10: Don'ts of e-waste recycling

Ac vity handling strategy:

0 Randomly choose two par cipants.

0 Ask one of them to play the role of a service engineer

0 Ask the other par cipant to play the role of customer

0 Explain the situa on to both

0 Guide the par cipant, enac ng the role of a service engineer, on how to provide the
right kind of informa on

0 Ask the other par cipants to observe the role play and write down their
observa ons

o Seta me limit of ten minutes

A er the role play is over, hold a discussion wi th all the par cipants

0 Analyse the performance of the par cipant playing the role of a service engineer
and give sugges ons

@]

Ac vity handling strategy: Match the following

0 Askthe par cipants to answer individually. Then ask for their scores by telling them
the correct answers.

0 The answer is as follows:
1.C,2.A,3.B,4.E,5.D
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e Ac vity handling strategy: Printer maintenance

Laser Printers

1. Make sure that the toner is being delivered evenly.

2. Adjust the toner flow regulator as per the standard. Extra toner throughout the
printer causes crummy copies.

If the toner cartridge is empty or leaking, replace it.

Clean the ozone filter and fan assembly

Avoid exposure of the transfer drum to direct light as it will a ect its performance.
Check for stray bits of papers. If not removed, small paper can cause paper jams.
Use good quality paper in the printer, as bad quality paper can hamper the
performance.

8. Use the printer driver as per the model and keep it updated.

No g~

Ink-jet and Dot-matrix Printers

Check the print head and keep it clean.

Make sure that the pins in the dot matrix print head move freely.

Ensure that the nozzles on the ink-jet printer are clean.

Check the ribbon in the dot-matrix printer.

Replace the ribbon in case there is defected ribbon.

Check whether Re-inking the ribbon is required or not.

Check the ink cartridge in the ink-jet printer. Replace the cartridge If the print head is

clean but print quality is poor.

. Refill the cartridge if required.

9. Check for stray bits of paper.

10. Use good quality paper. Poor quality paper can hamper the performance of op cal or
mechanical sensors in the printer.

11. Use the printer driver as per the model and keep it updated.

Noak~wdh R

e Ac vity handling strategy: Computer maintenance

o0 Weekly Computer Maintenance:

1. Backup Files:
Create backup of the data. It is recommended to create backup in an external hard
drive. The na ve u lity of so ware can be used to create backup.

2. Disk Cleanup:
Go to Start, Programs>Accessories>System Tools and select Disk Cleanup.
Windows will automa cally remove all the temporary, unused and extra data
from the system.

3. Full Virus Scan:
A full virus scan can be done on daily or weekly basis. It is one of the most
important part of maintenance. Any virus or malware should be removed.
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4. Upda ngvirus database:
Upda ngvirus database or upda ngan virus should be done weekly as new virus
version can be harmful if the an -virus is outdated.

0 Monthly Computer Maintenance

1. Disk Defragmenter
Disk Defragmenter is designed to increase access speed by rearranging files stored
on adisk. Thisu lity should be used at least once in the month.

2. Clean Computer
The system should be inspected and cleaned weekly. The internal and external
parts should be free from hair, dust and other debris that can cause heat-build
up.

3. So ware Update
The updates of na ve so ware should be installed immediately. Java, Flash and
Windows Updates will usually appear adjacent to your system clock in the lower
right-hand corner of the screen.

4. Hard Drive Diagnos cs
Run Check Disk monthly to check for impending computer hard drive failure.

Ac vity handling strategy: Windows reset
o0 Windows 10

1. Go to Start Menu.

OpenSe ngsop on.

Go to the Update & security op oninthe Se  ng window.

Go to the Recovery op on from the naviga on pane.

Go to reset this PC sec on.

Click Get started op on.

Select form the Keep my files or Remove everything op on as per the
requirement.

8. Follow the messages on the window to begin the recovery process.

9. Windows will be reset.

Windows 8

Press windows + F keys and type reinstall in the Search text field.
Gotothe Se ngsop on.

From there on the le , select Remove everything and reinstall Windows.
"Reset your PC" screen will appear, click Next.

"Do you want to fully clean your drive™ message appears.

Select “Just remove my files to do a quick dele on” or “select Fully clean the
drive” to erase the files.

The "Ready to reset your PC" screen appears.

8. Click Reset on the "Ready to reset your PC" screen.

9. The hard drive will be erased and Windows 8 will be reinstalled.

No gk wd
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Ac vity handling strategy: Restore Windows

© o N O WNPRE

Log on to your computer as an administrator.

Go to Control Panel from the start menu.

Click System and Security > System

Click System protec on under the Control Panel Home menu.
Click System Restore.

Select the recent and safest restore point.

Click Next, and confirm the restore point.

Start the restore process.

Once the system restore is done the system will restart.

Ac vity handling strategy
To restore the system from boot menu. Perform the following steps:

© o N OAEWdE

Restart your computer.

Enter the boot menu using the func on key.

Open Advanced Boot Op ons menu.

Select Repair Your Computer, and then press Enter.
Select the language, and click Next.

Log on as an administrator.

Select System Restore, and then click Next.

Select the recent and safest restore point.

Click Next, and confirm the restore point.

10. Start the restore process.
Once the system restore is done the system will restart.
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3. Manage Hardware at
Customer Facility

Unit 3.1 — Maintaining Hardware/So ware at Customer’s Facility
Unit 3.2 — Managing Assets and Warranty

Unit 3.3 — Monitoring the System

Unit 3.4 — Maintaining Schedules and Records
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Key Learning Outcomes

At the end of this module, you will be able to:

e Iden fythe work processes at customer’s facility

* Manage and resolve issues at the facility

e Explain the importance of managing assets and warranty
e Iden fy the tools to monitor the system

« Describe the maintenance schedules and records
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Unit 3.1: Maintaining Hardware/ So ware at Customer’s
Facility

— Unit Objec ve

At the end of this unit, you will be able to:

Iden fy the work processes at customer’s facility
Troubleshoot issues

Perform fault tolerance and fault handling

Resolve general hardware issues

Manage issues beyond the scope of a service engineer

— Say

Tell the par cipants that within an organiza on, customers’ issues are reported to the IT
service engineer either through an email or through a telephone call.

Tell them that the service engineer should be aware of the types of applica ons that run
on the systems of customers and the importance of these applica ons to the customer.
In addi on, tell them service engineers also need to be aware of the cri cal hardware
used at the customer’s facility.

Further tell them that service engineers need to iden fy whether the root cause of the
problem lies in hardware or so ware. Therea er, they need to troubleshoot the related
components to look into the details of the problem.

Tell them about so ware fault tolerance by saying that it refers to the abil ity of aso ware
to con nue opera on even if there are system or hardware faults present in the system.
Next, give them a brief introduc on of some techniques of so ware fault tolerance which
a service engineer should know such as  meouts, audits and incremental reboot.

In addi on, tell them they will also learn about the hardware fault tolerance techniques
in this module.

— Notes for Facilita on

Inform the par cipants that the first me fix rate is of prime importance for customer
sa sfac on.Some mesa service engineer is unable to repair a broken piece of equipment
for the customer, which annoys the la er. The reasons for failure are countless. A few of
them could be wrong tool usage, wrong spare parts, wrong fault diagnosis and wrong
engineer skill set. These reasons for failure can be avoided through be er:
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O training
o field service management system
o control
e Inaddi on, tell them that these strategies can straightaway lead to an increase in the first
me fix rate which in turn leads to happy and sa sfied customers. This is only possible
when the first me fix rate is checked as a specific field in service engineer KPI (Key
Performance Indicator).

e Tell them that if a service engineer does not reach on me for providing the required
services at the customer’s facility, then it can also annoy the customer in a similar manner.
Reaching on me, every me, can some mes be di cult due to unpredictable tra c
condi ons, even with the availability of route scheduling tools such as Route4me,
flexiroute and Rou fic. Therefore, a service engineer should know that a field service
management system tracks their punctuality as an engineer KPI. If they are found
punctual, then it will help to pin down other less valid causes such as excessive breaks and
lingering to chat with customers. These causes can suppress the person’s performa nce.

e Tell the par cipants that every organiza on has its own defined work processes to
manage IT opera ons at its facility. For an IT service engineer, it isimportant to learn these
work processes and follow them.

e Explain the work processes briefly. Tell them that generally, most of the work processes
are automated by IT support so ware systems while others need to be performed
manually or physically. A service engineer should be aware of the common IT work
processes of the organiza on he/she works in, to work e ciently. The following figure
lists some common IT work processes of an organiza on:

Receiving of
customers' Genera ng of . . Handling of Repor ng and
: . . Performing daily . .
complal_nts via Service scheduled tasks  1SSU€s beyond receiving
email or Request(SR) scope feedback

telephone call
|

Fig 3.1.1: IT process of organiza on

e Also, tell them that when a customer reports an issue or complains, an Informa on Report
(IR) or SR is generated either automa cally by the logging system or manually by the
service engineer.
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The following figure lists the characteris cs of an SR:

It is a unigue number that is generated by the call logging system.

This helps to iden fy the type of issue and its details.

At the end of day, total number of issues reported and solved can be known.

The call logging system acts as a database of issues and their solu ons.

Fig 3.1.2: Characteris cs of SR

— Say

Tell the par cipants that service engineer has to perform the tasks assigned by the
superior either remotely or at the customer’s site. Besides these du es there are some
repe Ve tasks such as scheduled scripts, checking hardware log files, checking an virus
and malware log files. These tasks must be done at regular intervals.

Inform them there are some issues that are beyond the scope of work. These issues should
be reported to the appropriate person in the organiza on. For example, some hardware
are under annual maintenance of the supplier. If there is a problem with these hardware,
the service engineer should report to the suppliers.

In addi on, also tell them there are some so ware or hardware systems that are very
cri cal. This is because their breakdown means loss to the organiza on. The service
engineer should have knowledge about these systems and if there is a problem with these
systems, it should be taken on priority.

Say that the service engineer should be aware of the escala on mechanism as described
in the organiza on IT policy. T he problems that require some external support from the
vendor or superior needs to be escalated via an email or a call.

Inform them that at the close of an issue, there may be a feedback mechanism where a
user gives a feedback. The service engineer should accept the feedback and share it with
the supervisors.

Give them some more examples of typical hardware problems and tell that a service
engineer may need to carry spares to resolve the problems.

Further, tell them some common problems that a customer may be encountering with
the hardware, such as:




o Facilitator Guide

0 Blank monitors: It is one of the most common problem found in a computer. The
solu on to resolve this problem is to test the supply cord and power systems for their
func onality. Check the video cable and if found loose, then simply push the video
cable into its place. Next step is to check the CPU by connec ng it to another monitor.
If everything is fine, then the problem must be in the monitor or its wire. If the monitor
displays some di erent colours, then check that all the pins of the monitor are
properly acquired by the CPU.

o Dead Hard drive: As the hard drive is one of the major hardware component, so a
dead hard drive can cause major hardware issue which can involve a huge expense. It
is almost impossible to repair the hard drive and the only solu on is to recover the
data using the specialized so ware available for the recovery. Another solu on is to
escalate the issue to the hard drive recovery issue.

e For troubleshoo ng, consider another example. A customer's mouse and keyboard are
not func oning. The service engineer must:

0 Check the configura onse ngson the system

o0 Check the compa bility and installa on of the device drivers

e N+X Redundancy — The setup of N+X redundancy is less expensive than that of One for
One setup due to the fact that N modules can be backed up by only X modules. The
disadvantage of this setup is that it provides less system availability if all the N modules
fail simultaneously.

e Then, explain to them about the various hardware fault tolerance techniques. Discu ss the
techniques and tell them the pros and cons of each technique.

e Emphasize that the main drawback of Memory Mirroring setup is the need of a specialized
hardware. In addi on, processor’s overall performance is also low in this setup.

* Next, explain fault detec on and fault avoidance.

e Discuss the various fault handling mechanisms.

e Then, explain that it is best to escalate issues to the right person/team when the issue is
not within the scope of the service engineer.

e Explain to the par cipants that there is a formal process of addressing IT related issues
and problems when they appear. This process is called as escala on process. Inform them
that there is a wri en escala on process available at all IT departments and all the sta
members are trained to its use. Under this process:

0 priority levels are assigned to various issues

0 delegated responsibili es are assigned to par cular personnel

o apar cular meis allocated to personnel to resolve the issue before escala on
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Explain issue escala on using the following figure:

\,

Client IT Service Desk

Users

1st Line
Management
& Diagnostics

Case
Reported

Phone, Web Chat, In Person,
Email, Client Portal

2/3rd Line
Escalation

Case
Resolved

In - house Service Desk

2/3rd Line
& Onsite
Support

Case Review
& Closed

Case
Resolved

Fig 3.1.3: Escala on diagram

Inaddi on, tell them while handling issues not within their scope, they may feel they are
in a black box situa on. Tell them about a black box by saying that it is an electronic device
which is placed in an aircra for easing the process of inves ga on during avia on
accidents and incidents. It is also known as a flight recorder and is orange in colour.
Similarly, some systems, such as ERP Word data management systems, where | ot of
customiza on has been done for the client by the service provider or the implementa on
partner, act as a black box for an IT service engineer.

Lastly, explain to them about the escala on process of a service engineer. Tell them that
when a problem is faced by a user, he reports it to the service engineer. The service
engineer then clarifies the problem with the customer and looks for the solu on of the
query from the solu on database. The solu on data base either gives a resolu on
procedure with the help of which he resolves the problem, or displays a message “no
match found”. In the la er case, the service engineer escalates the issue to the vendor
support. Vendor support recreates the same problem and looks for the solu on. If the
solu on is found, it is provided to the service engineer who resolves the problem. If in
case the vendor support is unable to find a solu on, then the problem is escalated to
vendor engineering.
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— Notes for Facilita on

e Ac vity Handling Strategy
o0 Troubleshoot the problem: At start-up it repeatedly gives four beeps at very short
intervals and nothing appears on the screen however the fan running sound is there
hence this is a system mer failure.
0 Actual Issue: The issue is due to System mer failure - The system clock/ mer IC has
failed or there is a memory error in the first bank of memory.
o0 Try the following steps to resolve the issue:

1. If any new hardware has been recently added to the computer:

a. Remove that hardware to make sure it is not the causing the issue.

b. Ifa er removing the new hardware your computer works, it's likely that the
computer is either not compa ble with the new hardware device or a system
se ng needs to be changed to work with the new hardware.

2. Remove any disks, CD's, DVD's that are in the computer and if any USB devices
are connected disconnect all of them. Reboot the computer and see if anything
changes.

3. Make sure all fans are running in the computer:

a. If a fan has failed (especially the heat sink fan for the CPU) your computer
could be overheated and/or is detec ng the fan failure. It causes the
computer not to boot.

b. If the above recommenda ons s Il have not resolved the irregular POST,
a empt to disconnect the Riser board (if applicable) and/or each of the
expansion cards. If this resolves the issue or allows the computer to POST,
connect one card at a me un | you determine which card is causing the
issue.

4. Disconnect the IDE, SATA, SCSI, or other data cables of the CD -ROM, hard drive,
and floppy drive from the Motherboard. If this resolves your irregular POST or you
now get an error message a empt to re-connect each device one at a me to
determine which device and/or cable is causing the issue. In some situa ons, it
can simply be a loose cable connec on.

5. Insome situa ons, a computer may have power related issues 0 en caused by
either the power supply and/or the Motherboard.

a. To help, determine if this is the cause of your issue try turning the computer
on, 0 , and back on as fast as possible, making sure th e computer power light
goesonand o each me.

b. Insome situa ons, you may be able to temporarily get the computer to boot.

6. Reset the RAM and Processor by removing it and pu ng it back into the
computer.
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7. Ifa erdoing all of the above, you con nue to have the same issue, unfortunately
it is likely that you have a faulty Motherboard, PSU, CPU, and/or RAM. The next
step would be either to replace these components and/or have the computer
serviced.

a. Replace the Motherboard first, RAM, CPU, and then power supply in that
order and/or try swappable parts from other computers.

e Ac vity Handling Strategy

(0]

o

Troubleshoot the problem: If the date and date and me keeps on changing
automa cally evena er correc ons this means the CMOS ba ery is at fault.

Actual Problem: The computer mother board contains the internal Real me clock and
this clock works with the CMOS ba ery only. If the CMOS ba ery gets faulty then the
system gives date and me update problem.

To fix this problem. P erform the following steps:

Turno the PC.

Unplug the power cable.

Open the side case.

Iden fy the CMOS ba ery and locate it on the motherboard.

Remember the direc on in which the ba ery was installed.

Remove the ba ery from the main board.

Take the new ba ery and replace it in the same socket it was removed from.
Make sure the new ba ery is installed same as the previous one.

. Assemble the case.

10. Fasten the screws to secure the side panel.

11. Connect all cables and turn on the PC to set the me.

If the problem s Il persists, try to adjust region and me

1. Gotodateand mese ngs.

Select change date and Time se  ngs.

Now select Time Zone.

From me zone select the desired me zone from the drop -down list.

Now click the internet Time tab.

Then make the desired changes and click Ok.

Click apply.

Restart the system.

© o NG RwNPRE
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Unit 3.2: Managing Assets and Warranty

— Unit Objec ve

At the end of this unit, you will be able to:

Iden fy various assets in the organiza on
Recognize the requirement of asset management
Explain IT asset management methodology

— Notes for Facilita on

Tell the par cipants that a warranty is a manufacturer's a rma on to a purchaser that
an item or service is or shall be provided as represented. It might be thought to be a legal
agreement between a purchaser and manufacturer (or vendor) which comes into e ect
a er the sale of the item or service.

Explain to them about warranty costs. In addi on, also tell them that there are various
ideas of warranty costs such as:

0 warranty cost/unit

O warranty cost over an interval

0 warranty costs/ me or warranty cost rate

Tell them that there are two main factors on which the warranty costs depend, which are
product reliability and product usage.

Draw the diagram of characterisa on for determining the warranty cost per unit on the
white/black board as shown in the following figure:

Fig 3.2.1: Characterisa on for determining warranty cost per unit

In addi on, explain to them the following terms:

0 Asset iden fica on: It iden fies the key system assets or the services that need
protec on.
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10.

11.

12.
13.
14.

Ac

Asset value assessment: It gives the es mated value of the assets that are iden fied
for protec on.

Exposure assessment: It es mates all the poten al losses linked with each asset.
Threatiden fica on: It analyses the most possible threats to the assets of the system.
A ack assessment: It break downs the threats into most probable a acks on the
system and the di erent ways these may occur.

Controliden fica on:Ito ers the controls which might be needed to be put in place
so that an asset can be protected.

Feasibility assessment: It check the technical feasibility and cost of the controls.
Security requirements: It describes the security requirements for the system. These
requirements can be either of the infrastructure or of the applica on system.
vity Handling Strategy

Open the computer case.

If you are installing an IDE drive, set the master/slave jumpers on both the old AND
new drives; for SCSI drives, set the SCSI ID jumpers to a unique SCSI ID number.
Write down the drive parameters (cylinders, heads, sectors per track, etc.) before
moun ng drive into PC.

Physically mount the drive into case; use screws and/or drive rails as needed.

A ach the cable to the drive(s) and be sure to a ach the power cable from the power
supply.

Power up the PC and enter the BIOS setup program and enter the drive parameters
into CMOS.

Save the new informa on to CMOS and reboot PC.

Boot the PC from a bootable floppy disk.

Run the FDISK u lity and create a par  on table on the new drive.

If par ons exist on the new drive,

a. backup the old data,

b. delete the exis ngpar onand

c. recreate anew disk par on

Once the computer re-boots from the floppy drive, run FORMAT to format the new
drive and give the drive a volume label.

Install opera ng system so ware and applica onso ware as needed.

Replace the computer case.

Do not install the cover un |you know the drive is working properly.
vity handling strategy:

If the PCisn't boo ng at all:

= Make sure you have at least the minimums in the machine, required to make it

work: processor, a full bank of memory, video card, and a drive.
= Make sure that all of these are inserted correctly into the motherboard, especially
the memory.
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= Par ally inserted memory modules can cause all sorts of bizarre behaviour.

o Remove all op onal devices from the motherboard, including expansion cards and
external peripheral devices and check whether the problem is resolved.

o Carefully check all the jumper se ngs on the motherboard twice. Ensure their
correctness. Check the processor type, clock mul plier, bus speed and voltage
jumpersin par cular. Also, make sure that the CMOS are clear and flash BIOS jumpers
are in their normal, default opera ng posi ons.

0 Reset all BIOS se ngs to default, conserva ve values to make sure an overly
aggressive BIOS se  ngisn't causing the problem. Set all cache, memory and hard disk

ming as slow as possible. Turn o BIOS shadowing and see if the problem goes away.

0 Double-check all connec ons to the motherboard.

0 Check the inside of the case to see if any components seem to be overhea ng.

0 Inspect the motherboard physically.
= Check to make sure the board itself isn't cracked. If it is cracked, replace it.
= Make sure that there are no broken pins or components on the board; if there

are, you will have problems with the component of the PC using that connec on.
=  Check for any socketed components that may be loose in their sockets, and push
them gently but firmly back into the socket if this has happened.

0 Make sure the keyboard is inserted correctly into the motherboard.

o0 A failed cache module or using the wrong type can cause motherboard problems. If
you suspect it, troubleshoot the secondary cache.

0 An overheated processor can cause system problems. Try troubleshoo ng the
processor.

0 Troubleshoot the system memory. Memory problems are o en mistaken for
motherboard faults, especially on systems that don't have the protec on of using
memory error detec on.

o Try troubleshoo ng the video card or replacing it with another one, preferably a
simple straight VGA card that is confirmed to be in a working condi on, as it is from
another system that func oned properly.

o If the power supply is old, or the case is cheap, or you have added many new drives
to a system with a weak power supply (especially one that is less than 200W) then
you may have a power supply problem. You may want to try replacing it.

0 You may have a BIOS bug or other problem. Check your manufacturer's technical
support resources for any known problems with your motherboard. Check on USEnet
as well.

o Contact the technical support department of your system or motherboard
manufacturer for addi onal troubleshoo ng informa on. If this is a new
motherboard, you may want to exchange it, in case you have exhausted all other
troubleshoo ng avenues.
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0 Some newer viruses, when ac vated, overwrite part of the BIOS code in systems that
employ a flash BIOS. If the BIOS is corrupted, the system won't boot.

o Try swapping the motherboard with another one and see if the problem resolves
itself. If it does then the original motherboard is probably faulty, but it could just have
been misconfigured or installed incorrectly.

e Ac vity Handling Strategy:

1. Open the case of the PC and locate an unused bus connec on on the motherboard.
Once you have removed the case from the PC, you will be able to look inside the PC
and determine if there is a free, unused bus connec on (a slot) located on the
motherboard. If you have a 16-bit network interface card (the card has 2 sets of gold
contacts), you will insert it into a 16-bit bus connec on (a slot that has a 2-part
connector). If you have an 8-bit network card (it has only 1 set of gold contacts), you
may insert it into either an 8-bit or a 16-bit bus connec on.

2. Before installing the NIC, set the jumpers on the NIC to the desired IRQ level, DMA
channel and port address. In PCs, the devices that plug into the bus are priori zed by
interrupt level, or IRQs. This allows the PC to allocate CPU me by orders of priority.
Generally, network cards are set to IRQ 5, but the cards can be set to any free IRQ
level for that specific PC. The DMA channel is the data path through which informa on
travels from the bus to the CPU and memory. NICs will generally use DMA channels 5,
6, or 7. Port addresses are loca ons in memory where data is picked up and delivered
between an adapter board and the motherboard. Generally, NICs use port address
280 or 300 hex, but can use any free port address found in the PC.

3. Install the NIC in the free bus connec on. This involves pressing the card into the bus
connector on the motherboard, and installing the retaining screw onto the case so
that the card doesn't creep up out of the bus connec on. Do nota ach the network
cable to the NIC at this me, for any reason!

4. Before installing the top of the case, turn on the PC, install the network card drivers
into a directory on the PC's hard disk, and modify the CONFIG.SYS file to load the
network card driver so ware at boot-up me. You must load some driver so ware
into memory during the boot-up process so that the PC will recognize and use the NIC.
This involves adding a device line to your CONFIG.SYS file; when this line is added, DOS
will locate and load the driver so ware into RAM during the boot-up process.

5. Run the diagnos c program for your network card before a aching the cable to it. A
defec ve NIC on 1 PC can crash an en re network of ac ve users; therefore run the
diagnos c program that came with your NIC before a aching it to any network cable.
Once you have determined that the card is working properly, then re -install the
computer's case top and a ach the network cable to the NIC.
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6. Install the network opera ng system so ware into a directory on your hard disk, and
modify your AUTOEXEC.BAT file to boot up to the network file server. Create a
directory on your hard disk (i.e. MD NOVELL), and then install the network opera ng
system so ware into that directory. Next, change your AUTOEXEC.BAT file so that you
load the network so ware into memory at boot-up me, remembering to add a line

to LOGIN into the network. Finally, re-boot your PC and a empt to log into the
network.
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Unit 3.3: Monitoring the System

— Unit Objec ve

At the end of this unit, you will be able to:

e Explain the causes of low performance of the system
e Iden fydi erent monitoring tools

e Evaluate the monitoring reports

— Say

e Tell the par cipants that an IT service engineer should monitor the customer’s system at
their facility for assessing di erent components and establishing maintenance schedules.

e Also, tell them that they should be aware of the changes in technology of products so that
they can upgrade and update the product a er checking its compa bility with the other
components of the system.

— Ask
e Askthepar cipants whether they know about some of the causes behind the degrada on
of a system.

e Enquire from them if they have ever used any monitoring tool such as SpeedFan, Open
Hardware Monitor and Core Temp.

e Ask them to name a few devices that computers have inside them to bring down the
temperature of hardware components.

e Ask them to name a few monitoring tools.

— Notes for Facilita on

e Start the session by explaining to the par cipants the need of a monitoring system.
e Explain to them some of the causes of degrada on of a system such as power supply
ra ng, CPU fan speed, temperature, disk and array, memory and temperature.
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e Further, tell them what they need to do in order to diagnose the di erent causes of low
performance of a system with the help of the following figure:

Monitor the voltage and power readings of system components
to be sure that they are within safe opera ng limit.

Monitor the server’s CPU and system board temperatures to
track that the fiine _onina-of the - modiles ics within-the safetyv
davndiacaicrrurice T urim IU uruaicrmougudico 1o vviaTToailc oalcl._y

Detect and rec fy faulty configura on or improper installa on of
memory.

Monitor and track details for both physical and logical disks to

ancure there are no-dick faillirese Alco _ensure that recoveryv-filec
ehsure-trere are no-GisK-anuresAISO; ensure-that reCovery-Hes

for file systems are updated and maintained.

Ensure proper func oning of CPUs by monitoring the status of
processor devices.

Fig 3.3.1: Diagnoses of di erent causes of low performance system

« Next, tell them that computers have devices such as heat sinks and fans inside them to
bring the temperature of hardware components down as much as possible. These devices
are necessary because the system may stop working due to excessive heat genera on.

e Inaddi on, tell them the steps for monitoring a system.
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Brief them about the monitoring tools. Then, explain to them about a few monitoring
tools and so ware with the help of the following figure:

elt is a hardware monitoring program that interprets
computer's main health sensors, which are voltages,
temperatures and fan speed.

«In additon, it can also read modern CPUs on-die core thermal
sensors and hard drive's temperature.

HW Monitor

|t is a program that monitors speed of the fan,
voltages and temperatures in computers along with the
hardware monitor chips.

Speed Fan

eltis a free open source so ware which monitors temperature
sensors, fan speeds, voltages, load and clock speeds of a
computer.

Open Hardware
Monitor

|t is a compact, small footprint and a powerful program to
monitor processor's temperature and other important
informa on.

Core Temp

|t gives an alterna ve to the built-in crash repor ng program

WinCrash Report of Windows opera ng system.

A A P A

Fig 3.3.2: Monitoring tools and so ware

Inform the par cipants that the service engineer should be able to assess the report of
monitoring so ware and take steps to rec fy the faults.
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= Lastly, explain to them the importance of genera ng and delivering reports with the help
of the following points:

It is important to generate and deliver reports for showing the status of the system to
non-technical people, in a clear format.

These reports need to be forwarded to specific people in the organiza on to whom the
informa on is relevant.

Itisimpera ve to save and analyse historic data not only to know what is happening in
real me but also to use the reports for making be er decisions for the same issue in
future.

It is important for keeping track of the temperature and dust environment required for
managing the assets.

These reports enable the service engineer to manage security of the system by
installing security tools.

Itis required so that the service engineer can define the access controls for securing
the systems and the user accounts.

It is necessary to keep track of the number of changing passwords of the system.

Fig 3.3.3: Importance of genera ng and delivering reports
e Ac vity Handling Strategy
o0 To check the device manager for errors, perform the following task:

1. Open the device manager from start menu.

2. Exclama on Mark
a. If a device has a yellow circle with an exclama on mark this means that the

device is conflic ng other hardware.

b. It may also indicate that the device or its drivers are not installed properly.

3. Red X
a. The device has been disabled, removed, or Windows is unable to locate the
device.

4. Downward arrow
a. Small arrow in downward direc on next to the device indicates that the
device has been disabled.
5. Missing hardware or Unknown device
a. Missing hardware
If the driver that is to be installed is not in the list of device manager then the
device is not being detected.
b. Unknown device
c. Ifthereisacompa bility issue of the system with device or device driver then
alsoitshoulds Il put that device under "Other devices" or "Unknown device."
e Ac vity Handling Strategy
0 Perform the following task to do the tes ng of the system memory:
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1. Ensure that the system is boo ng properly and not giving any beep error. Check

the system for the following:
Random computer crashes

b. BSOD

c. General Protec on Fault error messages,

d. Illegal Opera ons

e. Fatal Excep ons, etc.

2. Check if the system reboots randomly.

3. Install new programs and ensure that the window is not throwing any error during
installa on.
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Unit 3.4: Maintaining Schedules and Records

— Unit Objec ve

At the end of this unit, you will be able to:
e Explain maintenance schedules
= Recognize importance of schedules and records

— Say

e Tell the par cipants that:

o0 A maintenance schedule is important for keeping records of servicing, repairing and
performing preven ve maintenance.

0 The service engineer should maintain service records and next servicing schedules to
be able to inform the customer about the maintenance of the components at the
facility.

0 The service engineer needs to perform hardware and so ware maintenance.

e Inaddi on, tell them about so ware and hardware maintenance.

— Notes for Facilita on

e Explain to the par cipants about the importance of filling forms and submi ng to the
respec ve customer for record keeping. For example: filling up a form which would
include the name of the customer, address, contact number, service type and also a
sec on containing the last service date and next service date.

e Tell them that computer maintenance is a process of protec ng computers and keeping
them in a good working condi on. In addi on, tell them about the di erent types of
computer maintenance with the help of the following figure:

Correc ve . :

Maintenance { It is performed to rec fy an exis ng problem.
Preven ve = It is performed to prevent the problems from
Maintenance occurring.

Fig 3.4.1: Types of computer maintenance

e Inaddi on, tell them some importance of preven ve measures such as:
0 Itsaves me and money
o0 Itsafeguards the data
o0 Italso improves system’s performance
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Give them a brief introduc on about the maintenance checklist. Then explain to them
about things that need to be done on weekly, monthly and yearly basis with the help of
the following points:

0 Maintenance to be done weekly are:

Run the disk clean-up to remove the temporary files and cookies.
Run the check disk u lity to check the hard disk for any error.
Update the an -virus so ware (if required).

Check all connec ons of computer and its peripherals.

Clean the monitor screen.

0 Maintenance to be done monthly and yearly are:

Take the backup of the files

Uninstall any extra programs or files

Run the disk defragmenter u lity tool to rearrange the fragmented files
Update the windows

Clean the printers to remove the dust and any other foreign material
Replace the printers’ ink.

Uninstall any extra programs or files

Run the disk defragmenter u lity tool to rearrange the fragmented files
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4. Manage Customer’s
System Remotely

Unit 4.1 — Monitoring Systems Remotely

Unit 4.2 — Repor ng Performance

Unit 4.3 — Interac ng with Customer, Vendor and Superior
Unit 4.4 — Achieving Delivery Standards
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Key Learning Outcomes

At the end of this module, you will be able to:

e Define remote monitoring and management (RMM)
e Explain incident management

e Usesta s cal tools for monitoring

e Achieve down me of less than 1% or as contracted
e Escalate problems

e Maintain records of ac vity
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Unit 4.1: Monitoring Systems Remotely

— Unit Objec ve

At the end of this unit, you will be able to:
e Define remote monitoring and management (RMM)
e Describe remote monitoring system process flow

— Notes for Facilita on

e Start the session by telling the par cipants that nowadays in Smart Ci es, the Smart home
concepts are: monitoring systems for home security and basic func oning that can be
monitored remotely. Use the following diagram to explain this concept to them:

Fig 4.1.1: Monitoring system for home security
e Inform them all these monitoring systems are controlled centrally by a computer.

e Then, tell them that similarly, the computer at a customer’s site can also be monitored
and maintained remotely.
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e Tell the par cipants that certain versions of Microso Windows have a built -in remote
administra on package called Remote Desktop Connec on which o ers similar
func onality.

e Tell them that system monitoring also includes tracking and monitoring the date and me,
system up me, computer name, username, hard drive S.M.A.R.T. data, fan sp eeds, and
the voltages being provided by the power supply.

e Inform them that some hardware-based systems’ monitoring components are also used
to monitor systems remotely. Typically, these hardware -based systems’ monitoring
components need to be placed in front of the computer cabinets in case of desktops.
Then, these components can interact with the host system hardware. Alterna vely, these
components can connect to aso ware data-collec on system though a USB.

e Tell that whichever approach for collec ng data is used by these components, the
monitoring system shows the monitoring informa on on either a LCD panel or on series
of small LED numeric displays.

e Tell them that a few hardware -based system monitors also permit direct control of fan
speeds. Thus, permi ng the user to rapidly customize the cooling in the system.

e The following image shows a system monitor displaying system resource usage:

e (The following screenshot has been taken from the “System Monitor", Web.
h ps://upload.wikimedia.org/wikipedia/en/e/e0/Example_of a so ware_system_moni
tor.png /)

Fig 4.1.2: System monitor displaying system

e Tell them that performance counters are used to measure system state or ac vity.
Performance counters exist as a part of an applica on or for the en re OS. MS Windows’
Performance Monitor works by periodically reques ng the current value of performance
counters.

e Also, tell them that the configura on informa on is the key value informa on derived
from the Windows registry. MS Windows’ Performance Monitor maintains a log file
containing the value of a registry key for a par cular me or interval.
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Show them the following image of a typical system log file that is used to monitor the
system performance:

Fig 4.1.3: Typical system log file

In addi on, show them some screenshots on your laptop of Argus tool, Nagios and HP
SiteScope for distributed system monitoring such as shown in the following images:

(The following screenshot has been taken from the “14 Free Server & Network
Monitoring Tools", Web. h _p://www.smashingapps.com/2014/05/02/14 -free-server-
network-monitoring-tools.html)

Fig 4.1.4: Screenshot of argus demo
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(The following screenshot has been taken from the “Nagios", Web.
h_ps://www.nagios.org/projects/)

Fig 4.1.5: Screenshot of nagios

(The following screenshot has been taken from the “HP SiteScope so ware ", Web.
h_p://businessoutcomes.wikia.com/wiki/HP_SiteScope so ware)

Fig 4.1.6: Screenshot of hp SiteScope so ware
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e Further tell them about PING, NMP and syslog with the help of the following points:
0 PING: This is a system administrator tool that is u lized to test the reachability and
accessibility of a host in an IP address range. The informa on from ping results can
decide if a host in the system is dynamic or not. Besides, it can quan fy the
transmission me and parcel misfortune when speaking with a host.
0 SNMP: Simple Network Management Protocol (SNMP) is an Internet-standard
protocol for collec ngand organizing informa on of managed devices on IP networks.
It is also used for customizing the informa on to change device behavior. This is the
most generally u lized conven on for administra on and observa on of the system
and incorporates the following components:
= Managed device: The hub in the system that backs SNMP and provides access to
par cular data.

= Agent: Itisaso ware that runs on the managed devices.

= Network Management System (NMS): An applica on on a framework that
controls the managed devices through the operator, u lizing SNMP summons.

= The MIB holds data about the structure of the informa on on a gadget for
administra on. The MIBs contain OID (object iden fiers), which is the genuine
iden fier for the variable to be observed from the gadget or set on the device.

o Syslog (not the Windows Eventlog), is a message logging framework. It allows
separa on of:
= So ware that generates messages,
= System that stores them and
= S0 ware that reports and analyses them.

e Tell them that SNMP data is gathered and sent to a managed device using polling
mechanism or traps. An agent can send informa on about the events on the device to an
NMS through traps.

e MIB contains informa on related to the structure of the exis ng data on a device for
management. It includes object iden fiers, which is the actual iden fier for the variable,
to be read from the device or set on the device.

< In networks where an NMS is not available for monitoring, or the exis ng NMS does not
support specific func ons or even extend the func onality of the exis ng NMS tool,
network admins can use scripts.

e Draw the following diagram on the white/black board:

Fig 4.1.7: Flow diagram
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o0 Further, explain to them about the request resolu on steps which are as shown in
the following figure:

Accept request from Iden fy whether the . :
customer and record ——  service requestisfor —— Priori fﬁ ethi éﬁguest n
the request in database assistance or change 9
V%
Implement the Perform billing Verify the solu on with
technical solu on ac vi es, if needed the customer
\%
Develop checklists that No fy supervisor and
Close the request are to be followed for change the request
assis ng any other SR status

Fig 4.1.8: Request resolu on steps

e Explain to the par cipants what is HDD S.M.A.R.T. and GPU monitoring or CPU thro ling
by saying that:
0 S.M.AR.T (Self-Monitoring Analysis and Repor ng Technology) is an interface
between a PC's start-up program or BIOS and the PC hard disk.
o Itisacomponent of the Enhanced Integrated Drive Electronics (EIDE) innova on that
controls access to the hard drive.
0 Ontheo chance that S.M.A.R.T is empowered when a PC is set up, the BIOS can get
an analy cal data from the hard drive and decide whether to send to the client a
no ce message about conceivable future disappointment of the hard drive.
o Inaddi on, tell them that:
= CPU thro ling is a method in PC design whereby the recurrence of a microchip
can be consequently balanced "on the fly", either to ra on control or to decrease
the measure of warmth produced by the chip.

= It iis commonly used in laptops and other mobile devices, where energy comes
fromaba ery and thus is limited.

= Itis also used in quiet compu ng se ngs to decrease energy and cooling costs
for lightly loaded machines. Less heat output, in turn, allows the system cooling
fans to be thro led down or turned o , reducing noise levels and further
decreasing power consump on.
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= Addi onally, itis u lized for reducing warmth in deficiently cooled frameworks
when the temperature reaches a specific limit, for example, inine ec vely cooled
overclocked frameworks.
Ac vity Handling Strategy
o0 Actual Problem: The browser’s homepage automa cally changes. This is a common
symptom when a virus or a browser hijacker infects the computer.
0 Try the following steps to resolve the issue:
1. Establish remote connec on:
a. Open the remote administrator so ware.
b. Asktheso ware creden als from the customer to set up the connec on.
2. Reset the home page of the default web browser
3. InInternet Explorer:
a. Click Tools menu.
Click Internet op ons.
Click the General tab.
In the Address box, type the Web address you want for your home page.
Click OK.
4. In Mozilla Foxfire:
a. Open the web site you want to set as your home page.
. Click theicon to the le of the web address and drag it to the Home bu on.
c. Click Yes.
OR
a. Click the menubu on.
b. Select Op ons>>Preferences and then choose the General panel.
c. From the drop-down menu, you can choose to have Firefox show a blank page
on start-up or show all of your windows and tabs from your previous session.
d. You can also set mul ple pages as your home page: Open each page in a
separate tab and click on Use Current Pages.
1. InChrome:
a.  Onyour computer, open Chrome.
b. At the top right, click More.
c. SelectSe ngs.
d. Under "Appearance,” check the box Show Home bu on.
e. Below "Show Home bu on," click Change to choose your homepage
2. Runavirus scan and remove the virus.
Ac vity Handling Strategy
o0 Toresolve the problem, perform the following steps:
1. Establish remote connec on:
a. Open the remote administrator so ware.
b. Asktheso ware creden als from the customer to set up the connec on.

® oo o
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 Ac

2. Once the connec onis completed start the u lity.

3. Note the error number and check the error number and resolu on on the
o cialdocumenta on of the an -virus.

4. Ensure that the an -virus is up to date.

In some cases, the so ware program may require an update before it can be

successfully run on your computer.

1. Make sure all the dependent programs are closed (if required) when you run the
an -virus.

2. Ensure that the system has been rebooted at least once a er the program has
been installed.

3. Ensure that the system has correct date me and zone.

In some cases, the program may be dependent on the date and if that date is

incorrectly set it may cause issues.

If following the above recommenda ons does not resolve your issues, reinstall the

program or u lity.

vity Handling Strategy

To resolve the problem, perform the following steps:

1.

© N o g~ W

Establish remote connec on.

a. Open the remote administrator so ware.

b. Asktheso ware creden als from the customer to set up the connec on.

Remove or disable any background programs which is currently runningand cana ect

the program.

Delete all temporary files.

Ensure that all the updates and patches of the so ware are done.

Run the Windows u li es such as scandisk and hard drive defragmenter.

Check if the applica ons are compa ble with the hardware and system so ware.

Check recently installed so ware or hardware and verify if it is not causing the issue.

Problem in RAM

a. Corrupted RAM can cause lllegal opera ons in the system.

b. If any of these were recently installed, ensure that the installa on was properly
done.
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Unit 4.2: Repor ng Performance Issues

— Unit Objec ve

At the end of this unit, you will be able to:

Describe incident management
Use sta s cal tools to develop intelligence and spot poten al areas of disrup ons
Record down me details

— Notes for Facilita on

Tell the par cipants that the principal objec ve of the Incident management (IM) process
is to re-establish an ordinary service opera on as fast as possible and to limit the e ect
on business opera ons. In this way it is guaranteed that the most ideal levels of service
quality and accessibility are kept up. An ordinary service opera onis an opera on thatis
men oned in the service level agreement.

A service engineer needs to monitor and maintain a report of IT equipment in a network.
Thus, it is impera ve for the service engineer to comprehend the procedure of problem
management.

In problem management, an incidence is defined as any occasion which upsets, or which
could disturb a service. On the other hand, it is a spontaneous intrusion to an IT Service
or lessening the func oning of an IT Service. Failure of any product, device or applica on,
u lized as a part of the support of a system that has not yet influenced the service is also
an incident.

The impact of an incident is used in determining the priority for resolu on. There are three
categories of impact as shown in the following table:

Priority Category Descrip on

3 Low A ects one or two users. The systems are s ||

func oning though service is degraded.

2 Medium A ects many users at one loca on. The
systems

ares Il func oning but not opera ng as
desired or

expected and the service is degraded.

1 High A ects all users. The service is hon-func onal.

Fig 4.2.1: Priority for resolu on
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For example, the System Monitor, as shown in the following image, is a tool used to
monitor resources and performance in a Linux system.
(Note: The following image of a system monitor has been taken from the site:

h ps://www.cyberci .biz/ ps/top -linux-monitoring-tools.html.)

Fig 4.2.2: System monitor

Implemen ng ITIL-based Service Desk can be useful for enabling a proac ve approach to
IT service management, thus reducing service me and e ort.

Consider a scenario of a bank with mul ple teams of employees — managers, tellers,
customer help desk execu ves and so on. Employees are spread across two floors and all
employees have a desktop for their work func ons. All employees share network printers
to print out various documents such as loan papers, cheques or transac on reports. A
system or printer failure can be cri cal for the bank.

88
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e The following figure shows how IT Help Desk sta can implement an ITIL-based Help Desk
solu on to manage service requests and resolve issues:

Fig 4.2.3: IT helpdesk sta
e Tell them that for Problem Management, there are some Key Performance Indicators
(KPIs) that need to be considered for service engineers. These are as shown in the
following table:

Key Performance Indicator (KPI) Defini on
Number of Problems Number of problems encountered
Resolu on Time Average me for fixing issues
Number of Unresolved Problems Number of problems whose reason is not

known at a specific me

Number of Incidents per Known Number of reported incidents linked to the
Problem same problem a er problemiden fica on
Time un | Problem Iden fica on Average me between first occurrence of

an incident and iden fica on of the
underlying root cause

Problem Resolu on E ortand Time Average work e ort for resolving problems

Fig 4.2.4: Key performance indicator

e Inaddi on, tell them that the Service Help-Desk tools provide many contact points to
customers such as chats, emails or phone calls, dashboards and detailed analysis.
Some mes, these tools may addi onally provide a func onality that allows service
engineers to escalate a problem to another level.

e Further, tell them that more advanced help work area applica ons highlight bits of
knowledge and inves ga on, robo zed forms, numerous contact channels, detailing
instruments, joint e ort apparatuses and CRM.
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Unit 4.3: Interac ng with Customers, Vendor and Superior

— Unit Objec ve

At the end of this unit, you will be able to:

e Prepare ac on plan and share with customer and/or vendor
e Interact with senior management of customer

e Recommend new solu ons to customer

e A end customer’s IT mee ngs

e Escalate unresolved issues to superior

— Notes for Facilita on

e Tell the par cipants to consider a situa on where a customer complains that a computer
lost network connec vity. There can be numerous explana ons for the problem such as:
o Defect in physical component such as a cable break or a faulty router
or
o0 Afaulty configura on on the computer or a network device
or
o0 Loss of network connec vity to one network resource such as email, which led the
customer to assume that all network connec vity was lost
A successful service engineer uses cri cal thinking skills to isolate the real cause of the
issue by formula ng ques ons, gathering informa on, and determining what is relevant.
e Tell the par cipants that when on a visit to a customer site, to ensure good service, the
customer’s requirement should be understood and a solu on should be suggested.




Service Engineer

e In addi on, tell them a few points to be taken care of while communica ng with a
customer with the help of following figure:

Fig 4.3.1: Communica on with customer

e Tell the par cipants that feedback helps to understand problems and outlines the scope
for further improvement. It helps to iden fy the areas of competency in the work which
they have done. It also makes the customer feel happy that they can give feedbac k
regarding the service. The feedback also helps the supervisor to monitor their work,
e ciency, and other key performance aspects of their work that may relate to appraisals
and further assignments.

e Tell them to remember that all the members of a team, whether a senior or a junior, may
work together or may work on di erent projects to fulfil the organiza onal goals.
Therefore, it is important to understand that the role of each team member is significant
for the organiza on.
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e Inform them that the process flow of the work that takes place in a day in the life of a
service engineer includes:
0 Issuing the tools from the stores. They must ensure that a er issuing the tools, they

use them properly and return a er the work is done.

o0 A ending to customer complaints.
0 Helping their colleagues, if it is required.

e Further, explain to them a few points which an employee, a service engineer, must abide
by while interac ng with the supervisor with the help of following figure:

Plan-and-oraanize work-ascianed
raranauauli Bal LT VWWUI'N moolyl [\ |
Comnbnlete the tack accinoned

wyun |F|CLU 1T taonN uaolul [\ |

Work-acs ner-the aidelinecs and-taraets
VVUINas pCI uic yuluclll micoaruwal BCLD
Follow -the chain-of command
ronovv-thie - Crarm-Orcorant
Renort-anv-threat or-dicerepaney
|\CPU| oar ancacur uiouvl UPGI 1A%

Fig 4.3.2: Interac on with supervisor

e Give psoninterac ng with the supervisor:
0 Explain to the par cipants how to resolve issues in case of a discord with the
supervisor.
o Tell the importance of understanding the work requirements properly as it will enable
them to deliver quality work.
0 Explaintothe par cipants about what they would need to discuss with the supervisor
S0 as to plan the approach of work accordingly.
0 Explain how the par cipants can learn by observing and considering the supervisor’s
preference.
o Tell the par cipants that they should never delay the supervisor while on his/her way
out.
o Tell the par cipants that they should not draga mee nga eritis over.
e Explain to them the importance of interac ng with the senior management of customer.
e Then, tell them that hard skills are specific abili es that can be taught and measured such
as configuring and troubleshoo ng systems.
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e Inaddi on, explain to them some of the common hard skills needed by a service engineer
with the help of the following figure:

~

Technical

skills

Security
skills

Troubles
hoo ng
skills

Business =
skills
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So Skills
<

Cri cal
thinking

-
Fig 4.3.3: Common hard skills
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Lastly explain to them the importance of escala ng the unresolved issues to
superior/supervisor.

Also, you may tell them that for organiza ons that have large number of system and
they require IT support, then you need a Virtual Private Network which connects the IT
service engineer’s remote computer to the systems in the organiza on securely. Inform
them that it is required to use a secure private network to monitor and some mes fix
the systems remotely due to the following reasons:

0 Dueto me restric ons

o0 Due to urgency of work/fix required

o0 Unavailability of a service engineer to visit the customer facility

Some mes, just to check the health of the organiza on’s network and systems, as well
as to maintain the computers, a service engineer needs to monitor the systems
remotely.

You may show the following diagram and explain the concept of an organiza on’s virtual
private network:

Fig 4.3.4: Virtual private network
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Unit 4.4: Achieving Required Delivery Standards

— Unit Objec ve

At the end of this unit, you will be able to:
e Adhere 100% to contracted standards of work
 Achieve down me of less than 1% or as contracted

e Escalate problemsin me and as per cri cality of work process
e Maintain 100% records of ac vity

— Notes for Facilita on

Tell the par cipants that to know the clear -cut expecta ons of the customer, customer
service department could be of great help as they have a quan fiable and measurable set
of standards which is desired by the customer. In addi on, tell them that these standards
ensure that the customer service is consistently at the highest possible level.

e Explain to them the features of customer service standards with the help of the following
figure:
/‘

Timeliness <

Accuracy <

Appropriateness <

Measurability <

—
Fig 4.4.1: Features of customer service standards
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e Explain to them the benefits of implemen ng standards in an organisa on, with the help
of the following points:

o0 lIrrespec ve of the size of the organisa on, they gain many profits by adhering to
these standards as they discover cost and e ciency savings.

0 The six main advantages of adhering to standards are listed below:
= Improves the credibility and image of the organisa on
= Improves the customer sa sfac on
= Enables be er processintegra on
= Improves the decision making skills
= Creates a continuous improvement in the work culture
= Engages all the employees

e For maininforma on, visit the following link:

h ps://advisera.com/9001academy/knowledgebase/six -key-benefits-of-iso-9001-

implementa on/

e Further, tell them that down me or outage dura on refers to a period of me when a
system becomes unavailable and fails to performits primary func on. When this happens,
it raises ques ons on the reliability, availability, recovery and unavailability of the system.

e Next, explain to them about the planned and unplanned down me.

e Explain to them about the func onal and hierarchical escala on with the help of the
following points:

o Func onal and hierarchical type of escala ons can regularly be found inside the IT
Service Managed condi on when incident and problem management orders are
executed.

o0 With func onal escala ons the incident/problem is routed to a more experienced
en ty that can deliver the next level of support.

o With func onal escala ons, the occurrence/issue is directed to a more experienced
substance that can convey the following level of support.

o0 Hierarchical escala ons then again act more as a correspondences intends to advise
both care sta and administra on in a proac ve way of poten al SLA (Service Level
Agreements) breaches.

0 The two types of escala ons are interlaced as administra on would frequently u lize
various levelled heightening correspondences to prac cally raise occurrences and
issues to more talented bolster work force. The sort of demand and its need would
decide the me notoriety in which these accelera ons would happen.

e Inaddi on, tell them the ac vi es involved in the escala on management process such
as ini a ng the escala on, logging the escala on and developing an escala on
management ac on.

e Lastly, tell them about the importance of record keeping.

e Tell them that record keeping is very beneficial especially in case of conflicts and
contradic ons in the work commi ed and the work done. Record keeping provides
several benefits.
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Use the following figure to explain the benefits of maintaining mely records:

Unit 5.0 — Introduc on of the Module
Unit 5.1 — Interac ng with Supervisor
Unit 5.2 — Coordina ng with Colleagues

Unit 5.3 — Interac on with Customers and Superiors
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Key Learning Outcomes

At the end of this module, you will be able to:

e Explain the organiza onal goals and targets
e Use inter-personnel skills to resolve issues
e Interact with the supervisor

e Coordinate with colleagues

» Describe service level agreement (SLA)

e Interact with customers and superiors
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UNIT 5.0: Introduc on of the Module

— Objec ve of the Module

The objec ve of this module is to make the par cipants familiar with the organiza onal goals
and targets. The par cipants will be able to use inter-personnel skills to resolve issues. They
will also be interac ng e ciently with the supervisor, custo mers and the superiors. In
addi on, they would be told how to coordinate with colleagues. They will be able to describe
SLA.

— Ask

= Enquire if anybody knows what the major roles and responsibili es of a service engineer
are.

e Ask the par cipants if they can tell some responsibili es of a service engineer.

e Ask if anyone knows to whom they should report any kind of problem.

e Ask them if they know anything about SLA.
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UNIT 5.1: Interac ng with Supervisor

— Unit Objec ve

At the end of this unit, the par cipants will be able to:

Explain the organiza onal goals and targets

Use inter-personal skills to resolve issues

Communicate with superior and subordinates

Evaluate the feedback from the client regarding task comple on
Describe an IT hardware service engineer

— Say

Start the session by telling the par cipants that for any person to work, it is important to
understand the work requirements.

Tell them that work that is assigned to them will also have certain melines which they
should follow. It is important to adhere to the targets and melines so that there is no
conflict between the team members and there is no delay.

— Notes for Facilita on

Tell the par cipants that for an IT service engineer in any organiza on, one of the major
roles and responsibili es is to understand the work requirements.

Then tell them that while working in any organisa on, it is important to understand the
work requirements. The work requirements include responsibili es as shown in the
following figure:

Fig 5.1.1: Work requirements
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e Inaddi on, tell them about work ethics, by saying that work ethics means di eren a ng
between the right and the wrong way of doing a job and adop ng the right conduct. Work
ethics involve certain principles as shown in the following figure:

Fig 5.1.2: Work ethics

e Inaddi on, tell them that since IT industry evolves at a very fast pace, service engineers
need to be updated with the latest products, their so ware ecosystem and methods to
operate the technologically advanced machines. New tech savvy hardware comes with a
specific set of rules and opera ng methods.

e Further, tell them that a service engineer may come across a situa on that may require
escala on of the situa on to the supervisor, as shown in the following figure:

Fig 5.1.3: Escala on of situa on to supervisor

e Tell them that an IT service engineer should get in touch with the higher management if
the raised concerns are not being addressed. There can be unnecessary bo lenecks
created by supervisors and such behavioural anomalies can hamper the produc vity of a
facility.

* Next, tell them about the importance of feedback with the help of the following points:
o Tell the par cipants that feedback helps to understand problems and outlines the

scope for further improvement.
0 Ithelpstoiden fythe areas of competency in the work which they have done. It also
makes the customer feel happy that they can give feedback regarding the service.
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o0 The feedback also helps the supervisor to monitor their work e  ciency, and other key
performance aspects of their work that may relate to appraisals and further
assignments.

Explain to the par cipants about the importance of interpersonal skills by saying

communica on is a skill which is the key to success in today’s world.

Tell them that:

0 Thereis an ever-increasing importance being given to the ability to communicate and
work with others.

o0 The nature of work has also changed. It demands faster communica on, prompt
ac on and good interpersonal rela ons.

0 Excellent communica on skills are required to climb up the career ladder.

Next, tell them that it is important to understand that all the possible hazards that can

happen in a facility are the responsibili es of a service engineer. One possible cause of a

hazard could be the lack of clear understanding about the company’s code of conduct or

reference handbook which puts constraints on the use of equipment for purpose that is
against the code of conduct.

Then explain to them about the systema c approach for handling hazards.

Tell the par cipants that it a good prac ce to report any kind of problem (hardware or

so ware) to the supervisors.

Further tell them about the importance of resolving interpersonal issues.

Inform the par cipants that just like any other job profile in an organiza on, mee ng the

targets set down by the management is very important. An IT service engineer needs to

be clear about the goals and visions of the organiza on to achieve all the designated
targets.

Then explain to them about the key points which will help them to meet the targets.

Tell the par cipants that the customer is always special and the custo mer’s feedback is

the most important thing for an organiza on. Always do the procedure as shown in the

following figure:

Fig 5.1.4: Customer feedback

Inform them that an excellent service leads to a happy and loyal customer.
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UNIT 5.2 Coordina ng with Colleagues

- Unit Objec ve

At the end of this unit, the par cipants will be able to:
e Explain how to achieve inter-personnel communica on in an organiza on
e Manage cross-func onal interac on to accomplish produc vity

- Explain

Explain to the par cipants that:

« Work that is assigned to them will also have certain melines which they should follow. It
is important to adhere to the targets and melines so that there is no conflict between
the team members and there is no delay.

e Work done should always match to the company delivery standards. There are incen ves
for commendable work. Be aware of such incen ves and perform to achieve them. This
leads to having a sense of sa sfac on and achievement.

e The manager has certain du es and responsibili es. It is the duty of the manager to get
the task done, which may not involve working directly on the computer hardware.

e Similarly, a supervisor may direct about the work which is to be done. The task could
involve ge ng all the service engineers to perform the work as per the alloca on and to
maintain healthy and safe working condi ons.

e The service engineers should be able to work in harmony with the other colleagues or
members in the team. In case of any conflict, the objec ve should be to resolve it by
communica ng with each other. Some mes an interven on by a senior may be required
to resolve the conflict. At such mes, the ma er should be reported to the supervisor.

e While performing work or any other interac on related to work, the interest of the
organiza on should be the kept at the forefront.

e All the members may work together or may work on di erent projects to fulfil the
organiza onal goals.

e It is important to understand the role and the responsibility of each one of the team
members and the task being performed by that person.

— Notes for Facilita on

e Tell the par cipants that every worker works towards a common goal in an organiza on,
s Il all of them are divided by certain roles and ac vi es and the way they accomplish
that objec ve.
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Draw the following figure on the black/white board which represents the key points to
consider while interac ng with colleagues:

Maintain
good
interpersonal
rela ons

Share the
work load

Meet
targets

Fig 5.2.1: Key points for interac ng with colleagues
Tell them that ge ng the job done in a process depends on informa on communica on.
Furthermore, accuracy of the end result en rely depends on e ec ve inter -personnel
communica on.
Further, tell them that to maintain a healthy interpersonal rela o nship, it is important to
adhere to the points shown in the following figure:

Inter-Personal  Resolve interpersonal conflict and ensure smooth flow of
Rela onship work

Pass on customer complaints to colleagues in respec ve
geographical loca ons

Assist colleagues to resolve field problems

Fig 5.2.2: Inter personal rela onship
Then explain to them about each point in detail.
Next, explain to them about cross func onal interac on by saying that the success of an
organiza onal plan depends on e ec veness of training, goal -oriented ac on planning
and mo va on. However, another key element that deserves a special considera on is
cross-func onal communica on. Cross-func onal communica on is a method of
understanding the importance of liaising and collabora ng with other key departments of
an organiza on.
Lastly, explain to them about team work with the help of the following points:
o Teamwork is defined as coming together of people to achieve a common g oal.
0 The goal here are the organiza onal goals.
0 The daily tasks which are assigned are a part of the organiza onal goals. Team work
means that each member in the team is contribu ng their bit to the overall tasks.
0 Inateam, all the members are important and might be dependent on each other for
work. Some mes the members do the work individually.
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o0 However, the collec ve resultis a team e ort, similar to what will be seen in a game
of cricket, or during the construc on of a building or building an aircra . It is also
important to understand that the progress of work may depend on the comple on of

the tasks.
o0 Therefore, for smooth progress of work, the tasks should be completed on me.
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UNIT 5.3: Interac on with Customers and Superiors

- Unit Objec ve

At the end of this unit, the par cipants will be able to:
e Explain the importance of an SLA

e Communicate with customers and superiors

« Develop rapport with customers

e Develop interpersonal and decision-making skills

— Ask

e Askthepar cipantsif they know what the major responsibili es of a service engineer are.

e Ask the par cipants to tell what according to them are the skills required while dealing
with a customer.

e Ask them if they know anything about SLA.

e Ask them to tell some importance of communica on skills.

— Notes for Facilita on

e Tell the par cipants about the major responsibili es of a service engineer.

e Tell them that they must always interact politely with the customer. The customer’s
feedback should always be shared with the supervisor.

e Tell the par cipants that there will b e various types of customers whom they will meet.
Some may be calm and polite while others may be angry and impa ent. However, the
technician should always be pa ent and polite. They should not fight with the customer
or reply back in the same rude tone as of the customer.

e Explain to them about SLA by saying that a Service Level Agreement is a formal contract
between the service provider and the customer defining services, responsibili es, scope
and du es of both the par es.

e Then tell them about the importance of an SLA.

e Inform them that the service engineer should know the line of communica on to
communicate the customer concerns.

e Further explain to them the line of communica on.

e Then explain to them about communica on skills with the help of the following points:

o0 Communica on is a skill which is the key to success in today’s world. There is ever -
increasing importance being given to the ability to communicate and work with
others. The nature of work has also changed.

0 It demands faster communica on, prompt ac on and good interpersonal rela ons.
Excellent communica on skills are required to climb up the career ladder.
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o Communica on is the exchange of thoughts, ideas, opinions, sugges ons, feedback
and so on. For any communica on to be complete, it is important to get a feedback
or response to whatever is communicated.

0 Incommunica on, the sender of a message sends it through a medium. The message
reaches the receiver who then replies to the message.

0 Inaddi on,also tell them about the di erent types of communica on which are:
= Verbal Communica on — it mainly consists of spoken words.
= Non-verbal communica on — it mainly consists of gestures, facial expressions and

hand movements.
=  Wri encommunica on —itis mainly awri en form of communica on such as,
reports, analysis and e-mails.

e Further, tell them how to assist and educate customers about warranty and precau ons.

e Tell them the importance of building rapport with customers.

e Next, explain to the par cipants about the importance of personal grooming.

e Tell the par cipants that they represent the company in front of the customer and
therefore they should take care of personal grooming.

e Explain to the par cipants the importance of personal hygiene, for e.g. when they visit
the customer their clothes should be neat and dy. Their hair should be trimmed. They
must not smell of sweat as this creates an unhealthy impression in front of the customer.

e Explain to the par cipants about the importance of following workplace e que e.
Workplace e que e is the accepted social behaviour when we work along with others in
a team. It includes the norms as shown in the following figure:

Fig 5.3.1: Workplace e que e norms

e Lastly explain to them about decision making skills.
e Ac vity handling strategy: Role Play 1
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The role-play requires three people. Ravi — the service engineer, subordinate who is

not able to understand func onality of a new server machine embedded with the

latest hardware technology and the manager of facility who needs to confirm that the

issue is actually troublesome.

Further tell them:

= Role of the service engineer: To prepare a private counselling session for the sub -
ordinate

= Role of the subordinate: To make the service engineer understand how the new
machine’s opera on

= Role of facility manager: To confirm that the machine is slightly complicated to
understand ini ally for people without prior experience

Give the par cipantsa me of 15 minutes for prepara on to understand the roles.

At last give them a possible solu on which is as follows:

= The service engineer will be approached by the subordinate regarding his inability
to understand the opera ons of the new server bay.

= Subordinate to Ravi: Hi Sir, I'm really sorry to bring this to your no ce that the
current server installed in this facility is technically complicated for my
understanding.

= Ravi pondering over the issue: Ok, I'll look into the ma er and see what can be
done.

= Ravi to the facility manager: The new server bay is slightly technical, complicated
to be operated by people with li le experience in this facility. Is it true in your
view?

= Manager to Ravi: Yes, the machine is a li le complicated, but with a small
demonstra on session the machine will be easy to operate.

= Ravi to the subordinate: Don’t worry I'll organize a personal session in the
a ernoon, on how to operate the machine with ease.

e Ac vity handling strategy: Role Play 2

o

The role play requires three people, a manager, Ravi - the service engineer, and third

an angry customer.

Further tell them:

= Role of the manger: To look into the problem and suggest a solu on

= Role of the service engineer: To detail the manger with the customer’s problem
and influence the manger to make a value decision

* Role of the customer: To inform the service engineer of the problem with his
system and request him for a remedy

The three par cipants can take 15 minutes to understand their roles and prepare for

it.

At last give them a possible solu on which is as follows:

= The Service engineer will receive a call from the customer.

= Customer in a scolding voice: | have called you a number of mes before, my
computer is facing an overhea ng problem and | need a solu on.
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= Ravi: Trying to pacify the customer.

= Customer: The system is responding poorly and my business is being a ected.
Please make replacement or else | will speak to your superiors that you don’t want
to help me.

= Ravi: Trying to explain that it is the fan’s problem and it is not covered under
replacement and you would have to incur charges.

= Customer: Angry! It is not my problem, | need a replacement; this is system under
warrantee.

= Ravi: Assuring the customer a quick response. Keeps phone down.

= Ravi to manager

= Ravi presents the overall background to the manager, when the system was sol d,
the terms of repair and replacement and the issue at hand.

= Ravi influences the manager that it is a fault at the organiza on’s end and the
customer should not be hassled for it.

= Ravi: It looks like we need to replace fan in the par cular machine since the fan
itself is faulty.

= Manager: What is the customer’s take on the issue?

= Ravi: The customer is hassled because of deteriora ng computer performance.
Even though it is not covered in the contract, the system is in warrantee, and it
could be a good gesture to go ahead and replace the fan.

= Manager: Okay, on your behest, we shall nego ate the contract.

Ac vity handling strategy: Role Play 2

o

The assignment requires 12 people, a grieved customer, Ravi - the service engineer,

and a gathering of 10 odd customers.

Further tell them:

= Role of the service engineer: To understand the urgency of the issue and address
it by taking it up with the manager or addressing it directly to the vendor

= Role of the customer: To inform the service engineer of the problem very
staunchly

The two main par cipants can take 15 minutes to understand their roles and prepare

for it.

At last give them a possible solu on which is as follows:

= Raviis addressing issues of customers one by one in a queue. A grieved customer
breaks the queue and begins to yell at Ravi.

= Customer: You promised and charged me for a TB Hard disk, but what you have
given me is only 500GB

= Ravi: Startled! A li le ashamed of being scolded in front of people. But he is
composed and willing to help the customer

= Ravi: Sir, very sorry for the inconvenience, please be seated and | will take up the
issue for you

= Customer: Obliged
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= Ravi thinks how to address the issue.

= Even though he is convinced, it is an error on the vendors end, Ravi takes the
issue to the manager.

= He believes the manager will be in a be er posi on to take the issue to the
vendor with authority and if need arises, even ques on legally with organiza on’s
contract vendor as basis.
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6. Employability &
Entrepreneurship Skills

Unit 6.1 — Personal Strengths & Value Systems

Unit 6.2 — Digital Literacy: A Recap

Unit 6.3 — Money Ma ers

Unit 6.4 — Preparing for Employment & Self-Employment
Unit 6.5 — Understanding Entrepreneurship

Unit 6.6 — Preparing to be an Entrepreneur
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Introduc on: Employability and Entrepreneurship Skills

This Facilitator's guide includes various ac vi es which will help you as a facilitator to
make the sessions par cipa veandinterac ve.

Ice breaker

= Youcan begin the module with the following ice breaker:

Five of Anything Ice Breaker Steps:

= Divide the par cipants into groups of four or five by having them number off. (You do this

because people generally begin a mee ng by sit ng with the people they already know
best.)

e Tell the newly formed groups that their assignment is to share their five favourite movies of
all me, their five favorite novels or their five least liked films. The topic can be five of
anything - most liked or disliked.

e This ice breaker helps the group explore shared interests more broadly and sparks lots of
discussion about why each person likes or dislikes their selected five.

« Tellthe groups that one person must take notes and be ready to share the highlights of their
group discussion with the class uponcomple onofthe assignment.

Expecta on Mapping

During the first session and after ice breaker session, ask the par cipants to answer the
following ques on: "Whatdo | expect to learn from this training?"

1. Haveoneofthepar cipantswritetheircontribu onsonaflip chartsheet.

2. Write downyour own list of covered material in the training on another flip chart sheet.

3. Compare the two sheets, commen ng on what will and what will not be covered during the
training.

4. Set some ground rules for the training sessions. Ask the par cipants to put these rules on
a flipchart and display itin the class.

You may get back to those sheets once again at the end of the last session of the training.
Benefits of doing thisac vity:

e Par cipantsfeelbetterastheir opinionsare heard.

e Par cipantsgettoknow whatthey should expect from the training.

e The facilitator gets to know which points to emphasize, which to leave out, and which
to add during the training.

7. Expecta onsfromthepar cipants:
e Mustsign the attendance sheet when they arrive for class.
e Conductthemselvesinaposi ve manner
e Bepunctual,atten ve,andpar cipa ve

8. Explain the contents that are going to get covered one by one and connect it with the
expecta on mapping done earlier.

9. By the end of this exercise, the par cipants should have a clear understanding of what to
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expect from the session and what are the areas that will not get covered.
Defining Objec ves
1. Definingthe objec vesinthe beginning of the units sets the mood for the unit.

2. To begin with the end in mind sets the expecta ons of the par cipants as what could
be the important takeaways from the session.

3. Itisalsoaway of making par cipants take responsibility of their own learning process.

For the facilitator, the objec ves decide a designed path to progress on so that the learning
stays aligned and on track.

5. Readtheobjec vesslowly, onebyone,andaskthepar cipantsto explainwhatthey thinkit
means.

6. At the end of the session, you could again revisit the objec ves to find out from the
par cipants about how many objec veshave beenachieved.

Inordertoeffec velyfacilitate this workshop:

1. You must have thorough knowledge of the material in the Par cipant Handbook, and be
prepared to answer ques onsaboutit.

2. Youmay also wish to read other material to enhance your knowledge of the subject.

3. Theremay beissuesraised withwhichyouare notable to deal, either because of lackof me
or knowledge.
You can either state that you will obtain answers and get back to the par cipants with
the informa on. In case the query can be turned to an assignment to the class, do so. You
can work with the par cipants on the assignment.

4. You must have a very clear understanding of what the par cipants want to accomplish by
the end of the workshop and the meansto guide the par cipants.

5. As the facilitator, it is your responsibility to make sure that all logis cal arrangements
are made for the workshop. This may involve doing it yourself or confirming that
someone else has made all necessary arrangements associated with the workshop.
Assume nothing and check everything before the workshop begins.

6. To break the monotony and boredom during sessions, introduce mini breaks in the
form of stretching exercises, jokes, some group songs or games.

7. Invitediscussionfromthe par cipants.

8. Probethepar cipantsfurtherandlead them tocome toaffirma ve conclusions.
9. Letthepar cipantsanswer. Noanswer isincorrect.

10. Askonepar cipanttowrite all the points on the whiteboard.

11. Build the sessions from the answers provided by the class.

12. Prepare for the sessions in advance so that the resources like flipcharts, handouts, blank
sheets of paper, marker pens, etc.canbe keptready.

13. Ensure thatresources like board, markers, duster etc. is available before your session starts.
Generalinstruc onsfor role playing:

1. You are not being asked to be an actor or to entertain. The purpose of the role play is to
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provide asitua onin whichyoucanprac ce certainskills.

2. When you read the brief, try to imagine yourself in the situa on described and behave in a
way you feel to be natural — but be conscious of the fact that your role may require a
different approach from that which you might normally use.

3. You (and others) may benefit from the change in approach and behavior. Therefore, try to
use the approach you feel to be most appropriate for the circumstances described in your
brief.

4. Thebriefisjustthestar ng point. Itsimply sets the scene and the tone of sessionorac vity.
Try not to keep referring to the brief as this will affect the spontaneity of the mee ng. Allow
the role play to develop as you think it might in real life and change your reac ons in line
with the behavior and responses of others involved.

5. Ifyoufind that you have too little informa on to answer ques ons or to describe what has
happened in the situa on, do feel free to add your own thoughts and ideas. Try to keep
these within the framework of the role you are taking and try to make your improvisa ons
asrealis caspossible.
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UNIT 6.1: Personal Strengths & Value Systems

Key Learning Outcomes

Atthe end of thisunit, par cipantswill be able to:

Explain the meaning of health

List common health issues

Discuss ps to prevent common health issues

Explain the meaning of hygiene

Discuss the purpose of Swachh Bharat Abhiyan

Explain the meaning of habit

Discuss ways to set up a safe work environment

Discuss cri cal safety habits to be followed by employees
Explain the importance of self-analysis

© © N o g R~ wdPRE

-
o

Discuss mo va on with the help of Maslow’s Hierarchy of Needs

=
=

. Discuss the meaning of achievement mo va on

-
N

List the characteris cs of entrepreneurs with achievement mo va on
List the different factors that mo vate you
Discuss the role of at tude in self-analysis

e~
SLIE

Discuss how to maintain a posi ve at tude

-
o

List your strengths and weaknesses

-
~

Discuss the quali es of honest people

o
o

Describe the importance of honesty in entrepreneurs

-
©

Discuss the elements of a strong work ethic

N
©

Discuss how to foster a good work ethic

N
=

. List the characteris cs of highly crea ve people

N
N

. List the characteris cs of highly innova ve people

N
w

. Discuss the benefits of me management

N
e

List the traits of effec ve me managers

N
&)

. Describe effec ve me management technique

N
»

. Discuss the importance of anger management

N
~

. Describe anger management strategies

N
00}

. Discuss ps for anger management

N
[(e]

. Discuss the causes of stress

w
e

Discuss the symptoms of stress

w
[y

. Discuss ps for stress management
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UNIT 6.1.1: Health, Habits, Hygiene: What is Health?

— Unit Objec ves

At the end of this unit, the par cipants will be able to:
e Explain the meaning of health

e List common health issues

e Discuss ps to prevent common health issues

e Explain the meaning of hygiene

< Discuss the purpose of Swachh Bharat Abhiyan

e Explain the meaning of habit

- Resources to be Used

e Par cipant Handbook

— Ask

e What do you understand by the term “Health?”
e According to you, who is a healthy person?

— Say

e Discussthe meaning of health and a healthy person as giveninthe Par cipant Handbook.

— Ask

e When did you visit the doctor last? Was it for you or for a family member?

— Say

e Discuss the common health issues like common cold, allergies etc. Refer to the Par cipant
Handbook.

e Letusdoasmallac vity. Iwillneed some volunteers.

- Role Play

e Conduct a small skit with volunteers from the class. Consider one of the villagers has been
appointed as a health representa ve of the village, what measures will you as a health
representa ve suggest to the common villagers to prevent common health issues
discussed.

e Youwillneed atleast 4 volunteers (Narrator, Health Representa ve, Head of the Village,
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Doctor).

= Explain the health concerns of the village to the Narrator. The Narrator will brief the class
about the skit.

e Givethegroup of volunteers, 5minutesto do discuss.

e Atthe end of 5 minutes, ask the group to present the skit to the class assuming them as the
villagers.

e Theclasscanaskques onstothegroupasacommonvillager.

- Summarize

e Throughthisac vitywegotsome psonhow canwe preventthese common healthissues.

— Say

e Letusnowsee how many of these health standards we follow in our daily life.

- Ac vity

» Health Standard Checklistfrom the Par cipantHandbook.

— Ask

e How many of you think that you are healthy? How many of you follow healthy habits?

— Say

e Let'sdoanexercise tofind out how healthy you are.

e Open your Par cipant Handbook sec on ‘Health, Habits, Hygiene: What is Health?’, and
read through the health standards given.

e Tickthe points which you think are true for you.
e Trytobeashonestas possible as this test is for your own learning.

- Do

e Ensure that all the par cipants have opened the right page in the Par cipant Handbook.
e Read aloud the points for the par cipants and explain if required.

e Give them 5 minutes to do the exercise.

e Atthe end of 5 minutes, ask the par cipantstocheckhowmany ckshave theygot.
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- Summarize

e Tell them that they need to follow all the ps given in this checklist regularly in order to
remain healthy and fit.

— Ask

Discuss:

e Isitnecessary to prac ce personal hygiene every day? Why?
e How does a person feel when they do not prac ce good personal hygiene? Why?
e Can good personal hygiene help a person feel good about his/her self? How?

— Say

= Discussthe meaning of hygiene asgiveninthe Par cipantHandbook.

~ Ac vity

e Health Standard Checklist: Hygiene

— Say

e Let'sdo an exercise to find out if we maintain good hygiene habits or not.

e Openthe Par cipant Handbook and read through the Health Standard checklist given.
e Tick the points which you think are true for you.

e Trytobeashonestas possible as this testis for your own learning.

- Do

e Ensure that all the par cipants have opened the right page in the Par cipant Handbook.

e Read aloud the points for the par cipants and explain if required.

e Give them 5 minutes to do the exercise.

e Atthe end of 5 minutes, ask the par cipants to check how many cks have they got.

e Ask them to calculate their score.

e Tell them what each score indicates by reading aloud what has been men oned in the
Par cipant Handbook.

Ask

e How many of you have heard about “Swachh Bharat Abhiyan”?
e Canyou tell the class what it is about?
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- Summarize

e Tell them about Swachh Bharat Abhiyan as given in the Par cipant Handbook and request
them to take a pledge to keep our country clean.

— Ask

e What s a habit?

— Say

e Discuss some good habits which can become away of life.

- Summarize

e Tellthemaboutgood and bad habits and the reasons to make good habits a way of life.
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UNIT 6.1.2: Safety

— Unit Objec ves

At the end of this unit, par cipants will be able to:
e Discuss ways to set up a safe work environment

e Discuss cri cal safety habits to be followed by employees

—- Resources to be Used

e Par cipant Handbook

e Safety signs and symbols
e Safety equipments

e Blank papers

e Pens

— Say

e There are many common safety hazards present in most workplaces at one me or
another. They include unsafe condi ons that can cause injury, illness and death.
e Safety Hazards include:

o Spills on floors or tripping hazards, such as blocked aisles or cords running across the
floor. Working from heights, including ladders, sca olds, roofs, or any raised work
area.

0 Unguarded machinery and moving machinery parts; guards removed or moving parts
that a worker can accidentally touch.

o0 Electrical hazards like cords, missing ground pins, improper wiring.

0 Machinery-related hazards (lockout/tag out, boiler safety, forkli s, etc.)

- Team Ac vity

Safety Hazards

e There are two parts to thisac vity.

e First part will cover the poten al safety hazards at work place.

e Second part will cover a few safety signs, symbols and equipments at work place.
e Use this format for the first partof theac vity.

PART 1

Hazard What could happen? How could it be
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— Ask

e How could you or your employees get hurt at work?

— Say

e Let's understand it better with the help of an ac vity. You will be given a handout within
your groups. You have to think about the possible hazards of your workplace, what
damage these hazards could cause and aboutthe correc veac on.

- Do

e Divide the class into five to six groups of four par cipants each.

e Put the format on the board for the ac vity.

e Give blank papers and pens to each group.

e The group is expected to think and discuss the poten al safety hazards in the workplace.

e Ask the group to discuss and fill the format using the blank sheet.

e Give the groups 5 minutes for the ac vity.

= For the second part of the ac vity, show the class some pictures of safety signs, symbols
and equipments.

* Now they will put down a few safety symbols, signs or equipment against the safety
hazards iden fied.

e Give them 5 to 10 minutes to discuss and draw/note it.

e At the end of 10 minutes the groups will present their answers to the class.

— Say

< Now, let's discuss the answers with the class.
e Allthe groups will briefly present their answers.

- Do

e Ask the audience to applaud for the group presenta on.

e Ask de-brief ques ons to cull out the informa on from each group.

e Keepacheckon me.

e Tell the group to wind up the discussion quickly if they go beyond the given me limit.
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— Ask

De-briefing

* What did you learn from the exercise?

e Asan entrepreneur, is it important to ensure the safety of your employees from possible
hazards? Why?

- Summarize

e Ask the par cipants what they have learnt so far.

e Askif they have any ques ons related to what they have talked about so far.

e Close the discussion by summarizing the ps to design a safe workplace and non-
nego able employee safety habits.
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UNIT 6.1.3: Self-Analysis- At tude, Achievement

Mo va on: What is Self-Analysis?

— Unit Objec ves

At the end of this unit, par cipants will be able to:
e Explain the importance of self- analysis

e Discuss mo va on with the help of Maslow's Hierarchy of Needs

e Discuss the meaning of achievement mo va on

e List the characteris cs of entrepreneurs with achievement mo va on
e Listthe di erentfactorsthat mo vate you

e Discuss the role of a tude in self- analysis

e Discuss how to maintain a posi vea tude.

e List your strengths and weaknesses

— Resources to be Used

e Par cipant Handbook
e Old newspapers

e Blank papers

e Pencils/ pens

- Ac vity

This is a paper pencil ac vity.

What are the three sentences that describe you the best?

What do you need to live happily?

What are your strengths and weaknesses?

- Do

e Write the three ques ons on the board/ flipchart before the session begins.

e Give plain papers and pencils/ pens to each par cipant.

e Tell par cipants to write the answer for the three ques ons on the paper.

e Tell them the purpose of thisac vity is not to judge anyone but to understand more about
self.
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Say

e Discuss the concept of Self-Analysis and mo va on with reference to Maslow's
Hierarchy of Needs as discussedinthePar cipant Handbook.

- Team Ac vity

Tower building

e Eachgroup whichwill create tower using the old newspapers.

- Do

e Divide the class into groups.

e Give them some old newspapers.

e The task is to create a tower out of the newspapers.

e The group which will create the highest tower standing on its own will be considered the
winning group.

e Groups can use as many newspapers as they want to and in any way, they want.

— Ask

e What did the winning group do di erently?

e If you were given a chance, how would you have made the tower di erently?
e How did you feel while making the tower?

e Didyou feel mo vated?

— Say

< Discuss the concept of achievement mo va on and characteris cs of entrepreneurs
with achievement mo va onasdiscussedinthePar cipantHandbook.

— Ask

e Isyoura tude posi veornega ve?

— Say

e Let me tell you a story:

It'sLi le Things that Make a Big Di erence.

There was a man taking a morning walk at the beach. He saw that along with the morning de
came hundreds of starfish and when the de receded, they were le behind and with the
morning sun rays, they would die. The de was fresh and the starfish were alive. The
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man took a few steps, picked one and threw it into the water. He did that repeatedly. Right

behind him there was another person who couldn't understand what this man was doing. He
caught up with him and asked, “What are you doing? There are hundreds of starfish. How
many can you help? What di erence does it make?” This man did not reply, took two more

steps, picked up another one, threw it into the water, and said , “It makes a di erence to this
one.” What di erence are we making? Big or small, it does not ma er. If everyone made a

small di erence, we'd end up with a big di erence, wouldn't we?

Ask

e What did you learn from this story?

Ac vity

What Mo vates You?
e Thisisan individual ac vity.
e Itisan exercise given in the Par cipant Handbook.

Do

e Ask the class to open their Par cipant Handbook and complete the exercise given in the
sec on What Mo vates You?

e Ensure that the par cipants have opened the correct page for the ac vity.

e Give the class 5 minutes to complete the ac vity.

Say

< Discuss the concept of at tude and how to cul vate a posi ve at tude as discussed in
the Par cipant Handbook.

Summarize

e Close the discussion by summarizing how self-analysis, knowledge about what
mo vates you and your posi veat tude canhelpinyourbusiness aswellinlife.
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UNIT 10.1.4: Honesty & Work Ethics

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss the quali es of honest people

e Describe the importance of honesty in entrepreneurs
e Discuss the elements of a strong work ethic

e Discuss how to foster a good work ethic

— Resources to be Used

e Par cipant Handbook

— Ask

e What do you understand by honesty?

e Why is it important for entrepreneurs to be honest?

= Do you remember any incident where your honesty helped you in gaining confidence?
= Do you remember any incident where someone lost business due to dishonesty?

— Say

e Discussed in the Par cipant Handbook.

e “Let'sunderstand it be er with the help of some case scenarios. You will be given some
cases within your groups. You have to analyse the case scenario that has been given to
you and then find an appropriate solu on to the problem.

e Keep your discussion focussed around the following:

What went wrong?

Who was at fault?

Whom did it impact- the customer or the businessman?

How would it impact the business immediately? What would be the long term impact?

What could be done?

What did you learn from the exercise?

O O O 0O O O

- Do

e Divide the class into four groups of maximum six par cipants depending on the batch size.
* Give one case study to each group.
e Instruct them to read the case carefully.
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e Putdown the de-brief ques ons on the board and ask the groups to focus their discussion
around these ques ons.

= The group is expected to analyse and discuss the case amongst them and find a solu on
to the given problem.

e Give the class5-10 minutes to discuss the case and note down their solu ons.

e At the end of 10 minutes the team should present their case solu on to the class. The
presenta on can be a narra on or arole play.

e Ask the group to select a group leader for their group. The group leader to discuss and
assign roles to the group members for the presentation.

— Team Ac vity

Case Study Analysis

Scenariol

Aakash has a small mobile retail sales and repair shop in Allahabad. He has one of the most
popular outlets and has great rapport with his customers. It's around 11 AM when a customer
barges in to the shop and starts shou ng at Aakash for giving her a faulty instrument. The
screen of her mobile is cracked from one side. Aakash remembered thoroughly checking the
handset before handing it over to the customer. The customer threatens to sue him and to go
to Consumer Court for chea ng her. Now, the problem occurred somewhere outside the shop
but as other customers were listening to the conversa on, it might impact his business. The
situa on needs to be managed very sensi vely. What would you do if y ou were in Aakash's
place?

Scenario 2

Rajni does beau ful Phulkari embroidery on suits and sarees. She has a small home-based
business. She has a huge list of customers on Facebook and WhatsApp who give her orders
regularly. Smita is one of her old and regular customers. As her sister-in-law's weddingwas
around the corner, Smita wanted to buy few handcrafted Phulkari duppatta. She placed an
order for three duppattas via WhatsApp and requested Rajni to send them as soon as possible.
When the parcel reached Smita through courier she found that out of the three duppatas, only
one was hand embroidered and the other two had machine embroidery on them. Even the
length and the quality of the material was not as desired. Smita was heartbroken. It was a
complete waste of money and moreover she couldn't wear what she had planned to during the
wedding func ons. She sent a message to Rajni on WhatsApp, expressing her anger and
disappointment.

Smita has also sent a feedback and expressed her disappointment on the social media... this
will directly affectRajni's business. What would you do if you were in Rajni's place?
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Scenario 3

Shankar is atattoo ar st who has a small tattoo showroom in a big, reputed mall in New Delhi. Mr
Saksham had an appointment for today, at 11:00 am but he reached at 11:50 am. Meanwhile,
Shankar had to reschedule his next appointment. After availing Shankar's services, Mr Saksham
started yelling in an abusive language, refusing to pay the requisite amount, and finding faults in
the services provided by him. Who was at fault in this case? What should Shankar do? Should he
confront Saksham or give in to the demands of the client?

Scenario4

Shailender is an online cloth reseller who does business through social networking sites such
as Facebook and WhatsApp. Priyanka made online payment for a dress to Shailander. But she did
not receive the dress for a month. When she asked for a cancella on, Shailander started
misleading her. For almost 45 days, he kept promising her that he will pay the amount today,
tomorrow, day after etc. Even after repeated calls and messages when she did not receive the
payment or the dress, she decided to write a post against him on a popular social media
platform. As a result, Shailender lost lots of customers and his flourishing business faced a
major crisis. How could this situa on have been managed?

— Say

e Now, let's discuss the problem and solu on with the larger group.
e The group will first briefly describe the case to the class.

e Thendiscuss the issue iden fied and the proposed solu on.

e Once the presenta on is over, the class can ask their ques ons.

- Do

e Congratulate each group for the group presenta on.

e Ask the audience to applaud for them.

e Ask de-brief ques ons to cull out the informa on from each group.

e Keep acheckon me. Tell the group to wind up the discussion quickly if they go beyond
the given me limit.

— Summarize

e Ask the par cipants what they have learnt from the exercise/ ac vity.

e Askif they have any ques ons related to what they have talked about so far.

e Close the discussion by summarizing the importance of honesty and work ethics for
entrepreneurs.
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UNIT 6.1.5: Crea vity and Innova on

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e List the characteris cs of highly crea ve people
e List the characteris cs of highly innova ve people

— Resources to be Used

e Par cipant Handbook
e Chart papers
e Marker pens

— Ask

e You must be aware of the term 'Rags to riches' and heard stories related to the term.
e What do these stories tell us?
e What was so special about these people?

— Say

e Let's have a look at these stories.
e There are some inspiring stories about people which | would like to share with you.
< Narrate these stories to the class.

A.P.J. AbdulKalam

Who has not heard of A.P.J. Abdul Kalam: Avul Pakir Jainulabdeen Abdul Kalam hailed from a
very humble background. His father was a boat owner. To help his family, Kalam would work as
a newspaper vendor. With limited resources, he graduated in Physics and studied aerospace
engineering. Hewasinstrumental in India's step towards nuclear energy. In 2002, he became the
11th President of India.

Water filter/purifier at source

Two young boys studying in classes 4 and 5, from Lingzya Junior High School, Sikkim
designed a simple innova ve low cost water purifier.

Inspira on behind the idea: Most people today prefer to use a water filter/purifier at their home.
Both the children have given idea to have filter/purifier at the source of water so that everyone
has access to clean water without having to make an investmentin purchasing afilter/purifier.
Soring's idea is to have a centralized purifica on system at the point of distribu on like water
tank while Subash'sideais to have such purifiers attached to public taps.

Source: http://www.rediff.com/getahead/report/achievers-top-31-amazing-innova ons-
from-young- Indians/20151208.htm
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Solar seeder

This is a story of a innova ve solar seeder and developed by Subash Chandra Bose, a class 8,
student from St Sebasthiyar Matricula on School, Pudukko ai, Tamil Nadu. Subash has
developed a solar powered seed drill, which can undertake planta on for different size of seeds at
variable depth and space between two seeds.

Source: http://www.rediff.com/getahead/report/achievers-top-31-amazing-innova ons-
from-young- Indians/20151208.htm

Looms for physically challenged

Now this is really inspiring of two sisters, Elakkiya a Class 6 student and Pavithra a Class 9
student of SRC Memorial Matricula on, Erode, Tamil Nadu.

The two sisters have come up with loom for lower limbed physically challenged. In their
loom, they have replaced the pedal operated system with a motor and a gearbox attached to a
pulley mechanism.

Source: http://www.rediff.com/getahead/report/achievers-top-31-amazing-innova ons-
from-young- Indians/20151208.htm

— Ask

e [f they can, why can't you?
e Discuss concepts related to 'Crea vity and Innova on' with the par cipants as given in
the Par cipant Handbook.

— Say

e Recall the storieson mo va on.

e What is the inner drive that mo vates people to succeed?

e Let's learn more about such crea ve and innova ve entrepreneurs with the help of an
ac vity.

- Team Ac vity

e Thisisagroupac vity.
e Think ofany one famous entrepreneur and write a few lines about him or her.

Ac vity De-brief

e Why did you choose this par cular entrepreneur?
e What is his/her brand name?

e What crea vity does he/she possess?

e What wasinnova veabouttheirideas?
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- Do

e Instruct the par cipants that this is group work.

< Divide the class into small groups of 4 or 6 depending on the batch size.

e Give each group a chart paper.

e Tell the par cipants they have to write a few lines about any one famous entrepreneur.

e Give the par cipants 10 minutes to discuss and write.

e Keep acheckon me. Tell the group to wind up quickly if they go beyond the given me
limit.

e Ask each group to read out what they have wri en.

e Ask the de-briefques ons.

- Summarize

e Summarize the unit by asking par cipants if they know of some people who are highly
crea ve and innova ve in their approach.
e Askthemtoshare some experiencesabout these people with the class.

— Notes for Facilita on

e Sourceforstoriesoninnova ons:

http://www.rediff.com/getahead/report/achievers-top-31-amazing-innovations
-from-young- Indians/20151208.htm
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UNIT 6.1.6: Time Management

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss the benefits of me management

e List the traits of e ec ve me managers

e Describee ec ve me management techniques

— Resources to be Used

e Par cipant Handbook

— Ask

Does this sound like you?

e |cannever get enough me to finish what | am doing in a day.

e | have so many things to do that | get confused.

e | want to go for a walk and exercise, but | just do not have the me.

e | had so much to do, so | could not deliver that order on me.

e | would love to start my dream business; but, | just do not have the me.

- Example

e Let'slookatthese two examples:

Example 1:

Ankita works from home as a freelance writer. She says she can easily put in 8 hours of
dedicated work in a day. Because she works from home, she saves money on travel and has a
comfortable work rou ne. But thereisa challenge and itis distrac on. As she works from
home, she can easily just get up and sit down on the sofa to watch TV, was ng valuable me.
She may have chores to do, errands to run and bills to pay. She ends up working only two to
three hours a day and the result is, her work gets piled up. She is unable to take on more work
due to this. Even though her quality of work is appreciated her clients are not very happy about
the delay insubmission.

Example 2:

Javed has started a successful online selling company from home and makes a good living from

his sales. He has set up asmall office space in hisliving room. As both his parents are working full-
me, he also has the role of taking care of his two younger siblings. He almost spends half of his

day with the younger kids. He does not mind it but it means taking me away from the work. He

iss Il able to manage his online business with these commitments. He wants to spend some

more dedicated hours so as to increase his profits. He also wants to look into new business

avenues. Whatshould he be doing.
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— Ask

e Does this happen with you too?
e Doyoufinditdi cultto priori ze your work?
e Areyou able to manage your mee ec vely?

- Ac vity

e Conduct a group discussion based on the above examples.
= Directthediscussiononhowtopriori zeworkand manage meeffec vely.

— Say

e Time management is not only about how hard you work but also about how smart you
work.

e Discuss “What is Time Management” with the par cipants as given in the Par cipant
Handbook.

— Ask

e Why s itimportant to manage me? How does it help?
e What happens when you don't manage your me e ec vely?
e Doyoufinditdi cultto priori ze your work?

— Say

e Discuss the benefits of me management given in the Par cipant Handbook.
e Llet'slearne ec ve me management with the help of an ac vity.

- Ac vity

Effec ve Time Management
e Thisac vityhastwo parts:

Part 1 To Do List
* Youhave to make ato-do list.

e Listall of the ac vi es/ tasks that you have to do.

e Try to include everything that takes up your me, however unimportant it may be.

e If they are large tasks, break them into ac on steps, and write this down with the larger
task.

e You can make one list for all your tasks or have separate to -do lists for personal and
professional tasks.
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PART 2
URGENT-IMPORTANT GRID

You have to make a grid as shown on the board here.

This grid has four boxes. As you can see, each box has a di erent heading.

At the heart of the urgent-important grid, are these two ques ons:

0 s this task important?

o0 s this task urgent?

Now, you have to think about each ac vity that you have written in your to-do listand put it

into one of the four categories.

What do these categories depict?

Category 1: Urgent/Important

o0 Thiscategory isfor the highest priority tasks. They need to get done now.

Category 2: Not Urgent/Important

o This is where you want to spend most of your me.

0 This category allows you to work on something important and have the me to do it
properly.

o This will help you produce high quality work inan e cient manner.

0 The tasks in this category are probably the most neglected ones, but also the most
crucial ones for success.

0 The tasks in this category can include strategic thinking, deciding on goals or general
direc on and planning — all vital parts of running a successful business.

Category 3: Urgent/Not Important

o This is where you are busy but not produc ve. These tasks are 0 en mistaken to be
important, when they're most o en busywork.

o Urgent but notimportant tasks are things that prevent you from achieving your goals.

o0 However, some may be ac vi esthat other people want you to do.

Category 4: Not Importantand Not Urgent

0 This category doesn't really include tasks, but rather habits that provide comfort, and
a refuge from being disciplined and rigorous with your me management.

o0 Some may be ac vi es that other people want you to do.

0 These might include unplanned leisure ac vi es as well.

To — Do List Format
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10.

11.

12.

13.

14.

15.

URGENT-IMPORTANT GRID

URGENT/ IMPORTANT

Mee ngs

Last minute demands
Project deadlines
Crisis

Interrup ons
Phone calls/ E-mails
Other people's minor demands

URGENT/ NOT IMPORTANT

NOT URGENT/ IMPORTANT

4

Planning

Working towards goals
Building rela onship
Personal commitments

e Internet surfing
= Social media
e Watching TV

NOT URGENT/ NOT IMPORTANT
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URGENT/ IMPORTANT GRID format

URGENT/ IMPORTANT NOT URGENT/ IMPORTANT

URGENT/ NOT IMPORTANT NOT URGENT/ NOT IMPORTANT
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Do

e Put down the formats for the to-do list and the urgent/ important grid on the board.

e Instruct the par cipants to prepare their to-do list first.

e Give the par cipants 10 minutes to prepare the list.

e Once done, instruct them to divide the tasks in to-do list into the four categories.

e Explain the four categories to the par cipants giving examples specific to their context.

e Asyou explain the categories fill the grid with the type of tasks.

e Give the par cipants 40 minutes to fill the grid.

e Then explain how to balance the tasks between the four categories.

e Keep acheckon me. Tell the group to wind up quickly if they go beyond the given me
limit.

Say

Ac vity De-brief:

How can we balance tasks between the four categories? How to manage me through this
grid?

e Category 1: Urgent/Important
o Try to keep as few tasks as possible here, with the aim to eliminate.
o Ifyouspendtoo muchofyour mein thiscategory, you are working solely asa trouble
shooter, and never finding me to work on longer -term plans.
e Category2:NotUrgent/Important
0 Plan these tasks carefully and e ciently as they are most crucial ones for success.
o0 If necessary, also plan where you will do these tasks, so that you're free from
interrup ons.
0 Include strategic thinking, deciding on goals or general direc on and planning in your
planning process.
e Category 3: Urgent/Not Important
0 Ask yourself whether you can reschedule or delegate them.
o0 Acommon source of such ac vi esisother people. Some mes it's appropriate to say
"no" to people politely, or to encourage them to solve the problem themselves.
e Category 4: Not Important and Not Urgent
0 You also want to minimize the tasks that you have in this cat egory.
0 Theseac vi esare justa distrac on —avoid them if possible.
0 You can simply ignore or cancel many of them.
o0 Politely say "no" to work assigned by others, if you can, and explain why you cannot
doit.
0 Schedule your leisure ac vi es carefully so that they don't have an impact on other
important tasks.

e Discuss the traits of effec ve me managers and effec ve me management techniques
as given in the Par cipantHandbook.




Facilitator Guide

— Summarize

e Discuss the traits of effec ve me managers and effec ve me management techniques
as given in the Par cipantHandbook.

— Notes for Facilita on

e Here is a short story. You can conclude the session narra ng the story. To make it more
interes ng you can perform the demonstra ondescribed and discuss the short story.

0 One day an expert in me management was speaking to a group of students. As he
stood in front of the group, he pulled out a large wide -mouthed glass jar and set it on
the table in front of him. Then he took out a bag of about a dozen rocks and placed
them, oneata me, into the jar. When the jar was filled to the top and no more rocks
would fit inside, he asked, "Is this jar full?" Everyone in the class said, "Yes." Then he
said, "Really?"

0 He reached under the table and pulled out a bucket of gravel (small stones). He
dumped some gravel in and shook the jar causing pieces of gravel to work themselves
down into the space between the rocks. Then he asked the group once more, "Is the
jar full?" By this me, the class began to understand. "Probably not," one of them
answered. "Good!" he replied.

0 He reached under the table and brought out a bucket of sand. He started dumping
the sand in the jar and it went into all of the spaces le between the rocks and the
gravel. Once more he asked the ques on, "Is this jar full?" No!" the class shouted.
Once again he said, "Good." Then he grabbed a jug of water and began to pour it in
un |the jar was filled to the brim. Then he looked at the class and asked, "What is the
point of thisillustra on? “One student raised his hand and said, “No ma er how full
your schedule is, if you try really hard you can always fit some more things in it!" “No,"
the speaker replied, "that's not the point. The truth this illustra on teaches us is: If
you don't put the big rocks in first, you'll never get them in at all." What are the 'big
rocks' in your life? Your children; your loved ones; your educa on; your dreams; a
worthy cause; teaching or mentoring others; doing things that you love; me for
yourself; your health; your mate (or significant other). Remember to put these BIG
ROCKS in first or you'll never get them in at all. If you sweat about the li le stu (the
gravel, sand, and water) then you'll fill your life with li le things you worry about that
don't really ma er, and you'll never have the me you need to spend on the big,
important stu  (the big rocks).

e Endthestorywiththeselines...

So, tonight, or in the morning tomorrow, when you are reflec ng on this short story,

ask yourself this ques on: What are the 'big rocks' in my life? Then, put those in your jar

first.
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UNIT 6.1.7: Anger Management

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss the importance of anger management
e Describe anger management strategies
e Discuss ps for anger management

— Resources to be Used

e Par cipant Handbook

— Ask

e What is anger? Is anger good or bad?
< Isanger normal or an abnormal behaviour? How can anger harm you?
e Why is it important for entrepreneurs to manage their anger?

— Say

e Talk about anger and the importance of anger management in entrepreneurs as discussed
in the Par cipant Handbook.

e Letusdoasmallac vity. Thisisanindividualac vity.
e Thinkoftheincidentsandsitua onsthatangeredyouand hurtyou.

- Do

e Instruct them to note down these situa ons under di erent categories (as given in the
Ac vity).

e Give the class 3-5 minutes to think and note down their answers.

e At the end of 5 minutes, ask some par cipants to volunteer and present their answers.

e They can also share these situa ons with their fellow par cipants if they do not wish to
share it with the en re class.

- Ac vity

e Doyourememberanyincidentwhich hashurt?
0 you physically
0 youmentally
O yourcareer
0 yourrela onships.
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— Ask

* Do you ever get angry?

e What are the things that make you angry?

e Do you remember any incident where your anger management helped you in maintaining
healthy rela onship?

e Do you remember any incident where someone lost business/ friend/ rela onship due to
temper (anger)?

— Say

e There are a few strategies which can help in controlling your anger. Let's do an ac vity to
understand the anger management process be er.

e Thisisan individual ac vity.

e Think of the incidents/ situa ons which trigger your anger (the cause).

e Then think what happened as a result of your anger (the e ect).

e You need to come up with some techniques to manage your anger.

- Do

e Give the class the anger triggers (the cause) as listed in the ac vity.

e Put down the ac vity format (Anger Triggers, Result of your Anger, Anger Management
Technigques) on the board and instruct the class to write the answers under di erent
categories.

e Give the class 3-5 minutes to think and note down their answers.

e At the end of 5 minutes, ask the par cipants who wish to volunteer and present their
answers.

— Ac vity

Trigger points and Anger Management Techniques Ac vity

Anger Triggers

List of triggers that make you angry:

Someone says you did something wrong.

You want something you can't have now.

You get caught doing something you shouldn't have been doing.

You are accused of doing something you didn't do.

You are told that you can't do something.




Service Engineer

Someone doesn't agree with you.

Someone doesn't do what you tell him to do.

Someone unexpected happens that messes up your schedule.

Result of your anger:

Write the techniques that you use to manage your anger:

Anger Management Techniques

— Say

e Now, let's discuss the problems and solu on with all.

e Theindividual will first briefly describe trigger points to the class.

e Then discuss the result of the anger. Other par cipants are requested to remain quiet
while one is making the presenta on.

e Postpresenta on,otherpar cipantsmayaskques ons.

- Do

e Congratulate each individual for sharing their points.

e Ask the audience to applaud for them.

e Askde-brief ques onsa er the presenta on to the class.

e Keep a check on the me. Ask the par cipants to wind up the ac vity quickly if they go
beyond the given me limit.
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— Ask

De-briefques ons:

e Inthesitua on described by the presenter, who was at fault?
e Howcouldyouhave handled thissitua onalterna vely?

- Summarize
e Close the discussion by summarizing the strategies and ps of anger management for
entrepreneurs.

e Ask the par cipants what have they learnt from this exercise/ ac vity.
e Askiftheyhaveanyques onsrelatedtowhatthey have talked aboutso far.

— Notes for Facilita on

e Encourage the par cipants to share informa on about them while presen ng the
situa ons to the class.

e Keep the format of the Ac vity prepared in a chart paper so that it can be displayed during
the session.
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UNIT 6.1.8: Stress Management: What is stress?

— Unit Objec ves

At the end of this unit, par cipants will be able to:

« Discuss the causes of stress
e Discuss the symptoms of stress
e Discuss ps for stress management

— Resources to be Used

e Par cipant Handbook

— Ask

e You are wai ng in the recep on for an interview or a very important mee ng, suddenly
your legs are shaky, your hands are cold, you are feeling nervous. Have you ever been in
this kind of situa on?

e Have you had days when you had trouble sleeping?

e Have you ever been so worried about something that you ended up with a terrible
headache?

— Say

* You've probably heard people say, I'm really stressed out™ or "This is making me totally
stressed."

_ Ask

e What do you understand by stress?

e What gives you stress?

e How do you feel when you are stressed or what are the symptoms of stress?
e How can stress harm you?

e Why is it important for entrepreneurs to manage stress?

— Say

 When we feel overloaded or unsure of our ability to deal with certain challenges, we feel
stressed.

e Discuss about stress, causes of stress, and symptoms of stress as discussed in the
Par cipant Handbook.

e Let's understand the causes of stress and how to deal with them with the help of some
case scenarios.
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* You will be given some cases.

e You have to analyse the case scenario and then find an appropriate solu on to the
problem.

e This will be a group ac vity.

— Do

e Divide the class into four groups of 5- 6 par cipants (depending on the batch size).
e Assign one case scenario to each group.
e Instruct them to read the case carefully.
e The group is expected to analyse and discuss the case amongst them and find a solu on
to the given problem.
e Explaintheirdiscussionshould resultin get nganswers for the following ques ons:
0 Whatwas/ were the cause(s) of stress?
0 Wasthe stressavoidable or manageable under the given circumstances?
o Ifyes,howdoyou think that the stress could be avoided (managed)?
o Ifno,thenwhynot?
e Give the class 10-12 minutes to discuss the case and note down their solu ons.
e At the end of 12 minutes, the team should present their case solu on to the larger group.
e Ask the group to select a group leader for their group.
e Thegroup leader to discuss and assign roles to the group members for the presenta on.

- Team Ac vity
Case Study Analysis

Scenariol

Akash's alarm doesn't go o and he gets late ge  ng out of the house. He hitstra c and ends
up 15 minutes late to work, which his boss no ces. He gets to his desk and finds he has to
complete 2 reports in next one hour. Just when he is about to begin work, a message pops up
“Telecon with the client begins in 10 minutes. Please be in the conference room in 5 minutes.”
He is not prepared for the call. He is stressed. He does not want to speak to his boss about
this. He is stressed, feeling uncomfortable and sick. Notin aposi ontoa end the call or finish
the reportson me.

Scenario 2

While paying his overdue bills, Rahul realised that it's the middle of the month and he has only
Rs 500 le in hisaccount. He has already asked all of his friends, and family for loans, which he
hasn't paid back yet. He is s Il contempla ng over the issue when his phone rings. His sister's
birthday is due next week and she has seenabeau ful dress which she wants to buy but cannot
tell the parents as it is a bit expensive. She wishes if Rahul could buy the dress for her. Rahul has
promised to buy her the dress for her birthday.
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Rahul is stressed, does not understand what to do. He is unable to concentrate on his work
and unable to complete the tasks assigned. His team leader has already warned him of the delay.

Scenario3
Sheelacalls the cable company as she has unknown charges on her bill. She has to go through the
automated voice mail menu three mes and s Il can't get through to a customer care
execu ve. After 15 minutes of repeated efforts, her call is answered. She explains the en re
issue to the customer care execu ve but before the person could suggest a way out, the call
drops.
Now Sheela has to call back and repeat the whole process all over again with a new customer
care execu ve. Sheisveryangry and callsagain butcannot connectthis me.
She has to leave to office so she decides to call from office and check. When she connects this
me, she is angry and argues with the execu ve on the call. All her co-workers around are
looking at her as her volume has suddenly increased. She bangs the phone and ends the call.
Her co-worker Neelam enquires what has happened to her. She ignores her and just walks
off. She has become irritable and her behaviour and tone with other co-workers is not
acceptable.

Scenario4

Arpit is a young entrepreneur who started doing business through Facebook few weeks back.
He had always been into a job. Although Arpit has very few financial liabili es, it wasn't an
easy decision to leave a comfortable job at once and look for newer pastures. Arpit's boss
warned him of the consequences and the challenges of star ng a business when nobody ever
in his family had been in business.

He has not been able to get a good deal Il now. This is an important life shi for him which
comes with unknown variables. Arpit is nervous and is wondering if he has what it takes to
fulfill the requirement of his new role, or the new experiences he's likely to face.

- Ask

De-briefques ons:

e What was/ were the cause(s) of stress?

e Was the stress avoidable or manageable under the given circumstances?
e Ifyes, how do you think that the stress could be avoided (managed)?

e If no, thenwhynot?

— Say

e Now, let's discuss the problem and solu on with the larger group.
e The group will first briefly describe the case to the class.
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e Then discuss the issue iden fied and the proposed solu on.
e Post presenta on, the othergroups mayask ques onsto the group that has presented.

~ Do

e Congratulate each group for sharing their points.

e Ask the audience to applaud for them.

e Ask de-brief ques ons to cull out the informa on from each group.

e Keepacheckon me. Tell par cipants to wind up the discussion quickly if they go beyond
the given me limit.

— Say

e While it is common and normal to feel some tension. This feeling nervous and tensed can
interfere with your thinking process and can have a nega ve impact on your performance.

e Stress can deplete the most vibrant of souls. It can have a nega ve e ect on every aspect
of a person's life including their health, emo onal well-being, rela onships, and career.
However, one needs to understand the causes and types of stress before looking for ways
to manage it.

De-brief:

Scenario 1

The cause of stress was lack of me management and the habit of procras na ng. If Akash
would have managed his me well, planned alternate waystogetupon me, finished prior
taskson meand planned for clientmee ngsinadvance then he wouldn't have faced stress.

Scenario 2

The cause of stress was lack of financial planning. Rahul should have planned his financial
resources well in advance and saved some money for the rainy day. Also, di eren a ng
between needs and wants and keeping a check on non-essen al expenditure would have
saved Rahul from this situa on.

Scenario 3

Some mes, stress is caused due to external factors instead of internal ones. In this case, the
stress was unavoidable because we have no control over this customer care system. Every

me, you will get in touch with a new execu ve and will have to explain all over again. This
might cause stress but despite being frustrated and angry there is li le that we can do about
it. All Sheela could do was to find ways to calm herself down through some breathing exercises
and medita on, reading some good book or listening to music and then start afresh.
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Scenario4

Aposi ve, major life change can be a source of good stress. Regardless of how good the change
is, it can be stressful. Stress caused by a posi ve and major life change can be beneficial
because it causes a person to step out of their comfort zone and learn new skills. Here, Arpit
may become a successful entrepreneur or learn new ways to do things differently.

Now let us see thisscenario, can | have avolunteer to read out this case to the class

Do

e Askoneofthepar cipantwho canvolunteerand read out thisscenario to the class.

Scenario5

Rakesh lives in Kathmandu with his wife and two beau ful daughters Sarah and Sanya. Nepal
was hit by a massive earthquake and Rakesh's building collapsed during the earthquake.
During evacua on, Rakesh realised that though his wife and Sarah were fine and suffered only
minor bruises, Sanya was nowhere in the scene. Panic stricken, he started calling her name and
searching her fran cally. A little later, he heard a meek voice from beneath the debris. He
quickly removed the rubble to find a huge bed. Rakesh was pretty sure that Sanya was trapped
underneath. Though he was badly bruised, he gathered all his courage and with all his might,
he lifted the several-ton bed to save Sanya's life. Everyone was relieved to see Sanya alive and
also extremely surprised to see this father's ability to access superhuman strength.

e Ask the audience to applaud for the par cipanta er the scenario is read completely.
e Discussthescenario, ask de-brief ques ons:

0 What kind of stress was Rakesh undergoing in this case?

0 Was the stress avoidable or manageable under the given circumstances?

0 What was the result of the stress?

Say
De-brief:

< Not all stress is harmful; good stress is actually energizing. This was a case of lifesaving
stress, or hero stress, which is an important example of good stress. You may have heard
stories in which a person performs an impossible feat of physical strength in order to save
their life or the life of someone they love. This type of stress causing a surge of adrenaline
is good for us.

Summarize

e Close the discussion by summarizing the ps to manage stress as given in the Par cipant
Handbook.

e Ask the par cipants what they have learnt from this exercise/ ac vity.

e Askif theyhaveanyques onsrelatedtowhatthey have talked aboutso far.
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- Notes for Facilita on

e Keep printed copies of the ac vi es/ scenarios ready for the session.

e Put down the de-brief ques ons on a flip chart so that it can be displayed in the class
during the ac vity.

e Encourage par cipa on and make the discussions interac ve.
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UNIT 6.2: Digital Literacy: A Recap

Key Learning Outcomes

At the end of this unit, par cipants will be able to:

Iden fy the basic parts of a computer

Iden fy the basic parts of a keyboard

Recall basic computer terminology

Recall the func ons of basic computer keys

Discuss the main applica onsof MSO ce

Discuss the benefits of Microso Outlook

Iden fydi erent types of e-commerce

List the benefits of e-commerce for retailers and customers

Discuss Digital India campaign will help boost e-commerce in India

10 Describe how you will sell a product or service on an e-commerce platform

© o NGO RWNPRE
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UNIT 6.2.1: Computer and Internet Basics: Basic Parts of a

Computer

- Unit Objec ves

At the end of this unit, par cipants will be able to:
e Iden fy the basic parts of a computer

e Iden fy the basic parts of a keyboard

e Recall basic computer terminology

e Recall the func ons of basic computer keys

— Resources to be Used

e Par cipant Handbook
e Computer Systems with the required applica ons

— Say

e Let's take a quick recap of the basic computer parts.
e Discuss 'Basic Parts of Computer' and 'Basic Parts of a Keyboard' with the class as given in
the Par cipant Handbook.

~ Explain

e Explainall the parts of the computer and the keyboard by demonstra ngon the real system.

- Ask

< Do you know about internet?

e Have you ever used internet?

e Why do you think internet is useful?

e What was the last task you performed on internet?

— Say

e Let's look at some basic internet terms.
e Discuss'Basic Internet Terms' with the par cipantsasgiveninthePar cipantHandbook.

— Summarize

e Ask the par cipants what they have learnt from this exercise/ ac vity.
e Askif they have any ques ons related to what they have talked about so far.
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e Close the discussion by summarizing the importance of computer and internet for
entrepreneurs.

— Prac cal

e Conduct a prac cal session.
e Askthe par cipants to assemble in the computer lab.
e Give some hands-on prac ce exercises.

- Do

e Group the par cipants for the ac vity depending on the batch size and the number of
computer systems available in the lab.

e Explain the purpose and dura on of the ac vity.

e Ensure the par cipants complete the prac cal exercises assigned.
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UNIT 6.2.2: MS Office and Email: About MS Office

— Unit Objec ve

At the end of this unit, par cipants will be able to:

e Discuss the main applica onsof MSO ce
e Discuss the benefits of Microso Outlook

- Resources to be Used

e Par cipant Handbook
e Computer Systems with the required applica ons

- Ask

e What is the most frequent ac vity that you do on the computer?
e Do you know how to make presenta ons on the computer?

— Say

e Give abriefintroduc onof MS O ce as given in the Par cipant Handbook.

e Discuss the most popular o ce products. Explain in brief their applica on, benefits and
working.

e Microso Word is a word processing program that allows for the crea on of documents.
The program is equipped with templates for quick forma ng. There are also features that
allow you to add graphics, tables, etc.

e Microso Excelisatool foraccoun ngand managing large sets of data. It can also simplify
analysing data. It is also used to create charts based from data, and perform complex
calcula ons. A Cell is an individual data box which will have a corresponding Column and
Row heading. This gives the cell a name, referred to as the Cell Reference. There can be
mul ple pages in each workbook. Each page, or sheet, is called a Worksheet. When you
open a new Excel file, it automa cally starts you with three worksheets, but you can add
more.

- Explain

« Explain the working and frequently used features of Office on areal system.

— Ask

e What do you know about e-mails?
e Do you have an email id?
e Howo endoyoucheckyoure-mails?
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— Say

e Communica on is vital for every business. The fastest and the safest way to communicate
these days are through emails. MS Outlook helps to manage your emails in a be er way
and also o ers a host of other benefits.

e Discuss “Why Choose Microso Outlook?” with the par cipants as given in the Par cipant
Handbook.

- Do

e Askthe par cipants to assemble in the computer lab.
e Explainthe working of Outlook on areal system.

- Demonstrate

e Demonstrate how to create email id.

e Demonstrate how to write new mails, send mails.

e Demonstrate howtouse MSO ceapplica ontocreateale erandsenditasa achment
in an email.

e Demonstrate how to use other MS Office applica ons.

— Prac cal

e Give some hands-on prac ce exercises

e Group the par cipants for the ac vity depending on the batch size and the number of
computer systems available in the lab.

e Explainthe purposeanddura onoftheac vity.

— Summarize

e Askthe par cipants what they have learnt from this exercise/ ac vity.
e Askiftheyhave
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UNIT 6.2.3: E-=Commerce

— Unit Objec ve

At the end of this unit, par cipants will be able to:

e Iden fydi erenttypes of e-commerce

» List the benefits of e-commerce for retailers and customers

= Discuss Digital India campaign will help boost e-commerce in India

e Describe how you will sell a product or service on an e-commerce platform

- Resources to be Used

e Computer Systems with internet connec on
e Par cipant Handbook

- Ask

e How many of you have done shopping online?

e Canyou name at least five shopping websites?

e What is the product that you most frequently buy online?

e Why do you do shopping online instead of going to the market?

— Say

e Give abriefintroduc on of “What is E-commerce”. Refer to the Par cipant Handbook.

e E-commerce emerged in the early 1990s, and its use has increased at a rapid rate. Today,
many companies sell their products online. Everything from food, clothes, entertainment,
furniture and many other items can be purchased online.

— Ask

e What other types of transac ons have you performed on the internet other than buying
products?

— Say

e Giveexamplesofe-commerceac vi esfromPar cipant Handbook.

- Team Ac vity

E-commerce examples
e Instruct the par cipants to list some of the payment gateways that they have used for e-
commerce ac Vi es.
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e Give them 5 minutes to make this list.

e Discuss payment gateways and transac on through payment gateways.

e Conclude the discussion by men oning how important e-commerce has become in our
day to day transac ons.

Say

e E-commerce ac vi es can be classified based on the types of par cipants in the
transac on.
e Discuss “Types of E-commerce” fromthe Par cipantHandbook.

Do

e Discuss all types of E-commerce by giving examples and names of some popular websites
which use them.

e Make the discussion interac ve by asking the class to share some popular e-commerce
sites of each type.

Say

e E-commerce ac vi es bring a host of benefits for both, retailers and customers.
« Discuss benefits of E-commerce from the Par cipant Handbook.

Explain

e The majority of the popula on that uses E-commerce ac vi es livesin er-1and er-2
ci es. To encourage the use of digital money in er -3 and 4 areas, PM Mr. Modi launched
the “Digital India Campaign”.

« Discuss “Digital India Campaign” from the Par cipant Handbook.

< By Digital India project the government will deliver services via mobile connec vity and in
doing so, is expected to bring the internet and broadband to remote corners of the
country. This connec vity will in turn enhance e-commerce ac vi es also. Furthermore,
the Indian Governmentis also modernizing India Post and aimsto developitasadistribu on
channel for e-commerce related services.

Say

e Now let us discuss how to sell a product using E-commerce.

e Every product has to be sold on a pla orm on the internet. Think of it as a shop that you
have to sell your product. Now this shop can be your own or shared or rented. If the shop
is your own or rented there will be only your products in that shop. If the shop is shared,
there will be products of mul ple sellers in that shop. A common example is a
departmental store which has products from mul ple brands in the shop.
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= Similarly, in E-commerce the shop is the website where your products are displayed. Ifitis
your ownwebsite it will exclusively showcase your products. Inthis case the cost that you will
incur will be:
o0 Developing the website
0 Hos ngthe website
0 Maintenance of the website

e If you rent a website it will also showcase your own products but the development,
hos ngand maintenance parts goes to the owner. This saves me and the cost to manage
these ac vi es.

e Smaller companies usually go for ren ng a website and the bigger ones develop their own
website.

e The concept of shared pla orms has become very popular in recent mes. In this
pla orm, the sellers have to register and then they can sell their goods on a common
pla orm. Among the most popular of these are Amazon, Myntra, Flipkart, etc.

- Role Play

e Tell the par cipants to choose a product or service that they want to sell online.
e Tell them to write a brief note explaining how they will use exis ng e -commerce
pla orms, or create a new e- commerce pla orm to sell their product or service.

- Ask

e How much money are you carrying in your wallet?
e Do you have a credit/debit card?
e How do you make payments while doing online shopping?

— Say

e Demone za on has made carrying cash in the wallet very di cult. People either shop
through cards or some other form of digital money.

e S0, what do you think is digital money?

« Inthis form, the money is both paid and received digitally. There is no hard cash involved.
Itis an instant and convenient way to make payments.

e There are various types of digital payments. Let us discuss some of them in brief here.

e The first one is the most commonly used system i.e. the cards. Debit card, credit card,
prepaid card, all fall under this category.

e Then is the e-wallet or the mobile wallet. This has become the most used form of digital
money a er demone za on. Examples are Paytm, state bank buddy, Freecharge, etc.

e Many other forms of digital money are also coming up in market like mobile apps, Aadhar
card based payment, etc.
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- Do

< Demonstrate howto make and receive payments through digital models like Paytm and state
bank buddy.

- Ask

e Why do you think people have started using digital money instead of hard cash? Is
demone za on the only reason?

— Say
< Digital money gives a lot of advantages over the conven onal hard cash. Some of them
are:

o Digital payments are easy and convenient. You do not need to take loads of cash with
you, a mobile phone or a card will su ce.

o0 With digital payment modes, you can pay from anywhere any me.

o Digital payments have less risk.

— Summarize

e Ask the par cipants what they have learnt from this exercise/ ac vity.
e Askif they have any ques ons related to what they have talked about so far.
e Close the discussion by summarizing the importance of e-commerce and digital money.
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UNIT 6.3: Money Matters

Key Learning Outcomes

Atthe end of thisunit, par cipantswill be able to:

Discuss the importance of saving money

Discuss the benefits of saving money

Discuss the main types of bank accounts

Describe the process of opening a bank account

Di eren ate between fixed and variable costs
Describe the main types of investment op ons
Describe the di erent types of insurance products
Describe the di erent types of taxes

. Discuss the uses of online banking

10. Discuss the main types of electronic funds transfer

© o N O WNPRE
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UNIT 6.3.1: Personal Finance — Why to Save?

— Unit Objec ve

At the end of this unit, par cipants will be able to:
e Discuss the importance of saving money
e Discuss the benefits of saving money

- Resources to be Used

e Par cipant Handbook

— Ask

e How many of you save money?

e Why do you feel the need to save it?

e Do you plan your savings?

e Where do you keep the money you save?

e How do you use the money that you have saved?

- Example

e Let'slookatthese two examples:

Example 1:

Suhani works in a good company and earns Rs.30, 000 month. She always saves 5000 per
month and keeps it aside as a personal saving. She keeps the money at home and has saved
quite a lot. One day her mother has a medical emergency and has to be taken to the hospital.
Her family is worried about the amount they have to spend for the treatment. It will cost them
atleast 40,000.

Suhani says tells her family not to worry and that she has about 50,000, which she has saved
over the months.

Example 2:

Jasmeet works in the same company and earns the same as Suhani. She is very fond of
shopping and spends most of her money on buying new clothes. At the end of the month, she
is always asking her father for money as her pay is finished.

Ask

e Whodoyouiden fy with —Suhani or Jasmeet?
e How do you think Suhani manages to save money which Jasmeetis unable to do?
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— Say

e We should always set aside some and save some money from our monthly pay. The future
is unpredictable. Saving money not only gives you a sense of financial security but it can
be used in case of emergencies.

« Discuss “Importance of Saving” with the par cipants as given in the Par cipant Handbook.

— Ask

e What are the benefits of saving money?
e What does being financially independent mean to you?

— Say

e Discuss “Benefits of Saving” with the par cipants as given in the Par cipant Handbook.
 Now let us con nue with Suhani's story. Suhani has told her family not to worry and that
she has about 50,000, which she has saved over the months. The family is happy about
Suhani's decision of saving money, which will be of great help for them now.
Suhani is going to the hospital today to pay the first instalment for the treatment.
Suddenly finds only 35,000 in her cash box when she counts and does not remember using
it. She has not kept any record and now she is upset.

— Ask

e Wasit a good decision by Suhani to save a part of her earnings every month?

e Was it a wise decision to keep all her savings as cash in a cash box?

e Could she have managed to save money in a be erand more e ec ve manner?
e Do you want to learn how to save money and use ite ec vely?

— Say

e Let'slearnpersonal saving with the help ofagroup ac vity.
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Personal Finance- Why to save

Thisac vity hastwo parts:

PART 1
WAYS TO SAVE MONEY

You are earning 30,000/- per month. You have recently changed your job and have to
move to a metropolitan city. You are now living as a paying guest paying 8,000/- per
month. Your other es mated expenditures like travel, food, recrea on would be around

Rs. 17, 000 per month.

Make a list of di erent ways to save money.

PART 2
HOW WILL YOU USE THE MONEY?

A erayear how much have you been able to save?
How will you use the money that you have saved?

Do

Divide the class into groups of four.

Instruct the par cipants to think and prepare a list of the various ways they can save
money.

Give the par cipants 10 minutes to prepare the list.

Once done, instruct them to think of how they could use the money they have saved.
Give the par cipants 10 minutes to prepare the list.

Keep a check on me. Tell the group to wind up quickly if they go beyond the given me
limit.

Ac vity De-brief

What were the di erent ways you could save money?
How much money were you able to save?
How will you use the money you have saved in one year?

— Say

Discuss the importance of personal finance and why it isimportant to save money.
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- Summarize

You can summarize the session by discussing:

e Theimportance of savingmoney.
e Waystosave money.
« Howthe money saved can be used for different purposes.
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UNIT 6.3.2: Types of Bank Accounts, Opening a Bank

Account

— Unit Objec ve

At the end of this unit, par cipants will be able to:

e Discuss the main types of bank accounts
e Describe the process of opening a bank account

- Resources to be Used

e Account opening sample forms
e Par cipant Handbook

— Ask

e Howmany of you save money?

e Where doyou keep the money you save?
e Howmany of you have abank account?

e Whattype of account do you have?

- Example

e Let'slookatthe givenexample:

Reena is in the third year of college but in the evening, she gives tui ons for children living in
her colony. She earns 15,000/ - per month. As her students stay in di erent parts of the city,

she has to walk a lot.

Tosave me, she decides to buy a second hand scooter for herself. But she has to save money
for it. Her class mate advises her to open a recurring deposit account in the bank.

She goes to the bank close to her home. The personal manager gives her some forms to fill.
She is confused as she has never done this before. Her elder sister has an account in the same
bank. She asks for help from her sister. She goes to the bank the next day with her sister. The

personal banker gives her a list of documents that she will need to submit with the form for
opening an account. The banker advises her to open a 6 months recurring deposit.

— Ask

e Do you try to save money monthly but have to spend it on unforeseen expenditure?
e Have you everthoughtofdeposi ngyoursavingsinabank?
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— Say

e Before opening a bank account, you need to know the types of accounts we have in India.
e Discuss “Types of Bank Accounts” with the par cipants as given in the Par cipant
Handbook.

— Ask

e Cansomeone say what are the different types of bank accounts?

— Say

e Let'slearnaboutthe different types of bank accounts throughanac vity.

- Team Ac vity

e Divide the class in four groups.
e Label the groups as savings account, current account, recurring account and fixed deposit.
e Onachartpaper, ask them towrite the key points of their account.

Ac vity De-brief
e Askeachgroup to present the key points of their account.

— Say

* Now that you know about the four di erent types of accounts, let's learn how to open a
bank account.

e Discuss “Opening a Bank Account” with the par cipants as given in the Par cipant
Handbook.

e Discuss “Tips” that the par cipants should keep in mind while opening a bank account as
given in the Par cipantHandbook.

— Ask

e What are the main documents required for opening a bank account?
e What are some important points to ask the bank personnel while opening an account?

— Say

e Men ono ciallyvalid KYC documents (refer to the Par cipant Handbook)
e Now, let's understand the procedure of opening abankaccount throughanac vity.




Service Engineer

~- Team Ac vity

OpeningaBank Account

e Thisac vity is done in groups.
Divide the class in groups of four or six

PART 1
FILLING A BANK ACCOUNT OPENING FORM

e You have to fill a bank opening form.

e You can refer to the sec on “Opening a Bank Account” of your Handbook for reference.
e List all the steps that you will be required to fill in the form.

e List the documents that you need for filling the form.

e Now fill in the form.

Ac vity De-brief
How did you design the form?

» What all details did you fill in the form?
e What were your KYC documents?
e How wouldthisac vity helpyouinfuture?

- Do

e Instruct the par cipants to read the sec on “Opening a Bank Account' of the Par cipant
Handbook.

e Give each group one sample account opening form.

e Give the par cipants 5 minutes to read the form.

e Give them 15 minutes to fill it.

e Assist them by explaining each category and how to fill it.

e Keepacheckon me.

e Tell the group to wind up quickly if they go beyond the given me limit

— Summarize

Note:

e Youcansummarize the unitthrougharole play.
0 Apersonwan ng to open an account in the bank.
What is the procedure that he will go through?
Discuss the key points of di erent types of bank accounts.
How to select the type of account

o]
o]
o]
o0 How to fill the account opening form.
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e Asample accountopening formisgiven in the following page for reference. Use it for the
ac vityintheclass.

Sample Bank Account Opening form.

XXX Bank

Photograph

SAVING BANK ACCOUNT OPENING FORM

Account No.: Date:

Name of the Branch
Village/Town

Sub District / Block
DRt

State

SSA Code / Ward No.

Village Code / Town | Name of Village / |
Code Town

Applicant Details:
Full Name| Mr./Mrs./ |First Middle Last Name
Marital Stativs.
Name of
Spousafpbetier
Address

Pin Code

Tel No. Mobile Date of Birth
Aadhaar No. Pan No.
MNREGA Job Card No.
Occupa on/Profession
Annual Income

No. of Dependents
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UNIT 6.3.3: Costs: Fixed vs. Variables: What are Fixed and

Variable Costs?

Unit Objec ve

At the end of this unit, par cipants will be able to:

e Di eren ate between fixed and variable costs

- Resources to be Used

e Par cipant Handbook
e Blank sheets of paper
e Pens

— Ask

e What s cost?
e Will a telephone bill fall under the category of a fixed or variable cost?

— Say

e Discuss: Fixed and Variable cost with examples. Letusdoasmallac vity.
- Team Ac vity

Iden fythe type of cost

1. Rent

2. Telephonebill

3. Electricity bill

4. Machinery

5. Insurance

6. Office supplies/ Raw materials

7. Employeesalaries

8. Commission percentage given to sales person for every unit sold

9. Creditcardfees

10. Vendor bills
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Do

« Dividetheclassinto two groups. Read out the list of costsgivenintheac vity.
e Read out each item from the cost list and ask the groups in turns to iden fy whetheritisa
fixed or variable cost.

Say

e Wesaw thatyouru lity bills like rent, electricity, telephone etc. are all fixed costs because
you have to pay it every month.

= \Variable costs is an expense which varies with produc on output or volume. For example,
commission, raw material etc.

e Discuss “Cost: Fixed vs. variables” with the par cipants as given in the Par cipant
Handbook.

e [lllustrate the rela on between the costs with a graph.

Total Cost
? Variable Cost

Fixed Cost

Units
e Let'slearnthedifference between fixed and variable cost with the help ofanac vity.

Team Ac vity

Fixed vs. Variable Costs

e Thisisagroupac vity.

e You want to start your own entrepreneur business.

e State the type of business you want to start.

e List down all the cost or requirements for your business.

e Howwillyou di eren ate between the fixed and variable cost.

Ac vity De-brief

e What is the total cost of your business?

e What are the fixed costs?

e What are the variable costs?

e Howdidyoudi eren ate between the fixed and variable costs?
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- Do

e Instruct the par cipants that this is group work.

e Divide the class into small groups of 4 or 6.

e Give each group a sheet of paper.

e Tell the par cipants that they have to start their own entrepreneur business.

e Ask them the type of business they want to start.

e Instruct them to di eren ate between the fixed and the variable costs of the business
they want to start.

e Give the par cipants 15 minutes to discuss and write.

e Keepacheck on me. Tell the group to wind up quickly if they go beyond the given me
limit.

- Summarize

e Note: You can summarize the unit either by having a role play between a consultant
and a budding entrepreneur explaining the differences between fixed and variable costs
or by discussing the key points of the unit.

— Notes for Facilita on

Answersfortheac vity-Iden fythe type of cost

1. Rent (Fixed)

2. Telephone bill (Fixed)

3. Electricity bill (Fixed)

4. Machinery (Fixed)

5. Insurance (Fixed)

6. O ce supplies/ Raw materials (Variable)
7. Employee salaries (Fixed)

8. Commision percentage given to sales person for every unit sold (Variable)
9. Credit card fees (Variable)
10. Vendor bills (Variable)
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UNIT 6.3.4: Investments, Insurance and Taxes

— Unit Objec ve

At the end of this unit, par cipants will be able to:

e Describe the main types of investment op ons
e Describe the di erent types of insurance products
e Describe the di erent types of taxes

— Resources to be Used

e Par cipant Handbook

— Ask

e Askthe par cipants- “What do you see first thing in when you get your mobile bill? Apart
from the amount and due date do you have a look at the taxes you are being billed for?

e Why do you think people get their cars insured or have a medical insurance?

= You have saved money and want to invest it; how would you decide what is the best
investment for your money?

- Example

e Let'shavealookatafewscenarios.

Ranbir has sold his house and deposited the money in his bank. His Chartered Accountant tells
him that he will have to re-invest the money otherwise he will have to pay capital tax. What is
capital tax and how is it different fromincome tax?

Jasmeet and Anup are blessed with a baby girl. They decide to have an insurance policy that
will mature when their daughter is ready to higher educa on.

Shivani is working in a corporate office and get ng good pay. She will have to pay income tax so
she decidesto invest her money in tax saving schemes. She goes to the bank manager to discuss
the best products in which she can invest.

— Say

e Discussthe Investment, Insurance and Taxes as given in the Par cipant Handbook.
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— Ask

 Howdoinvestments, insurances and taxes differ from each other?

— Say

e Let'slearnthe differences between the three by havinganac vity.

— Say

* Wewillhave a quiz today.

- Team Ac vity

e Theac vityisaquiz.

- Do

< Divide the class into groups of three and give a name to each group

e Explain the rules of the quiz. For each correct answer, the group gets 1 mark. If the group
is unable to answer the ques on is rolled over to the next group.

e Explain the purpose and dura on of the ac vity.

e On the blackboard write the names of the groups.

e Askthe ques ons of the quiz.

« Keep a score for the groups.

e Set guidelines pertaining to discipline and expected tasks.

- Summarize

e Summarize the unit by discussing the key points and answering ques on

— Notes for Facilita on

Ques onsforthe quiz
1. Mr. Dasgets monthly return on one of his insurance policies. Name the policy?
Money Back Life Insurance
2. Whatarebonds?
Bonds are instruments used by public and private companies to raise large sums of money.

3. Whoissues the bonds?
Private and public companiesissue the bonds.
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10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

Why are bondsissued?

Toraise large amount of money as it cannot be burrowed from the bank.
Whois the buyer of stocksand equi es?

The general publicisthe buyer.

What types of scheme is the Sukanya Samriddhi Scheme?

Small Saving Scheme

Whatis the difference between mutual and hedge funds?

Mutual funds are professionally managed financial instruments that invest the money in
different securi es on behalf of investors. Hedge funds invest in both financial deriva ves
and/or publicly traded securi es.

Why is aloan taken from the bank to purchase real estate?

Tolease or sell to make profit on appreciated property price.

Name the two types of insurances?

Life Insurance and Non-life or general insurance

Which insurance product offers financial protec onfor 15-20years?
TermInsurance

What s the benefit of taking an endowment policy?

It offers the dual benefit of investment and insurance.

What are the two benefits of a Whole Life Insurance?

It offers the dual benefit of investment and insurance

Which policy covers loss or damage of goods during transit?

Marine Insurance

Afterwhatdura onistheincome taxlevied?

Onefinancial year

Whatis long term capital gain tax?

Itis the tax payable for investments held for more than 36 months.
Name the tax thatis added while buying shares?

Securi esTransac on Tax

Whatis the source of corporate tax?

The revenue earned by acompany.

Name the tax whose amount is decided by the state?

VAT or Value Added Tax

You have boughta T.V. What tax will you pay?

Sales Tax

What is the difference between custom duty and OCTROI?

Custom duty is the charges payable when impor ng or purchasing goods from another
country. OCTROI is levied on goods that cross borders within India.
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UNIT 6.3.5: Online Banking, NEFT, RTGS, etc.

— Unit Objec ve

At the end of this unit, par cipants will be able to:

e Discuss the uses of online banking
e Discuss the main types of electronic funds transfer

- Resources to be Used

e Par cipant Handbook
e Computer System with internet connec on
e Debit card

— Ask

e When was the last me you visited a bank?

e How do you pay your bill for electricity and telephone?

e Have you ever tried to transfer money from one bank account to another bank account
using the online banking facility?

— Say

e Most of us lead a busy life. Time has become more important than money. In this busy
schedule, no one has me to stand in bank queues. That's where Online Banking comes
in. Online banking or internet banking means accessing your bank account and carrying
out financial transac ons through the internet.

e Discuss “What is online banking?” from the Par cipant Handbook.

e There are various advantages of online banking:

0 Itsaves me, asyou need to visit the branch.

0 You can conduct your banking transac ons safely and securely without leaving the
comfort of your home.

o0 Online Banking also gives you round the clock access.

o Online Banking makes it possible for you to pay your bills electronically.

- Do

e Show them how they can use the internet banking.

e Use the computer system and show the demo videos on how to use internet banking
provided on most banking sites. the computer system.

e Tell the class the various features of online banking :
o0 Through their website set-up your online account.
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Choose a secure username and password.

Set-up your contact informa on.

Once your informa on is verified, you are good to go.

Once you enter the portal explore all the features and learn your way through the
portal.

O O O O

— Say

e One of the biggest advantage that online banking o ers, as discussed earlier, is
transferring money from one account to another. This transac on is called electronic
funds transfer. Electronic transfers are processed immediately with the transferred
amount being deducted from one account and credited to the other in real me, thus
saving me and e ortinvolved in physically transferring a sum of money.

e Discuss “Electronic Funds Transfer” from the Par cipant Handbook.

- Do
e Discuss how to transfer money from one account to another using online banking (NEFT/
RTGS, etc.).

e lllustrate with an example.

— Summarize

e Close the discussion by summarizing the about online banking.
e Ask the par cipants if they have any ques ons related to what they have talked about
so far.
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UNIT 6.4: Preparing for Employment & Self-Employment

Key Learning Outcomes

Atthe end of thisunit, par cipantswill be able to:

1. Discussthe stepsto follow to prepare for aninterview

Discuss the steps to create an effec ve Resume

Discuss the most frequently asked interview ques ons

Discuss how to answer the most frequently asked interview ques ons

ok~ wn

Iden fy basic workplace terminology
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UNIT 6.4.1: Interview Prepara on: How to Prepare for an

Interview?

— Unit Objec ve

At the end of this unit, par cipants will be able to:
e Discuss the steps to follow to prepare for an interview

— Resources to be Used

e Par cipant Handbook

— Ask

e Have you evera ended an interview?
e How did you prepare before going for an interview?

— Say

e An interview is a conversa on between two or more people (the interviewer(s) and
interviewee) where ques ons are asked by the interviewer to obtain informa on from
the interviewee.

e It provides the employer with an opportunity to gather su cient informa on about a
candidate and help them select the ideal candidate.

< Italso provides the interviewee with an opportunity to present their true poten al to the
employer, build confidence and help make a decision about the job by asking ques ons
regarding designa on, salary, perks, benefits, promo ons, transfers, etc.

e Let'sdoanac vitytounderstand how to prepare for interviews better.

_ Ac vity 1

e Introducing Yourself

- Do

e Select a par cipant and ask him/her to answer the following ques ons: “What can you
tell me about yourself.”

e Give the par cipant at least one minute to speak.

e Once he/she is done, ask the rest of the par cipant what they gathered about the
par cipant who was providing informa on.

* Now repeat the exercise with five other par cipants.
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— Ask

e What informa on you should include when you are describing or introducing yourself in
an interview?

e Whatinforma on you should not include when you are describing or introducing yourself
in an interview?

— Say

e Tell the par cipants that when an interviewer asks you to say something about yourself,
he/she is not asking you to present your life history.
e Introduc on should be shortand crisp, and should presentyou inaposi ve light. It should
include the following points:
o0 Any work experience that you might have
0 Abrief summary of your educa onal qualifica ons
0 Your strengths and achievements
o0 Any special projects that you might have been part of
e Thefollowing topics should be avoided duringanintroduc on:
0 Detailed descrip on of your family (unless you are specifically asked to do so)
0 Too much informa on about your weaknesses
o Informa on thatis not true

- Do

e Congratulate each par cipant for sharing their points.

e Ask the audience to applaud for them.

e Ask de-brief ques ons to cull out the informa on from each group.
e Keepacheckon me.

~ Ac vity 2

e Planningtherightat re

- Do

e Describe 2 individuals to the par cipants. One is wearing a casual t-shirt, jeans, and
slippers. He has not combed his hair and neither has he trimmed or shaved his beard. The
other individual is dressed formally with a shirt and pant, and is well-groomed. He has also
worn formal shoes and a belt. Ask the par cipants which person would they prefer to hire
in their organiza on and why?
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- Summarize

e Close the discussion by discussing 'how to prepare for an interview" as discussed in the

Par cipant Handbook.

e You can add the following points to it:

o Tell the par cipants to create a posi ve and good impression in an interview. It is
important for them to prepare for an interview beforehand.

0 The interviewer analyses not only your technical knowledge in rela on to the job, but
also whether or not you are a fit for the organiza on.

o0 Every employer looks at the whole package and not just one or two thingsinisola on.
Therefore, the way you dre ss and the way you present yourself is also important along
with your skills and talents.

0 The par cipants will get only one chance to create a good first impression.
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UNIT 6.4.2: Preparing an Effec ve Resume: How to Create

an E ec ve Resume?

— Unit Objec ve

At the end of this unit, par cipants will be able to:

e Discuss the steps to create an effec ve Resume

— Resources to be Used

e Par cipant Handbook
e Blank Papers

e Pens
— Ask
e When preparing for an interview, what are the most important things that you need to
do?

e What documents do you carry with you, when you go for an interview?
e Whatis aresume?
e Why do you need a resume?

— Say

e Resume is not just a sheet of paper with your qualifica ons printed on it.

e Itisaselling tool that will help the employer to see how and what you can contribute for
company.

e Talk about the steps involved in crea ngane ec ve/a rac ve resume discussed in the
Par cipant Handbook.

e Now let's prepare aresume to understand the processin a better way.

- Do

e Thisisan individual ac vity.

e Give the details of the ac vity.

e Instruct them to read the ac vity carefully.

e The par cipant is expected to make an a rac ve resume based on the informa on
provided.

e Give the class 25-30 minutes to study the case and create a resume.

* At the end of 30 minutes, the par cipants should exchange the resume with the person
si  ng next to him or her.

e Everypar cipantwill evaluate the resume prepared with their fellow par cipants.




Service Engineer —

— Say

e Do you think the candidate should apply for the job pos ng described in the
adver sement?

e We have already discussed the steps involved increa ngane ec ve/a rac ve resume.

* Now let's prepare a resume for the candidate details given in the ac vity.

— Ac vity

Case Study Analysis

e Inthe first sec on of the ac vity, you are being given the informa on about a candidate
who is applying for a par cular job.

e In the second sec on, you are being given the detailed descrip on of the job pos ng.
Create a resume for the candidate to apply for the job pos ng.

e Use the informa on thathasbeen provided about the candidate to create this resume

Candidate Details

Nipesh Singla was born on 20th April, 1988 in Chandigarh, India. He currently resides at 1XX7,
Sector XX D, Chandigarh —160018. His mobile number is 988XXXXX01, and e-mail address is
nxxxxxxxxxla@gmail.com. Nipesh attended middle and senior school at Government Boys
Senior Secondary School, Sector 15, Chandigarh. He has been a very talented boy since
school. He was fond of pain ng and watching old Hindi movies. As part of a school charity
program, he volunteered at the children's hospital during his senior years.

In July 2007, he joined Westwood School of Hotel Management, Zirakpur to pursue a diploma
course in Hotel Management and Catering. After comple ng this course, he joined XYZ Group
of Hotels as a Housekeeping intern in June 2010 for six months. In this role, he was responsible
for cleanliness and maintenance of one floor in the hotel. Taking advantage of his strong
interpersonal skills, he also got opportuni es to make housekeeping arrangements for
corporate mee ngs. While pursuing education, he gained working knowledge of Microso
Word, Excel, Access and PowerPoint.

Nipesh is detail-oriented, flexible and adaptable. He has successfully worked with a diverse
work force. He gelled well with his peers, both in college and during his internship. After
comple ng the internship, his objec ve has been to find a job opportunity where he can
use his skills and experience. Backed by experience, he is confident about his skills as
housekeeping assistant.
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JobPos ng

*Doyou see yourselfasa HOUSEKEEPING SUPERVISOR?

What's your passion? Whether you're into cricket, reading or hiking, at IHG we are
interestedin YOU. AtIHG, we employ people who apply the same amount of care
and passion to their jobs as they do in their hobbies people who put our guests at the
heart of everything they do. And we're looking for more people like this to join our
friendly and professional team.

THELOCATION:

At the moment, we are looking for HOUSEKEEPING SUPERVISOR to join our youthful and
dynamic team at Holiday Inn Amritsar, Ranjit Avenue in Amritsar, Punjab (India). Holiday Inn
Amritsar is ideally located in Amritsar's commercial district on Ranjit Avenue with the world
famous Golden Temple located only a short distance away. Sparkling chandeliers mark an
incomparable arrival experience as you escape to the welcoming environment that is,
Holiday Inn Amritsar. The fresh interna onal brand to celebrate and explore Amritsar.
Salary:Nego able

Industry: Travel / Hotels / Restaurants / Airlines / Railways

Func onal Area: Hotels,Restaurants

Role Category: Housekeeping

Role: Housekeeping Execu ve/Assistant.

Desired Candidate Profile

Friendly, pleasant personality, Service - oriented.

You should ideally be Graduate/ Diploma holder in HM and at least 2 years of experience as a
supervisor in good brand with good communica on skills, English isamust.

Inreturn we'll give youacompe ve financial and benefits package. Hotel discounts worldwide
areavailable as well as access to wide variety of discount schemes and the chance to work with
a great team of people. Mostimportantly, we'll give you the room to be yourself.

*Please getin touch and tell us how you could bring your individual skills to IHG. Educa on-

UG: Any Graduate/ Diploma holder

PG: PostGradua onNotRequired

— Say

e Now, let'sshare the resume with the fellow par cipantsit ng nextto you and evaluate each
other's effort.
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Do

« Congratulate each par cipant for making their firsta empt towards crea ngane ec ve
resume.

e Asafollowupac vity, youcansuggestthem to prepare their own resume and show it to you
the nextday.

Summarize

e Close the discussion by showing some e ec ve resume samples to the candidates.
e Ask the par cipants what they have learnt from this ac vity.
e Askif theyhaveanyques onsrelatedtowhatthey have talked aboutso far.

Notes for Facilita on

e Keep printed copies of the ac vity ready for the session.

e Put down the suggested format of the resume on the board while explaining the steps in
preparing a resume.

e Do check the par cipants' resume and suggest necessary changes.

e Suggested example for the case presented:

Nipesh Singla
#1XX7, Sector XX-D
Chandigarh-160018

Mobile No: 91-988XXXXX01
E-mail: nxxxxxxxxxla@gmail.com

Objec ve: Seeking an opportunity to use my interpersonal skills and experience to
contribute to your company's growth, profitability and objec ves.

Professional strengths:

e Proficient in housekeeping

= Experienced in and capable of working with a diverse work force
e Team player and friendly in nature

e Successfulworkinginamul -cultural environment

e Detail oriented, flexible, and adaptable

e Knowledge of Microso Word, Excel, Access and PowerPoint

Educa onal background

e Diploma in Hotel Management and Catering, Westwood School of Hotel Management,
Zirakpur
e High School, Government Boys Senior Secondary School, Sector 15, Chandigarh
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Professional internships:
* Housekeeping Intern, XYZ Group of Hotels, New Delhi (June 2010 - August 2010)

0 Responsible for cleanliness and maintenance of one floor in the hotel.

0 Got opportuni es to make housekeeping arrangements for corporate mee ngs.
Volunteer Work:

- Studentvolunteer atchildren's hospital in Chandigarh.

Nipesh Singla
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UNIT 6.4.3: Interview FAQs

— Unit Objec ve

At the end of this unit, par cipants will be able to:
e Discuss the most frequently asked interview ques ons
e Discuss how to answer the most frequently asked interview ques ons

Resources to be Used

e Par cipant Handbook

Say

e Tellthe par cipantsyou will provide them with interview situa on and ques onsand they
have to try to answer them.
e Tell them you will also explain the different ways to approach these ques ons.

Do

e Divide the class in pairs and ask the par cipants to perform a role play.

e One partner will play the role of the interviewer while the other will play the role of the
interviewee.

e Tell them the interviewer can start the interview by asking the interviewee to introduce
himself/herself.

e Call all the pairs one by one in front of the class to enact the role play.

e Follow the same pa ern for all other situa ons.

e Timeallo ed foreach situa onis 8-10 minutes.

e Congratulate each par cipant for giving their input.

e Ask the class to applaud each me a team has completed their role play.

e Keepacheckon me.

Role Play

Conductarole play for the situa ongiven.

Situa onl

e Theinterviewerwill start by asking the interviewee a few generic ques onssuchas:
0 What is your name?
o Tell me something about yourself?
o Can you tell me something about your family?
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e Then, theinterviewer will bluntly ask the following ques ons:
0 How do you explain this huge me gap in your resume?
0 What is the reason for this?
0 Weren't you looking for a job or is it that no one selected you?

— Say
De-brief:

e When you put informa on on your resume, you should be prepared to answer any
ques ons about it.

e Be present and focused on the ques ons being asked to you.

e One way of tackling the blunt ques ons is to tell the interviewer you did not come across
an opportunity where you were su ciently sa sfied with both the remunera ono ered
as well as the profile. Therefore, you waited for the right opportunity to come along while
looking for an ideal job.

- Role Play

Conductarole play for the situa ongiven.

Role Play—Situa on2
e Theinterviewer will start by asking the interviewee a few generic ques onssuchas:
o0 What is your name?
o0 Tell me something about yourself?
o Can you tell me something about your family?
« Then, atthe end of the interview, ask the interviewee:
0 There are over 200 people who have applied for this job, some with excellent work
experience. Why should I hire you?

- Say
De-brief:

e There is nothing wrong with sta ng your strengths and achievements. However, do not
come across as arrogant or too boas ul.

e You need show the interviewee that you have unique skills or talents to contribute to the
company. The interviewer needs to know h ow you stand apart from the rest of the crowd.

e Tell the interviewer you are looking forward to working with the company and that you
are a hard-working individual.
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Role Play

Conductarole play for the situa ongiven.

Role Play—Situa on3
= Theinterviewer will start by asking the interviewee a few genericques onssuchas:
0 What is your name?
o Tell me something about yourself?
o0 Can you tell me something about your family?
e Then,leanforward, clasp your handsonthe tableandinaso voice ask the interviewee:
o Did you ever experience any neglect or disregard from your previous office? In other
words, did you ever suffer because your office or team displayed favouri sm?

Say

De-brief:

e Keep this in mind: Do not cri cize anyone during an interview.

e You are free to express your opinion, however, your language, answers, body language,
and the tone of your voice should remain construc ve and neutral.

e Since cri cism will show you in nega ve light, you should keep your answers honest yet
diploma c.

e You can tackle such ques ons by saying, “I got along well with most of my faculty and
peers.”

Role Play

Conductarole play for the situa ongiven.

Role Play—Situa on4
e Theinterviewer will start by asking the interviewee a few genericques onssuchas:
0 What is your name?
0 Tell me something about yourself?
o0 Can you tell me something about your family?
e Thenverybluntly ask the interviewee:
0 Howlongdoyouplanto stay with thiscompany if you are selected?
e Afterthe candidate responds, ask sarcas cally:
o Doyouseriously mean that?

Say

De-brief:

e Don't provide unreal and idealis ¢ answers.

e Your answers should be honest yet diploma c. Inasitua on like this, the interviewer does
not expect you to provide a specific meline.
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e You can say something like, “I would like to stay with the company as long as | can
contribute construc vely and develop as an employee, within the organiza on,
professionally and financially.”

Role Play

Conductarole play for the situa ongiven.

Role Play—Situa on5
e Theinterviewer will start by asking the interviewee a few genericques onssuchas:
0 What is your name?
o0 Tell me something about yourself?
o Can you tell me something about your family?
e Askhim/her howimportant he/she thinksitis to be punctual in the corporate world.
e A erhe/she answers, look up sternly at the interviewee and in a crisp voice, say:
0 You were late for this interview by 10 minutes. That surely does not seem to be in line
with what you just said?

Say

De-brief:

< Politely apologize for being late.

e You can add something such as, “l assure you this is not a habit”. All your future ac ons
should be in line with this statement.

e Avoid giving any excuses.

e You might feel obligated to provide a jus fica on for your tard iness, but the interviewer
is not interested in that.

< Do not over apologize. Once this response is out of the way, turn your focus back to the
interview.

Role Play

Conductarole play for the situa ongiven.
Role Play—Situa on6
e Theinterviewerwill start by asking the interviewee a few generic ques onssuchas:
o What is your name?
o Tell me something about yourself?
0 Can you tell me something about your family?
e Afteraskingafewacademicor job-related ques ons, ask the interviewee:
o0 Ifyougetthisjob, whatsalary package do you expect us to give you?
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Say

De-brief:
e If there is no way for you to avoid this ques on, respond to the interviewer by providing
a reasonable and well-thought out salary range.

Role Play

Conductarole play for the situa ongiven.
Role Play—Situa on7
e Theinterviewerwill start by asking the interviewee a few generic ques onssuchas:
o0 What is your name?
o Tell me something about yourself?
o0 Can you tell me something about your family?
e Then, bringing the interview to a close, ask the interviewee:
o Doyouhaveanyques onsforme?

Say

De-brief:
e Askrelevant ques ons.
e Don't bombard the interviewer with ques ons.
e If you have ques ons about the result of the interview, you can limit your ques ons to 1
or 2. Keep themshort and relevant like:
0 When will I be informed about the results of the interview?
0 What are the working hours?
o Will the job require me to travel?

Explain
e Tell the par cipants to be prepared for answering di erent types of ques ons in an
interview.

e Stay calm and focused, and take a moment to think about how you should respond.
Always maintain a confident tone.

e Even if you don't intend to, your body language conveys your level of discomfort with a
par cular ques on.

e Trytokeepyourac ons, tone, and gestures neutral.

e Maintain your composure while answering personal ques on.

Do

e Tellall the par cipants to form pairs again.
e Tellthem to use the following list of frequently asked interview ques ons to conduct mock
interviews.
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e They will use all or some of these ques ons to conduct mock interviews with their
partners.

* One partner will play the role of the interviewer while the other will play the role of the
interviewee.

e A erthey are through asking and answering the ques ons, the roles will be reversed.

e The same list of ques ons will be used again.

e A ereach mock interview ask the interviewer to provide feedback and clear any doubts
that may arise.

e Timeallo ed for each situa on is 30-35 minutes.

~ Ac vity

Mock Interview Ques ons

Mock Interview Ques ons

Tell me something about your family.

What quali es would you look for in a Manager or a Supervisor?

Why did you apply for this job?

What do you know about this company?

How do you deal with cri cism?

How do you plan to strike a good work-life balance?

Where do you see yourself five years from now?

Have you applied for jobs in other companies?

What kind of salary do you expect from this job?

Do you have any ques ons for me?

- Summarize

e Close the discussion by discussing the ques ons in the both ac vi es.
e Askthe par cipants what they have learned from this ac vity.
e Askiftheyhaveanyques onsrelatedtowhatthey have talked aboutso far.
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UNIT 6.4.4: Work Readiness — Terms and Terminology

— Unit Objec ve

At the end of this unit, par cipants will be able to:
e Iden fy basic workplace terminology

— Resources to be Used

e Par cipant Handbook
e Chart papers

e Blank sheets of paper
e Pens

— Ask

e What do you understand by workplace terminology?
e Are offer letter and contract of employment the same?

—- Say

e Let'sstartthisunitwithanac vity.

- Team Ac vity

Workplace terminology

e Thisisagroupac vity conductedinthree parts.

Part1

Sheila received a call from the recruiter of MND Company. Before she is recruited by the
company, think of the recruitment process she will have to go through. Start from the
telephone call to signing her letter of acceptance. Write down all the words that come to your
mind.

Ac vity De-brief

e Have the par cipants read out the words they have wri en
e Encourage allthe par cipantstopar cipateintheac vity
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- Do

e Divide the class into small groups of 4 or 6.

e Instruct the par cipants that they will be doing a brainstorming ac vity.

e Give them one chart paper each. Tell them to divide the chart in two parts.

e Instruct them that they have to use one half of the chart paper now. The other half will
be used later.

e The par cipants have to write all the words that come to their mind related to the
recruitment process.

e Give them 10 minutes to do the ac vity.

e Tell them that there are no right or wrong answers.

e Keepatrack of the me.

— Say

= You all know quite a few words related to the terms used in the o ce.

e Letus talk about some new terms that have been missed out.

e Discuss “Work Readiness — Terms and Terminology” with the par cipants as given in the
Par cipant Handbook.

— Ask

e Why s itimportant to know the workplace terms?
e How do they help?
e Can the words be categorised further?

— Say

e Let'snowcon nuetheac vity.

- Team Ac vity

Termsand Terminology
e Thisisagainagroupac vity. The members ofthe group remainthe sameasinAc vity 1.

Part 2

e Withthe help of the new terms you have learned, make a flow chart of the hiring process of
MND Company.

Ac vity De-brief
e Ask the groups to share the flow charts and the new terms they added while preparing the
flow chart.
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- Do

e Instruct the par cipants that they have to use the 2nd half of the same chart they had
used before.

e Using the new terminology and the terms they had previously wri en on the chart, they
have to make a flow chart of the hiring process of the MND Company.

e Give them 10 minutes for this ac vity.

e Keep acheckon me. Tell the group to wind up quickly if they go beyond the given me
limit.

— Say

e Let'sgo ahead with theac vity.

- Team Ac vity

Terms and Terminology
e Theac vitycon nueswiththe same group members.

Part 3
Sheila now works for the MND Company. She is not aware of the company culture and policies.
She goes to the HR Department to get her doubts clarified. Can you think of the terms for which
she wants clarity? Make alist of those words.

Ac vity De-brief

e Ask the groups to share their list of words. Some of the words are benefits, comp. me,
deduc on, employee training, holidays, lay-o , leave, maternity leave, mentor, no ce,
paternity leave, and me sheet.

- Do

e Instructthe par cipantstoiden fy the key terms an employee of a company should know.
They can use the same chart paper for this ac vity.

e Give them 5 minutes for this ac vity.

e Keepacheck on me. Tell the group to wind up quickly if they go beyond the given me
limit.

- Summarize

* Note: You can either summarize the key points of the unit or have a role play where an
employee has just joined acompany and the HR Manager explains the terms of
employment.
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UNIT 6.5: Understanding Entrepreneurship

Key Learning Outcomes

Atthe end of thisunit, par cipantswill be able to:

Discuss the concept of entrepreneurship
Discuss the importance of entrepreneurship
Describe the characteris cs of anentrepreneur
Describe the different types of enterprises
Listthe quali esofaneffec veleader

Discuss the benefits of effec ve leadership

List the traits of an effec veteam

Discuss the importance of listening effec vely
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UNIT 6.5.1: Concept Introduc on (Characteris ¢ of an

Entrepreneur, types of firms/ types of enterprises)

— Unit Objec ves

At the end of this unit, the par cipants will be able to:

e Discuss the concept of entrepreneurship

e Discuss the importance of entrepreneurship

e Discuss the characteris cs of an entrepreneur
e Describe the di erent types of enterprises

—- Resources to be Used

e Par cipant Handbook

— Say

e Let's start this session with some interes ng ques ons about Indian entrepreneurs.

- Team Ac vity

Quiz Ques ons

1. Whoisthefounderof Reliance Industries?
Dhirubhai Ambani

2.  Whoisthe Chairman of Wipro Limited?
Azim Premji

3. Wholaunched e-commerce website Flipkart?
Sachin Bansaland Binny Bansal

4. Whoisthe founder of Paytm?
Vijay Shekhar Sharma

5. WhoisCEO of OLA Cabs?
Bhavish Aggarwal

6. Whoisthe founder of Jugnoo?
Samar Singla (autorickshaw aggregator)

7. Whoisthe founder of OYO Rooms?
Bhavish Aggarwal

- Do

e Tell them that you will ask them few ques ons about a few entrepreneurs.
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e Divide the class in to two groups.

e Inturns ask the quiz ques ons to the groups.

e If the answer is incorrect pass the ques on to the other group.
e Share the answer if the groups are not able to answer.

e Congratulate the par cipants who answered correctly.

— Ask

e What do you understand by entrepreneurs?

e What s the importance of entrepreneurship in today's scenario?

» What do you think are the characteris cs of successful entrepreneurs?

e Whataredi erent types of enterprises that an entrepreneur in India can own and run?

— Say

e Talk about entrepreneurs, importance of entrepreneurship, characteris cs of successful
entrepreneurs, and di erent types of enterprises in India as discussed in the Par cipant
Handbook.

e Tell the par cipants, stories of successful Indian entrepreneurs- their struggles, the
moments of heartbreak, the perseverance and triumph.

e Ask them if they know of any such entrepreneur.

— Summarize

e Close the discussion by summarizing about the opportuni es for entrepreneurs in India.

— Notes for Facilita on

e Checkoutdi erent Government schemes for small entrepreneurs. Share the informa on
with the par cipants.

e You can tell them about the government websites like Start Up India, mudra.org.in etc.

e Discuss about various schemes and policies by the Government of India for entrepreneurs.
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UNIT 6.5.2: Leadership and Teamwork

— Unit Objec ves

At the end of this unit, par cipants will be able to:
e Listthe quali esofane ec ve leader

e Discuss the benefits of e ec ve leadership

e Listthe traitsofane ec veteam

— Resources to be Used

e Par cipant Handbook
e Blank sheets of paper
e Pens

— Do

e Show the picture given below to the class.

e Ask them to quickly write on a piece of paper what comes to their mind a er seeing the
picture.

e Now ask them, “What do you understand from this picture?”

e Encourage par cipants to share their thoughts.

Fig 6.5.1: Sharing thoughts

— Say

e This picture depicts the quali es of a leader and the di erence between a leader and a
boss.

e A boss focuses on structure and inspires fear whereas a leader follows vision and
generates enthusiasm.

e Aboss blames employee for the breakdown whereas a leader fixes breakdowns.

e Aboss depends on authority whereas a leader depends on goodwill.

e Abosssays “I” and a leader says “We.”

e Aboss drives employee whereas a leader coaches them.

e Abosstakescreditwhereasaleader gives credit.
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— Say
e Talk about leadership and leadership quali es for an entrepreneur as discussed in the
Par cipant Handbook.

— Ask

e Why s itimportant for a leader to be e ec ve? How does it help the organiza on?

— Say
e Letusdiscuss benefits of e ec ve leadership as discussed in the Par cipant Handbook.

e “Out-of-the-box thinking” is one of the new leadership styles. It means thinking di erently
and from a new perspec ve.

— Ask

« Do you consider yourself a team player?

- Team Ac vity
Long Chain

e Thisisagroup ac vity.

- Do

< Divide the class into 2 teams.

e Askeachteam to create a chain using materials they have in class such as shoe laces, belts,
paper, handkerchief, ribbons, etc.

e The team that creates the longest chain wins the game.

e Observe if the par cipants are interac ng with their team or working in isola on.

e Share your observa ons with the class.

— Say

De-brief:

e What did the winning team do di erently?
e Who was responsible for the winning team's success?
e How does this ac vity explain the role of teamwork in entrepreneurial success?

— Say

e Tell the class that both the teams performed well.
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= Discuss that the objec ve of this ac vity was to open communica on channels and how
this has been achieved.

e The par cipants should aim to keep the communica on channels open when interac ng
with their peers and team members.

e It will set the pace and enthusiasm required for all the ensuing teamwork ac vi es.

e Talk about teamwork and importance of teamwork in entrepreneurial success as
discussed in the Par cipant Handbook.

Summarize

e Close the discussion by summarizing about the importance of teamwork for employees.
o Teamwork helps in reducing stress for the employees.
o Teamwork helps employers in genera ng more number of solu ons to a problem and
developing improved communica on amongst employees.
e Askthe par cipants what they have learned from these exercises.
e Askif they have any ques ons related to what they have talked about so far.
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UNIT 6.5.3: Communica on Skills: Listening & Speaking:

The Importance of Listening E ec vely

~ Unit Objec ves

At the end of this unit, the par cipants will be able to:

e Discuss the importance of listening e ec vely
e Discuss how to listene ec vely
e Discuss the importance of speaking e ec vely
e Discuss how to speak e ec vely

— Resources to be Used

e Par cipant Handbook

- Ac vity

Ac vity — Chinese Whisper

Step 1: Form a circle.

Step 2: Startawhisperchain. Anyonepar cipantwillwhisperamessage into his/her neighbour's
ear. No one else must hear the message. The message can be serious or downright silly.

Step 3: The next person who first heard the message should whisper the message very quickly
to the person sit ng nextto them.

Step 4: The game goes on un | the last person says whatever they heard out loud and the first
person reveals the real message.

Compare them and have a great laugh!

— Ask

De-brief ques ons:

e Was the original message the same as the message that is communicated at the end of
the game?

e Why do you think there was a di erence in the messages?

— Say

< No, the original message was not same at the end of game.
e The barriers to communica on like language, disturbance and noise, poor listening skills,
boredom, poor speaking skills, etc. are the poten al reasons this happens.
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There are various aspects to communica on. Speaking skills and listening skills are two
major components to any communica on. There is always some room for improvement
in the way we communicate.

It is important to accept the reality of miscommunica on and work to minimise its
nega ve impacts.

— Say

Communica onisatwo-way process where people exchange informa on or express their
thoughts and feelings

Itinvolves e ec ve speaking and e ec ve listening.

If I go to the store to get bread, | exchange money for the bread. | give something an d get
something in return.

Communica on takes place in the same manner. You have to provide and receive
informa on for communica on to take place.

— Ask

How o en do you hear these statements?

o0 “You're not listening to me!”

0 “Why don't you let me finish what I'm saying?”

0 “You just don't understand!”

What do you think the other person is trying to convey to you through these sentences?
We will not talk about the importance of listening e ec vely as discussed in the
Par cipant Handbook.

— Say

Let's play agame to understand effec ve listening process better.

- Do

Thisis aclass ac vity.

The par cipants need to answer the ques ons they hear.

Instruct them to listen carefully.

You will read it at a stretch and if need be repeat it once more.

Tell the par cipants to raise their hand if they know the answer to the ques on asked.
Keep a check on me.
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- Ac vity

Riddles:

Is there any law against a man marrying his widow's sister?

If you went to bed at eight o'clock at night and set the clock's alarm to ring at nine o'clock,
how many hours of sleep would you get?

Do they have a 26th of January in England?

If you had only one match and entered a dark room that had a kerosene lamp, oil heater,
and a wood stove, whatwould you light first?

The Delhi Daredevils and the Chennai Super Kings play five IPL matches. Each wins three
matches. No match wasa e ordispute. Howis this possible?

There was an airplane crash. Every single person died, but two people survived. Howis this
possible?

If an airplane crashes on the border of two countries, would uniden fied survivors be
buried in the country they were travelling to or the country they were travelling from?

Aman builds an ordinary house with four sides except that each side has a southern
exposure. A bear comes to the door andrings the doorbell. What is the colour of the bear?

Answers:

There's no law against a man marrying his widow's sister, but it would be the neatest trick
inthe book since to have awidow, the manwould have to be dead.

You'd get one hour's sleep since alarm clocks do not know the difference between morning
and night.

Oh, yes. They have a 26th of January in England. They also have a 27th, a 28th, and so on.

Firstofall, youwould light the match.

Who said the DelhiDaredevils and the Chennai Super Kings were playing against each other
in those games?

Every SINGLE person died, but those two were married.

You can't bury survivorsunder any law especially if they s Il have enough strength to object.

The bear that rang the doorbell would have to be a white bear. The only place you could
build a house with four southern exposuresis at the North Pole where every direc onisin

south.

— Ask

De-brief ques on:
e What were the barriers that came into your way of listening?
= How can you overcome barriers to listening?
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— Say
e Thereisadi erence between hearing and listening.
e If you don't listen properly, the message may be misunderstood.
e Be open-minded while listening to someone.
e [tisimportant to listen e ec vely and carefully without making assump ons.

- Ac vity

Elevator Pitch:

You are in the li of a hotel and you bumped into your former client who is a famous
businessman. He has financed a lot of small business ventures and can finance your new start-
up too. A er exchanging pleasantries, he asks you what your new company does. You open
your mouth, and then pause. Where do you even begin?

Then, as you try to organize your thoughts, his mee ng is called, and he is on his way. If you
would been be er prepared, you're sure that he would have stayed long enough to schedule
amee ng with you too.

If you were given another chance, what would you have said to this person?

- Do

e Starto the task by providing a beginning sentence to get the story started, and then go
around the classroom ge ng each one to add a new sentence to keep the story going.

e This task should be done spontaneously allowing only ali le me to think (30 seconds).

e For example: There was once a student who was looking for a joba er gradua on.

— Notes for Facilita on

e Tell the par cipants to follow these steps to create a great pitch, but bear in mind that
you'll need to vary your approach depending on what your pitch is about.

1. Iden fyYour Goal: Start by thinking about the objec ve of your pitch. For instance, do
youwant to tell the poten al clients about your organiza on? Do you have a great new
product idea that you want to pitch to an execu ve or do you want a simple and
engaging speech to explain what you do for aliving?

2. Explain What You Do: Start your pitch by describing what your organiza on does.
Focus on the problems that you solve and how you help people. Ask yourself this
qgues on as you start wri ng: what do you want your audience to remember most
about you? Keep in mind that your pitch should excite you first. After all, if you don't
get excited about what you're saying neither will your audience. People may not
remember everything that you say, but they will likely remember your enthusiasm.

3. Communicate Your USP: Your elevator pitch also needs to communicate your
unique selling proposi on or USP. Iden fy what makes you, your organiza on or
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your idea unique. You'll want to communicate your USP after you've talked about what
youdo.

4. Engage with a Ques on: After you communicate your USP, you need to engage your
audience. To do this, prepare open-ended ques ons (ques ons that can't be answered
with a "yes" or "no" answer) to involve them in the conversa on. Make sure that
you're able to answer any ques ons that he or she may have.

5. Put it all Together: When you've completed each sec on of your pitch, put it all
together. Then, read it aloud and use a stopwatch to me how long it takes. It
should be no longer than 20-30 seconds. Remember, the shorter itis, the better!
Example:

Here's how your pitch could come together:

"My company deals with cloth retail online business and we use various e-
commerce platforms to sell our products. This means that you can do shopping with
easeandspend me on otherimportant tasks. Unlike other similar companies, we have
astrong feedback mechanism to find out exactly what people need. This means that, on
average, 95 percent of our clients are happy with our products. So, how can you help
usincrea ngour own web portal?

6. Prac ce: Like anything else, prac ce makes perfect. Remember, how you say it is just
as important as what you say. If you don't prac ce, it's likely that you'll talk too fast,
sound unnatural or forget important elements of your pitch. Set a goal to prac ce
your pitch regularly. The more you prac ce, the more natural your pitch will become.
Prac ceinfrontofamirror orinfront of colleagues un |the pitch feels natural.

- Summarize

Close the discussion by summarizing how to speak e ec vely as discussed in the
Par cipant Handbook.
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UNIT 6.5.4: Problem Solving & Nego a on Skills

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss how to solve problems

e List the important problem-solving traits

e Discuss ways to assess problem solving skills
e Discuss the importance of nego a on

e Discuss how to nego ate

- Resources to be Used

e Par cipant Handbook

— Ask

e Whatis a 'problem'?
e What do you think are the problems you may face in the process of becoming a successful
entrepreneur?

— Say

e Discuss the defini on of problem as given in the Par cipant Handbook.

e Inahurdle race the hurdles are the obstacles on the way to reach your goal.

< Similarly, obstacles are the hurdles you may face while reaching your goal i.e. to set-up
your own business.

e Your goal will be to reach the finishing line a er crossing these hurdles.

— Ask

e What do you do when you face a problem?
* How do you resolve it? You can pick examples from the ques on asked previously 'the
problems they are likely to face in the process of becoming a successful entrepreneur.

— Say

< Discuss how to solve problems as given in the Par cipant Handbook.

Team Ac vity

e Thisisagroup ac vity.
e The groups will solve the problem and come up with the best solu on in each case.




Facilitator Guide

1. Unable to arrange for some extra finance for se ng up a beauty parlour. The loan
sanc oned and disbursed is not enough. You have tried all your contacts, friends and
rela ves. But unable to manage the extra amount. Bank will not sanc on more
amount as you have used up the complete sanc on limit.

2. You have rented a space for your business and all arrangements are done. You will be
opera ng fromthe o ce space rented in two days. Now the owner comes up to you
and says he wants to sell the place and wants you to vacate in 15 days.

3. You have just set up your business and need extra human resource. You have tried
invieing a few also ed up with an agency for ge ng the right candidate. But you are
unable to get the right candidate. If the candidate is good, you cannot o er the salary
demanded. If the candidate agrees to the salary, he/she has other demands like
working hours to be reduced, leaves etc. which may not work for your set up.

- Do

e Divide the class into three groups. Give one scenario to each group.
e Explain the purpose and dura on of the ac vity.
e Ask the groups to build on the scenario and present their solu on as a role play.

— Say
De-brief ques ons:

1. Whatwasthe problem?

2. Isthereanyotheralterna vesolu on?
3. Isthisthe bestsolu on presented?

— Ask

e Try to think of some people around you who are able to solve problems very easily. Even
you or your friends might be approaching them when there is a problem. What quali es
do they have? What personality traits do such people possess?

— Say

e Discuss the important traits for problem- solving as given in the Par cipant Handbook.

— Ask

< In order to build a successful organiza on, you need to hire people who possess good
problem-solving skills.

e How would you assess the level of problem solving skills of poten al candidates before
hiring them?
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— Say

e Discuss how to assess for problem- solving skills as given in the Par cipant Handbook.

- Summarize

e Ask the par cipants the things that they have learnt so far.
e Askif they have any ques ons related to what they have talked about so far.
e Summarize the discussion on problem solving.

~ Ac vity

e Theac vityis to organise an elec on event. Select three volunteers from the group. They
have to give a speech on their elec on manifesto to the class. They have to nego ate with
the fellow par cipants and convince them to vote for them. The best nego ator will win
the elec on.

— Do
e Ask three par cipants to volunteer for the ac vity.

e Explain the purpose and dura on of the ac vity.

e Set guidelines pertaining to discipline and expected tasks.

— Ask

e Out of the three contestants, whom would you support? Why? What did they say or do
which convinced you to make your decision?

e Have you ever tried to nego ate in your personal or professional life?

e Ask the class to share some of their experiences where they have been able to strike a
deal by nego a ng.

— Say

e Discuss “What is Nego a on?” as given in the Par cipant Handbook.

— Ask

e Whyisitimportant to nego ate? As an entrepreneur, where do you think thatnego a on
skills will be needed?

— Say
Discuss the importance of nego a on while star ng a business as given in the Par cipant
Handbook.
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— Say

e Discuss the important steps to nego ate as given in the Par cipant Handbook.

- Role Play

e Conduct arole play ac vity.

e Ask the par cipants to assemble together.

e Explain the purpose and dura on of the ac vity.

e Set guidelines pertaining to discipline and expected tasks.

- Do
e Divide them into groups of four (4) (depending on the batch size).
e Give them the hand-outs for role play scenarios.
e Two groups to be given scenarios on problem solving.
e Other two groups to be given scenarios on nego a on.
e The groups will build on the scenarios and prepare for the role play.
e Give the groups atleast 5 mins to discuss and be ready with the role play.
e Invite each group one by one to come and present their role play.

Problem solving Scenario 1

Avinash has a Mobile Repair Store in Allahabad. His outlet is one of the most popular one in
the vicinity and he has great rapport with his customers. He is always well-dressed, jovial and
full of energy.

It's around 11 AM, when a customer barges in to the shop and starts shou ng at Avinash for
giving her back the instrument which is s Il not working. The screen of her mobile is also
cracked from one side. Avinash remembered thoroughly checking the handset before handing
it over to the customer. The customer threatens to sue the company and to go to Consumer
Court for chea ng her.

Problem solving Scenario 2
You are running a successful small scale business, Shreeji Aggarba s,. Your sta members do

door to door selling and organise marke ng campaigns in local markets. Your brand has
established it's name in last few years.

Recently, lot of customers have b een coming to you and lodging complaints that your sta
members indulge in malprac ces. Few of them informed you that a sta member engaged
them in a friendly conversa on. In the meanwhile, the other gave them lesser packets of
aggarba s than they paid for.

Another set of customers lodged complaint about the misconduct and rude behaviour of a
par cular sta member. You o en hear from your customers that the orders don't get
delivered on me or wrong products get delivered. You have already been st ruggling with
shortage of sta and such complaints are a serious concern as it is hampering your brand
image. What strategies will you adopt to solve this problem?
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Nego a on Scenario 1

You have interviewed a prospec ve new employee who could be a key member of your new
entrepreneurial venture. The new person is demanding a salary that is 20% higher than you
thought based on your business

plan. Finances are ght, yet you believe this person could make a significant impact on future
profits. If youpaid the required salary for the new person, then you would have to restructure
your en re business plan. You've been searching for an individual with this skill level for three
months. to the candidate is wai ng for your response. Now you have to call him in to make
the final nego a ons.

Nego a on Scenario 2
You are a young entrepreneur who has just registered his start up project and applied for a

bank loan accordingly. You receive ale er saying that your loan applica on has been rejected
as your start up idea did not appeal to the bank and they think that it is not a revenue
genera ng model. You have taken an appointment to meet the manager and show your
nego a on skills to get your loan approved.

— Notes for Facilita on

Facilita ng Role Plays
Preparing for the ac vity

1. Carefully review the details of the scenario and the character descrip ons.

2. Become familiar with the key issues being addressed in the scenario.

3. Study the provided material so that you are ready to address issues related to the situa ons
depicted in the role-plays.

4. An cipate and know howto addressissuespar cipants mightraise duringtheac vity.

Conduc ng the ac vity

1. Introduce the ac vity. Emphasize that role-playing provides par cipants with an
opportunity to apply their newknowledge, skills,and toolsinsitua onsthatsimulate actual
interac onswith customers.

2. Ask par cipants to form pairs. Direct the members of each group to choose who will play
the roles. Remind the groups that each par cipant should be given the opportunity to
play/prac cethedifferentroles.

3. Conduct a demonstra on so that par cipants become familiar with the expecta ons
related to the roles and support materials.

4. Give the pairs/ groups 10 to 15 minutes to conduct the role-play (depending on the dura on
of the session).

5. After all the groups have finished with the role-play, conduct a debriefing session on each
role-play.

6. Ask the groups to take five minutes to talk about what happened during the role-play.
The groups should discuss the ques ons given in the debriefing for each role-play.
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Encourage par cipants to provide construc vecri cismduring their discussions.

— Summarize

e Wrap the unitup a er summarizing the key points and answering ques ons.
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UNIT 6.5.5: Business Opportunity Iden fica on:

Entrepreneurs and Opportuni es

~- Unit Objec ves

At the end of this unit, the par cipants will be able to:

e Discuss how to iden fy new business opportuni es
e Discuss how to iden fy business opportuni es within their business

_ Resources to be Used

e Par cipant Handbook
e Blank sheets of paper
e Pens

— Ask

e How does an entrepreneur iden fy an opportunity?
e What do you think are the common queries or concerns faced by entrepreneurs?
e How canyou iden fy new business opportunity?

— Say
e Let's talk about opportunity, common queries or concerns faced by entrepreneurs, idea
as an opportunity, factors to consider when looking for opportuni es, ways to iden fy
new business, and opportunity analysis as discussed in Par cipant Handbook.
e Llet's do an ac vity to understand ways to iden fy business opportuni es within your
business.

- Do

e Tell the class that this is an individual ac vity.

e Tell the par cipants to create a matrix on their notebooks.

e There will be four boxes in your matrix.

e Strength, Weakness, Opportunity and Threats will be the four headings of the matrix. This
is called the SWOT matrix.

e Read out the ques ons to them and tell the par cipants they need to answer the
ques ons asked in each matrix.

e Tellthem they can also use their own understanding of themselves to fill the SWOT matrix.
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- Ac vity
Do your SWOT analysis
Strength Weakness
Whatare your strengths? What are your weaknesses?
What unique capabili esdo you possess? Whatdoyourcompe torsdo better than
What do you do better than others? you?

What do others perceive as your strengths?

Opportunity Threat

What trends may posi velyimpactyou? Do you have solid financial support?

What opportuni esare available toyou? What trends may nega velyimpactyou?
- Do

e Congratulate everyone for the class ac vity.

e Ask the audience to applaud for themselves.

e Allotthe par cipantssu cient me tocomplete thisac vity, but do keepacheckon me.
e Ask de-brief ques ons to cull out informa on from the par cipants.

— Ask

De-brief ques ons:

e What are your weaknesses according to your SWOT analysis?

e Do you think you can change your weakness into strength? How?
e Do you think you can work on your threats? How?

- Summarize
e Close the discussion by summarizing ways to iden fy business opportuni es within your
business.

e Askthe par cipants what they have learned from this exercise.
e Askif they have any ques ons related to what they have talked about so far.
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UNIT 6.5.6: Entrepreneurship Support Eco-System

- Unit Objec ves

At the end of this unit, par cipants will be able to:

e Explain the meaning of entrepreneur

e Describe the di erent types of entrepreneurs

e List the characteris cs of entrepreneurs

e Recall entrepreneur success stories

e Discuss the entrepreneurial process

e Describe the entrepreneurship ecosystem

e Discuss the purpose of the 'Make in India' campaign
e Discuss the key schemes to promote entrepreneurs

- Resources to be Used

e Par cipant Handbook
e Chart papers
e Marker pens

e Pencils

e Colour pencils
e Scale

e FEraser

e Other requisite sta onery material

— Ask

« Doyouthinkthat entrepreneurs need support?
e What do you think is an eco-system?
e What do you think 'entrepreneurship support eco-system' means?

— Say

e Let's learn what entrepreneurship support eco-system means.
« Discuss 'Entrepreneurship Support Eco-System' as given in the Par cipant Handbook

— Ask

e Can you define entrepreneurship support eco-system?
e What are the key domains of the support eco-system?
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— Say
e Let's learn more about these domains by conduc ng an ac vity.

e You have to make a poster showing the components of the six main domains of
entrepreneurship support eco-system.

- Team Ac vity

e Makingaposter showing the entrepreneurship support eco-system.

Do

< Divide the class into groups of four or six.

e Hand out chart paper and coloured pens.

e Explain the purpose and dura on of the ac vity.

e Go around checking the progress of each group.

e Set guidelines pertaining to discipline and expected tasks.

Ac vity De-brief
Ask each group to display their poster and explain the key domains of entrepreneurship support
eco-system.

Fig 6.5.2: Key domains of entrepreneurship support eco-system

— Ask

* Whatkind of government support eco-system is available for entrepreneursin India?

— Say

» Discuss'MakeinIndia’ campaign asgiveninthe Par cipantHandbook.
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- Team Ac vity

= Presenta ononkeyschemestopromote entrepreneurs

~ Do

e Divide the class into pairs.

e Number each pair from 1-15.

e Assign a scheme, same as their group number, to each group.

e Ask them to read the scheme carefully and present it to the class.
e Explain the purpose and dura on of the ac vity.

e Go around checking the progress of each group.

e Set guidelines pertaining to discipline and expected tasks.

Ac vity De-brief

e Askeach group to explain the scheme offered by government to promote entrepreneurs.

— Summarize

e Summarize the unit by discussing the key points and answering ques onsthe par cipants may
have.
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UNIT 6.5.7: Risk Appe te & Resilience

~ Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss the rela onship between entrepreneurship and risk appe te
e Discuss the rela onship between entrepreneurship and resilience

e Describe the characteris cs of a resilient entrepreneur

— Resources to be Used

e Par cipant Handbook
e Chart papers

e Blank sheets of paper
e Pens

e Marker pens

— Ask

e Canyou define risk or explain what cons tutes a risk?
e What do you people mean when they say, “This may be a risky proposi on”?
e What risks are they talking about?

- Example

e Let'shavealookatthese two examples:

Rohit and his family were travelling by car from Delhi to Nainital. It was their second trip there.
Rohit was familiar with the road. His friends told him that the highway a er Rampur was in a
bad condi on. They advised him to take a shortcut and turn le from Moradabad and take
the Kaladhungi road. This road is in a be er condi on.

Since he was going with his family, and did want to take the risk of ge ng lost, he le early.
He took the Kaladhungi road and reached Nainital well in  me.

Suresh and his family too were travelling by car from Delhi to Nainital. It was their second trip
there. His friends too advised him to take a shortcut and turn le from Moradabad and take
the Kaladhungi road as this road was in a be er condi on.

Suresh too decided to take the Kaladhungi road but he le Delhiin the a ernoon. It was dark
by the me he reached Kaladhungi, and he was sure that he was taking the correct turn. As it
was late, he could not find anyone to give him direc ons. He ended up being in an unknown
place that was scarcely inhabited.
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— Say
e Let's see what type of risks Rohit and Suresh took.

e Discuss 'Risk Appe te and Resilience' with the par cipants as given in the Par cipant
Handbook.

— Say

e Let'slearnmoreaboutriskappe teand resilience with the help ofanac vity.

- Team Ac vity
Risk Appe te

e Thisisagroupac vity.

= In the previous unit, you read success stories of Mr Dhirubhai Ambani and Dr Karsanbhai
Patel.

e MrAmbanile his job and started his company Reliance with just Rs. 50,000/ -.

e Dr Patel kept his job, went door-to-door to sell Nirma, and only when the brand started
gaining popularity did he start his own company.

e What types of risk did both of them take?

e What risk factors, do you think, did they keep in mind before launching their company?

e Write the Risk Appe te Statement of both the companies.

Ac vity De-brief

e Who took a greater risk?
e What are the di erences between the Risk Appe te Statement of both the companies?

- Do

e Instruct the par cipants that this is group work.

e Divide the class into small groups of 4.

e Give each group a chart paper.

e Tell the par cipants that they have to evaluate the risks taken by Mr Dhirubhai Ambani
and Dr Karsanbhai Patel.

e Give the par cipants 15 minutes to discuss and write.

e Keepacheck on me. Tell the group to wind up quickly if they go beyond the given me
limit.

— Ask

e Do you think all entrepreneurial ventures are successful?
e What happens if the first venture is not successful?
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e Should the entrepreneur stop when faced with challenges or face them?

- Example

e Let'shavealookat the following example:

Vijay Shekhar Sharma is the founder of Paytm, which is a giant Indian e-commerce. He was
born in a middle-class family in U ar Pradesh. He started his first job at an MNC. He quita er
six months and built a company One97 with his friends. As One97 grew bigger, it needed more
money because it was running more servers, bigger teams, and had to pay royalty. At that
me, the tech bubble popped and technology companies were running in losses. Finally,
money ran out. So One97 took loans and then more loans at higher rates of interest, as high
as 24 per cent, and became caught in a vicious cycle.
In 2014, Paytm was launched with online wallet services a er which, the company enabled
online payment transac ons. The company got licenses from RBI in 2016 to launch India's first
ever payment bank. Moreover, the main mo ve of Paytm was to transform India into a
cashless economy.
A er demone za on came into e ect, Vijay Shekhar Sharma started promo ng online and
digital transac ons to deal with the cash crunch. In fact, the service of the company's mobile
wallet is accepted across India. The logo of Paytm is now popular almost everywhere from tea
stalls to major companies.

— Say

e Let'ssee what quali es made Vijay Shekhar Sharma a resilient entrepreneur.
e Discuss Entrepreneurship and Resilience with the par cipants as given in the Par cipant
Handbook.

— Say

e Let'slearnmore aboutentrepreneurship and resilience with the help of anac vity.

~ Team Ac vity

Entrepreneurship and Resilience

e Thisisagroupac vity.

< Think of some entrepreneurship ventures that faced challenging mes, but later resulted
in success stories.

e Who is the founder of that company?

e What challenging mes did it face?

e How did it overcome those challenges?

e List the resilient characteris cs of the entrepreneur.




Service Engineer

Ac vity De-brief

e Each group to give their presenta on.
e Why did you choose this company?
e What s the success story of the company?

- Do

e Instruct the par cipants that this is group work.

e Divide the class into small groups of 4.

e Give each group a chart paper.

e Tell the par cipants that they have to think of an entrepreneur who faced challenging

mes, but eventually succeeded.

e Give the par cipants 15 minutes to discuss and write.

e Keep acheckon me. Tell the group to wind up quickly if they go beyond the given me
limit.

- Summarize

e You can summarize the key points of the unit.
e Ask the par cipants what they learned from the ac vi es.
e Clarify any ques ons or doubts they might have.
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UNIT 6.5.8: Success and Failures

- Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss how to deal with failure

— Resources to be Used

e Par cipant Handbook

— Ask

e Have you heard the quote 'nothing is impossible'?

e What do you think it means?

e Do you think that all successful entrepreneurs became famous overnight or did they have
to struggle or face failure before succeeding?

- Example

e Let'shavealookatthisexample.

Shah Rukh Khan, also known as, SRK or King Khan is a force to reckon with. Did he achieve
stardom overnight?

Shah Rukh Khan, who has seen many struggles in his life — he has slept on streets, struggled
to support himself and his sister at a very young age, and lost his parents very early in life,
which led to his sister seeking mental health support. Amidst all the chaos and challenges, he
kept pushing himself, and today he stands tall as the '‘Badshah of Bollywood'. Certainly, those
years were not easy for him.

When he was young, he stood at Marine Drive and said, “I will rule this city one day”. Failure
was not just his companion during or before his stardom, itis s Il a substan al part of his life.
Success does not come easy. What made him a star was his acceptance of failure and the urge
to improve.

— Say

e How do you define success and failure?
e Whatis fear?
e Discuss “success and failure” with the par cipants as given in the Par cipant Handbook.
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Have you felt or experienced fear?
What led you to feel that emo on?
How did you handle it?

— Say

Let'slearn the about success and failure with the help ofanac vity.

- Team Ac vity

Divide the class into groups of four.

Instruct them to think of one scenario where they have to interview a successful
entrepreneur.

Explain the purpose and dura on of the ac vity.

Set guidelines pertaining to discipline and expected tasks.

They have to choose one person from the group as the interviewee and one as the
interviewer.

Go around and make sure they have understood what is to be do ne and are discussing
the roles properly.

Check that everyone understands their role. Give clarifica ons if needed. Give the
par cipants about 5 minutes to discuss and decide their roles.

Ask the groups to stop the discussion as soon as the me is over.

Invite each group one by one to come and present their interview as a role play.

— Notes for Facilita on

Facilita ng Role Plays
Preparing for the ac vity

1.

2.
3.

Carefully review the details of the scenario and the character descrip ons.

Become familiar with the key issues being addressed in the scenario.

Study the provided material so that you are ready to address issues related to the
situa ons depicted in the role plays.

An cipate poten al ques ons that might be raised by the par cipants and be ready to
address them.

Conduc ngtheac vity
1.

Introduce the ac vity. Emphasize that role playing provides par cipants with an
opportunity to apply their new knowledge, skills, and tools in situa ons that simulate
actual interac ons with customers.

Ask par cipants to form pairs. Direct the members of each group to choose who will play
the roles. Remind the groups that each par cipant should be given the opportunity to
play/prac ce the di erentroles.
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3. Conduct a demonstra on so that par cipants become familiar with the expecta ons
related to the roles and support materials.

4. To maintain spontaneity of the interac ons during the role play, ask the par cipants not
to discuss the details of their roles prior to the role play.

5. Give the pairs 15-20 minutes to conduct the role play.

6. Circulate among the groups to answer any ques ons that may arise and provide guidance
as needed.

7. A erall the pairs have finished with the role play, conduct a de -briefing session on each
role play.

8. Ask the groups to take five minutes to talk about what happened during the role play. The
groups should discuss the ques ons given in the de-briefing for each role play. Encourage
par cipants to provide construc ve cri cism during their discussions.

9. Conclude the ac vity by asking par cipants to think about whether and how they might
use scripted role plays in their real life.

( Summarize

e Wrapthe unitup after summarizing the key points and answering ques ons.
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UNIT 6.6: Preparing to be an Entrepreneur

Key Learning Outcomes

At the end of this unit, par cipants will be able to:

Discuss how market research is carried out
Describe the 4 Ps of marke ng
Discuss the importance of idea genera on
Recall basic business terminology
Discuss the need for CRM
Discuss the benefits of CRM
Discuss the need for networking
Discuss the benefits of networking
Discuss the importance of se ng goals
. Di eren ate between short-term, medium-term and long-term goals
. Discuss how to write a business plan
. Explain the financial planning process
. Discuss ways to manage your risk
. Describe the procedure and formali es for applying for bank finance
. Discuss how to manage their own enterprise
. List the important ques ons that every entrepreneur should ask before star ng an
enterprise
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UNIT 6.6.1: Market Study/ The 4Ps of Marke ng/

Importance of an IDEA: Understanding Market Research

~ Unit Objec ves

At the end of this unit, par cipants will be able to:
e Discuss how market research is carried out

e Describe the 4 Ps of marke ng

« Discuss the importance of idea genera on

- Resources to be Used

e Par cipant Handbook
e Chart papers
e Markers pens
e Blank sheets of paper

— Ask

e Suppose, you want to open a restaurant, what are the factors you will consider?
e How will you promote your restaurant?

- Example

e Let's have alook at this example.
Arjun was an MBA working in a company. But he wanted to start a low cost budget hostel
for foreign tourists coming to India. He did a lot or market research before star ng the
project. Based on the informa on he gathered, he made his business plan. His hostel is
now flourishing and he is thinking of expanding to other touristdes na ons.

— Say

e Discuss “Market Study” with the par cipants. Refer to the Par cipant Handbook.
e Let'slearnabout market study and research with the help ofanac vity.

- Team Ac vity

Market Study

e Thisisagroup ac vity.

e You want to start your own tui on centre.
e What type of research will you do?
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Ac vity De-brief

e Ask each group to come forward and give a brief presenta on.

e Encourage other groups to be interac ve and ask ques ons.

e What factors did you keep in mind while doing your research?

e Based on our research would you go ahead and open a tui on centre?

- Do

e Instruct the par cipants that this is group work.

< Divide the class into small groups of 4 or 6.

e Give each group a chart paper.

e Tell the par cipants that they have to start their own tui on centre.

e Give the par cipants 10 minutes to discuss and write the research work they need to do.

e Keepacheckon me. Tell the group to wind up quickly if they go beyond the given me
limit.

— Say

e Byopening atui oncentre youare 0 ering a service.

—- Ask

e What factors will you keep in mind before opening it?

— Say

e Discuss “The 4Ps of Marke ng” with the par cipantsas giveninthe Par cipant Handbook.

— Say

e Let'slearn about the 4Ps of Marke ng with the help of an ac vity.

- Team Ac vity

4 Ps of Marke ng
e Thisisagroup ac vity.
e You have to sell a pen to four di erent segments:
1. Ruralvillagers
2. Rural middle class
3. Urban middle class
4. Upper end rich people (Niche market)
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Keeping the 4Ps of Marke ngin mind, what marke ng strategy will you design to sell the pen?

Ac vity De-brief
e Ask each group to present their strategy.
e Encourage other groups to be interac ve and ask ques ons.

- Do

e Instruct the par cipants that this is group work.

e Divide the class into four groups.

e Give each group a chart paper.

e Assigneach group atargetaudience for selling the pens:
1. Ruralvillagers
2. Rural middle class
3. Urbanmiddle class
4. Upperendrich people

e Tell the par cipants that they have to design a marke ng strategy keeping the 4Ps of
Marke ngin mind.

e Give the par cipants 20 minutes to discuss and come up with their strategy.

e Keepacheckon me. Tell the group to wind up quickly if they go beyond the given me
limit

Ac vity De-brief

e Ask each group to come forward and give a brief presenta on.

e Ask each group what they kept in mind while designing their marke ng strategy.

e Encourage other groups to be interac ve and ask ques ons.

— Say

e Each entrepreneur has an idea of wants he wants to sell. It may be a service or a product.
e Discuss “Importance of an IDEA” as given in the Par cipant Handbook.

— Summarize

e Summarize the key points of the unit.
e Askthe par cipants what they learnt from the ac vi es.
e Encourage them to ask if they have any doubts.
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UNIT 6.6.2: Business En ty Concepts

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e Recall basic business terminology

- Resources to be Used

e Par cipant Handbook

— Say

e Let'srecall some basic business terminology.

« Discuss the Business En ty Concepts as given in the Par cipant Handbook.
e Let's learn some basic business terminology by having an ac vity.

*  We will have a quiz today.

- Ac vity

e Theac vityisa quiz.

- Do

< Divide the class in two groups and give a name to each group.

e Explain the rules of the quiz. For each correct answer the group gets 1 mark.
< If the group is unable to answer the ques on is passed to the next group.

e Explain the purpose and dura on of the ac vity.

e Askthe ques ons of the quiz.

e Keep ascore of the groups.

e Set guidelines pertaining to discipline and expected tasks.

— Summarize

e Summarize the unit by discussing the key points.

— Notes for Facilita on

QUESTIONS FOR THE QUIZ
1. What does B2B mean?

Business to business
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10.

11.

12.

13.

14.

15.

What is a financial report?

A comprehensive account of a business' transac ons and expenses
Who is a sales prospect?

A poten al customer

How is working capital calculated?

Current assets minus current liabili es

What is an es ma on of the overall worth of a business called?
Valua on

You are buying a house. What type of transac onis it?
Complex transac on

How will you calculate the net income?

Revenue minus expenses

How is Return on Investment expressed?

As percentage

How will you calculate the cost of goods sold?

Cost of materials minus cost of outputs

10. What is revenue?

Total amount of income before expenses are subtracted.

What is a Break-Even Point?

This is the point at which the company will not make a profit or a loss. The total cost and
total revenues are equal.

What is the formula used to calculate simple interest?
A=P(1+rt);R=r*100

What are the three types of business transac ons?
Simple, Complex and Ongoing Transac ons

The degrading value of an asset over me is known as
Deprecia on

What are the two main types of capital?

Debt and Equity
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UNIT 6.6.3: CRM & Networking

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss the need for CRM

e Discuss the benefits of CRM

e Discuss the need for networking

e Discuss the benefits of networking

— Resources to be Used

e Par cipant Handbook

- Ask

e Can your business run without customers/buyers?
e Who is the most important en ty in any business?

— Say

e The key to every success business lies on understanding the customer's expecta ons and
providing excellent customer service.

< Discuss about CRM and its benefits. Refer to the Par cipant Handbook.

e Providing excellent customer service entails:
o0 Trea ngyour customers with respect.
0 Be available as per their need/ schedule.
0 Handling complaintse ec vely.
0 Building long las ng rela onships.
0 Collec ngregularfeedback.

e Handle customer complaints proac vely. Ask “what happened”, “why it happened”, “how
can it be avoided next me”, etc.

e Collec ng feedback from the customers regularly will enable you to improve your
good/service.

e “Let's understand it be er with the help of some case scenarios. You will be given some
cases within your groups. You have to analyse the case scenario that has been given to
you and then find an appropriate solu on to the problem.”

Do

e Divide the class into four groups of maximum six par cipants depending on the batch size.
e Give one case study to each group.
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e Instruct them to read the case carefully.

e The group is expected to analyse and discuss the case amongst them and find a solu on
to the given problem.

e Put down the discussion points (de-brief ques ons) on the board. Give the class 5-10
minutes to discuss the case and note down their solu ons.

e Atthe end of 10 minutes, the team should present their case solu on to the class.

—- Team Ac vity

Case Study Analysis

Raju runs a business of wooden furniture. He has a huge list of customers on Facebook and
WhatsApp who give him orders regularly. Ankita is one of his old and regular customers. She
placed an order for a new chester and TV cabinet via WhatsApp and requeste d Raju to send
them as soon as possible. When the parcel reached Ankita through courier she found that
chester was broken and the TV unit was chipped from the bo om. Ankita was heartbroken. It
was a complete waste of money. She sent a message to Raju on W hatsApp, expressing her
anger and disappointment. Raju might lose an old customer forever if he doesn't sa sfy the
customer. What should Raju do to retain his customer?

Scenario 2

Rajni runs a bou que shop. She sells suits and sarees. She is one of the most successful
designer in her city. Rajni swears that all the clothes in her bou que have unique designs.
Smita has to a end her cousin's wedding; she goes to Rajni's bou que to buy a saree. Smita
wanted a unique designer saree. Rajni customized a saree for her and sent it over the courier.
When Smita had a look at the saree she realised her two friends had the same design sarees.
She sent a message to Rajni on WhatsApp, expressing her anger and disappointment. Did Rajni
make a false promise? Were her designs copied? What could happen to Rajni's image a er
this incident? What would you do if you were in Rajni's place?

Scenario 3

Shama is a beau cian who o ers parlour services to ladies by making home visits. Recently,
Shama got her name registered on an e- commerce website. Two days earlier, she got a
message from Mrs Sushma. The appointment was fixed for next day, 11:00 am and the
remunera on for the services was decided beforehand. When Shama reached there at 10:50
am, Mrs Sushma was not at home. When Shama called her, she asked her to wait for a while.
Mrs Sushma reached home at 11:45 am. Meanwhile, Shama had to reschedule her next
appointment. A er availing Shama’s services, Mrs Sushma refused to pay the requisite
amount and started finding faults in the services provided by her. Who was at fault in this
scenario? What should you do in case the customer behaves unreasonably? What would you
do if you were in Shama’s place?

232
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Scenario 4

Shailender is the manager of a car showroom. He proac vely takes part in all the transac ons
that happen in his showroom. Vinita wants to buy a new car. She has chosen a car from
Shailender’s showroom. The salesperson has given her a very good discount and has also
promised free service for one year. Vinita goes to the showroom and asks to complete all the
formali es to purchase the car. When she sees the final bill she realize that she has not
received the promised discount neither was there any men on of the free services. She
immediately demands to see the Shailender. When Shailender’s head asks how much discount
Vinita was promised, he realised the discount will make the sale in loss. The car showroom
owner might lose a customer and deal due to false commitments made by his manager.
Besides, the customer might tell this to other people, crea ng a bad name and image for the
showroom. If you owned that showroom, how would you have convinced your customer?

Say

e Now, let's discuss the problem and solu on with the class.

e The group will first briefly describe the case to the class.

e Then discuss the issue iden fied and the proposed solu on.

e Present the solu on as arole play.

e Post presenta on, the other groups may ask ques ons from the group that has
presented.

Do

e Congratulate each group for the presenta on/ role play.

e Ask the audience to applaud for them.

e Keepacheckon me. Tell the group to wind up the discussion quickly if they go beyond
the given me limit.

Say

e Ifyour customers are happy with you they will give referrals which will help to grow your
business.

e One more way of growing business is ‘Networking'.

< Discuss Networking and its benefits. Refer to the Par cipant Handbook.

Ac vity

Group Discussion
e Conduct a group discussion in the class on how they can do networking for their business.
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- Summarize

e Askthe par cipants what they have learnt from this exercise/ ac vity.

e Askif they have any ques ons related to what they have talked about so far.

e Close the discussion by summarizing the importance of CRM and Networking for
entrepreneurs.

e Close the discussion by summarizing the importance of CRM and Networking for
entrepreneurs.
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UNIT 6.6.4: Business Plan: Why Set Goals?

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss the importance of se ng goals

e Di eren ate between short-term, medium-term and long-term goals
e Discuss how to write a business plan

= Explain the financial planning process

« Discuss ways to manage your risk

— Resources to be Used

e Par cipant Handbook
e Chart papers

e Blank papers

e Marker pens

e Ruler

- Ask

e Remember we had wri en SMART Goals in a previous session? Let's try and recall why it
is important to set goals?

e While framing SMART goals, we talked about 'T* in SMART, which was 'Time Bound'? What
do we mean by me bound goals?

e What me limit did you set for your goal- 3 weeks, 3 years, 10 years?

— Say

e Talk about short term, long term and medium-term goals, as discussed in the Par cipant
Handbook.

- Ask

e Asyou are planning to become an entrepreneur, you must have thought of an idea for a
start-up. What is your business idea?

— Do

e Askfew par cipants to share their business ideas.
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— Ask

e Have you created a business plan for your business idea?
« Do you think it is important to have a business plan in place? Why/ why not?

— Say

« Talk about 'Why Create a Business Plan' as discussed in the Par cipant Handbook.
e Let'sunderstand it be er with the help of anac vity.

- Team Ac vity

Wri ng a business Plan

e Thisisagroup ac vity.

e Give the groups the required resources such as chart paper and markers.

e Thisac vity is divided into two parts:
1. Create a business idea
2. Develop a business plan

e The group will discuss and come up with a new business idea and present their idea to
the class.

« Inthe second part of the ac vity the group will develop a business plan for the business
idea.

e The business plan prepared will be presented by the groups to the class.

MY BUSINESS PLAN
Execu ve Summary: What is your Mission Statement?

Business Descrip on: What is the nature of your business?

Market Analysis: What is your target market?

Organiza on and Management: What is your company's organiza onal structure?

Service or Product Line: What is the lifecycle of your product/ service?

Marke ng and Sales: How will you adver se and sell your products?

Funding Request: How much fund is required and from where?
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— Say

e Teams will need to brainstorm for this part of the ac vity.

e Use the blank papers for the second part of this ac vity

e Make your business plan on a chart paper based on the following parameters:
Execu ve Summary

Business Descrip on

Market Analysis

Organiza on and Management

Service or Product Line

. Marke ngand Sales

e Explain each parameter in detail as done in the Par cipant Handbook.

< Discuss each parameter with the business idea examples of the groups.

e Groups will discuss and develop the business plan for their business idea.

o U A wN e

— Say

e Now, let's share our plan with the class.

e Each group will briefly describe the plan to the class.

e Post presenta on, the other groups may ask ques ons to the group who have presented
their plan.

- Do

e Congratulate each group for sharing their points.

e Ask the audience to applaud for them.

e Keepacheckon me. Tell group to wind up the discussion quickly if they go beyond the
given me limit.

— Say

e Along with a business plan, you need to create a financial plan and evaluate the risk
involved with your start up.

= Discuss 'Financial Planning' and 'Risk Management' in detail as given in the Par cipant
Handbook.

— Summarize

e Askthe par cipants what they have learnt from this exercise/ ac vity.
e Askif they have any ques ons related to what they have talked about so far.
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r Notes for Facilita on

Keep the business plan format ready in a flipchart to display it during the ac vity.
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UNIT 6.6.5: Procedures and Formali es for Bank Finance

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e Discuss the importance of se ng goals

e Di eren ate between short-term, medium-term and long-term goals
e Discuss how to write a business plan

= Explain the financial planning process

« Discuss ways to manage your risk

- Resources to be Used

e Par cipant Handbook
e Bank loan/finance form sample

— Ask

e While preparing a business plan in the last session, we discussed financial planning to
arrange financial resources for your start-up. Therefore, how will you collect funds to start
your business?

— Say

« While most entrepreneurs think 'product’ is the most di cult thing to decide for a
business, start-up capital poses an even a bigger obstacle. Though there are various ways
of funding the business, to convince investors to invest money is the most challenging.

e Some of the funding op ons available in India are:

0 Bootstrapping: Also called self-financing is the easiest way of financing

o0 Crowd funding: Funds are collected by consumers pre-ordering or dona ng forstar ng
the business.

0 Angelinvestors: Individual or group of investorsinves nginthe company

0 Venture capitalists: Venture capitals are professionally managed funds who invest in
companiesthat have huge poten al. They usually investin a business against equity.

0 Bankloans: The most popular method in India.
0 Microfinance Providers or NBFCs
o Government programmes
e Letus know discuss the most popular method i.e. bank finance in detail here.
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e Discuss the list of documents that are required to apply for a loan like le er of
introduc on, business brochure, references of other banks, and financial statements.

e Explain the details to be filled in a loan applica on form.

< Divide the class into groups. Give each group a loan applica on form.

e Ask the groups to discuss andfill the form.

- Summarize

e Close the discussion by summarizing the important documents needed for bank loan.
e Askthe par cipantsif they have any ques ons related to what they have talked about so
far.

— Notes for Facilita on

e Checklist of documents is provided as resources for the session.

e You can make some copies and distribute it during the group ac vity.

e Download sample loan applica on forms from any na onalised bank's website. Print
su cient copies to circulate it amongst the groups.

CHECKLIST OF DOCUMENTS TO BE SUBMITTED ALONG WITH LOAN APPLICATION
(Common for all banks)

. Audited financial statements of the business concern for the last three years

. Provisional financial statements for the half — year ended on

. Audited financial statements of associate concern/s for the last three years

. Copy of QIS Il for the previous quarter ended on

. Opera onal details in Annexure |

. CMA data for the last three years, es mates for current year and projec on for the next

. Term loan/DPG requirements in Annexure ||
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. List of machinery in respect of machinery offered as security in Annexure ll|

9. Addi onal details for export advances furnished in Annexure IV

10. Property statements of all directors/partners/proprietor/guarantors

11. Copies of ITAO of the company for the last three years

12. Copies of ITAOs/WTAOs of the directors/partners/proprietor and guarantors

13. Copies of cer ficate from banks and financial ins tu ons cer fying the latest liability with

14. Copy of board resolu on authorizing the company to apply to your bank for the credit
facili esmen onedinapplica on
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15. Copy of memorandum and ar cle of associa on (in case of limited company)/partnership
deed (in case of partnership firm)

16. Cash budget for the current year and next year in case of contractors and seasonal
industries.
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UNIT 6.6.6: Enterprise Management — An Overview: How

to Manage Your Enterprise?

Unit Objec ves

At the end of this unit, par cipants will be able to:

= Discuss how to manage their own enterprise

— Resources to be Used

e Par cipant Handbook

— Ask

e Having set up a business, do you think it is possible to do everything on your own?
e Does one require trained persons for help?
e What does management mean?

— Say

e Let's have a look at this example:

Kapil had a small business that was beginning to pick up pace. He wanted to expand his
business, and therefore employed few more people. One day, as he was walking past
Ramesh, one of his new employees, he overheard Ramesh talking rudely to a customer
on the phone. This set him thinking. Kapil realised that he should have regular team
mee ngs to mo vate his employees and speak with them about any problems they might
be facing during work. He should also conduct training sessions on new prac ces, SO
skills, and technology, and develop work ethics manual for managing his enterprise.

— Say

e Was Kapil correct in his approach or he should have scolded Ramesh instantly in front of
his other employees?

e Discuss “Enterprise Management — An Overview” with the par cipants as given in the
Par cipant Handbook.

— Say

e Let'slearnhowtoe ec vely manage an enterprise or business through an ac vity.
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Team Ac vity

Enterprise Management

e Thisisagroup ac vity.

e Design a matrix lis ng the topics and key words that are needed to run an enterprise
e ec vely and smoothly.

Ac vity De-brief

e Have each group present their matrix.

e Encourage par cipants of the other groups to ask ques on about each other's
presenta on.

Do

e Instruct the par cipants that this is group work.

e Divide the class into small groups of 4.

e Give each group a chart paper and coloured pen.

e Tell the par cipants that they have make a matrix they need to fi Il.

e They have to write the main topics and key words that will them e ec vely manage their
enterprise.

e Give the par cipants 15 minutes to discuss and write.

e Keep acheckon me. Tell the group to wind up quickly if they go beyond the given me
limit.

Summarize

e Askthe par cipants what they have learned from this exercise/ac vity.

e Askif they have any ques ons related to what they have talked about so far.

e Close the discussion by summarizing the importance of e ec ve management to run an
enterprise as given in the Par cipant Handbook.




Facilitator Guide

UNIT 6.6.7: 20 Ques ons to Ask Yourself before

Considering Entrepreneurship

— Unit Objec ves

At the end of this unit, par cipants will be able to:

e List the important ques ons that every entrepreneur should ask before star ng an
enterprise

—- Resources to be Used

e Par cipant Handbook
e Blank sheets of paper
e Pens

- Ask

e Why do you want to become an entrepreneur?

— Say

e It is very important to know why you want to become an entrepreneur. Your personal
goals for becoming an entrepreneur play a key role in the success of your business. Your
goals should be clear well before you start your business.

e Apart from the goals, the other aspects of business that you need to bear in mind are the
poten al problems that you may face to set-up, your areas of interest, and all the other
dimensions of the business.

e Let'sunderstand it be er with the help of some ques ons that every entrepreneur should
ask before star ng their own business.

e Open the Par cipant Handbook sec on named '20 Ques ons to Ask Yourself Before
Considering Entrepreneurship’. You have to answer the ques ons individually.

e Then, we will have aclass discussion on all the ques ons.

- Do

e Read out the ques ons one by one in front of all the par cipants.
e Par cipants have to answer all the one by one ques ons.

e Give the class 10-15 minutes to note down their answers.

e Atthe end of 15 minutes, open the discussion for all the ques ons.
e Moderate the discussion by focusing on the relevant points.
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« Keepacheckon meanddon'tletthediscussiongetsabotaged orlose trackof me.
Ensure all the ques ons are covered and discussed.

e Give the par cipants 15 minutes to discuss and write.

e Keep acheckon me. Tell the group to wind up quickly if they go beyond the given me
limit.

Summarize

e Askthe par cipants what they have learned from this exercise/ac vity.
* Askifthey have any ques ons related to what they have talked about so far.
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Annexure 1
Training Delivery Plan
Training Delivery Plan
Program Name: Service Engineer
Qualifica on Pack Service Engineer, ELE/Q4607
Name & Ref. ID
Version No. V1.0 Version Update Date | 04-03-2015
Pre-requisites to Diploma with 1-year Field Technician experience
Training Engineering Graduate
Training Outcomes By the end of this program, the par cipants will be able to:
e Ability to build interpersonal rela onships, and have a customer
centric approach
e Ability to work on Mul ple IT Products
e Solve the IT related problems including So ware problems
e Facility management at Customer premises
e Manage Service requirement of Customer
e Knowing the importance of SLAs and Company Processes




Session Name

Session Objec ves

NOS
Reference

Methodology

Service Engineer

Training
Tools/Ads

Dura on
HH:MM

1 Maintainin
glIT
hardware

Introduc on
to hardware
component

Basics of
Computer,

di erent types
of IT products,
Servers,

So ware, etc.
Basics of
Components,
Modules and
func ons
Understand the
work processes
at customer’s
facility and the
IT hardware in
use

Assess the

cri cal work
processes
undertaken at
the facility.
Assess the

cri cal
equipment and
IT hardware in
use
Troubleshoot
so ware related
problems and
install standard
and prescribed
so ware on the
system

Iden fy and
replace faulty
module
Escalate
problems
requiring
external support
to vendor or
superior
Understand the
company policy
on Customer
care, Annual
Maintenance
and warranty

ELE/N4614

Facilitator-led
— Discussion
Demonstra o
n

Power-point
presenta on
Audio-visuals-
Images

Computers
Laptops
Laser
Printers
Ink Jet
Printers
Dot Matrix

Printers

Theory:
05:00

Prac cal:
15:00

2 Managing
Assets &
Warranty

Recording
and delivery
standards

Material
management
including Stock
maintenance
Records on
Warranty and
AMC schedules
Assess the age
and Condi on of
the assets

ELE/N4614

Facilitator-led
— Discussion

Demonstra o
n

Power-point
presenta on

MIS tools

Theory:
05:00

Prac cal:
15:00
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Maintain
records of
Assets

Maintain data
base and
related
administra on
Back-up
schedule and
follow-up
Understand the
company code
of conduct and
delivery
standards

Monitoring
System

Monitoring
Tools

Monitor the IT
Hardware using
Tools with latest
update.
Manage Security
and Access on
Customer
equipment
Monitor Server,
Storage device
and Networks
Maintain  and
Monitor
environmental
requirements
Organiza on
Culture and
typical
Customer
profile

ELE/N4614

Facilitator-led
— Discussion

Videos,
PPT’s,
Laptop,
Projector,
Projector
Screen,
White

Board,

Theory:
05:00

Prac cal:
15:00

Maintainin
g Schedule
records

Recording of
assets

Update the
records on
regular intervals
Maintain
records of
warranty

ac vi es
Maintain
records of

So ware
updates &
Expiry
Maintain SLA
Keep record of
Passwords and
Security keys.

ELE/N4614

Facilitator-led
— Discussion

Demonstra o
n

Power-point
presenta on

Audio-Visuals-
Images

Videos,
PPT’s,
Laptop,
Projector,
Projector
Screen,
White Board

Theory:
05:00

Prac cal:
15:00

Interac ng
with
Customer
and
Supervisor

Understandin
g customer
requirements

Follow
Customer
targets and
work process
Understand
service level
contract
Communicate
with Supervisor
on non-regular

ELE/N4614

Facilitator-led
— Discussion

Demonstra o
n

Videos,
PPT’s,
Laptop,
Projector,
Projector
Screen,
White Board

Theory:
05:00

Prac cal:
15:00
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and di cult
problems along
with status
update
Communicate
with Supervisor
if Customeris un
happy
Understand
company’s
repor ng
structure

Achieving
Produc vit
y targets

Documenta
on policy

Adhere fully
with work
standards
Achieve down
me as per the
contract
Escalate
problems in
me
Maintain
complete
records of
ac vity and
Assets
Understand
company’s
documenta on
policy

ELE/N4602

Facilitator-led
— Discussion

Videos,
PPT’s,
Laptop,
Projector,
Projector
Screen,
White Board

Theory:
05:00

Prac cal:
15:00

Monitoring
system
remotely

Problem
management
process

Use cri cal tools
to monitor as
per Customer
requirement
Monitor EUC,
Servers, Storage
and network
online
Configure
system
manually or
automa cally
Iden fy
problem areas
real me and

rec fy

ELE/N4615

Facilitator-led
— Discussion

Videos,
PPT’s,
Laptop,
Projector,
Projector
Screen,
White Board

Theory:
05:00

Prac cal:
10:00

Repor ng
Performanc
e

Sta s cal
tools

Follow process
to report
performance —
Problem
incidence,
response me,
escala on me
Use sta s cal
tools

Record the
performance

ELE/N4615

Facilitator-led
— Discussion

Theory:
05:00

Prac cal:
10:00

Interac ng
with
customer,

Escala on
process

Prepare ac on
plan and share
with  customer
and/or vendor

ELE/N4615

Facilitator-led
— Discussion

Theory:
05:00
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vendor and e Interact  with Prac cal:

superior senior 10:00
management of
customer

e  Recommend
new solu ons to
customer

e A end
customer’s IT
mee ngs

e  Escalate
unresolved
issues to
superior

10 Interac ng | Understandin Understand and | ELE/N9909 | Facilitator-led Theory:

with g work assess work — Discussion 05:00

supervisor | requirements requirements
e Understand the

targets and 08:00
incen ves

e Understand
new opera ng
procedures and
constraints

e  Report
problems in the
field

e Resolve
personnel issues

e Receive
feedback on
work standards
and customer
sa sfac on

e Communicate
any poten al
hazards at a
par cular
loca on

e Meetgiven
targets

e  Deliver work of
expected quality
despite
constraints

e  Receive posi ve
feedback on
behaviour and
a tude shown
during
interac on

11 Coordina n | Interac ng e Interact with ELE/N9909 | Facilitator-led Theory:

g with with colleagues from — Discussion 03:00

colleagues | colleagues di erent '
func onsand Prac cal:

understand the 08:00
nature of their
work

*  Receive spares
from tool room
or stores;
deposit faulty

Prac cal:
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modules and
tools to stores
Pass on
customer
complaints to
colleagues in
arespec ve
geographical
area

Assist
colleagues with
resolving field
problems,
conflicts and
achieve smooth
workflow
Follow the
company policy
during cross

func onal
interac on
12 Final This will be ELE/N4614 Theory:
Assessment Mul ple ELE/N4615 02:00
gues on type ELE/N9909
Scenario based Prac cal:
04:00
Unique Total
Equipment | dura on:
Required:
1.Computer Theory-
2. Laptops .
3. Laser ELh
Printers
4. Ink Jet
Printers Prac cal
5. Dot —140:00
Matrix
Printers
6. Scanners
7. Soldering
irons
8.Mul mete

rs
9. Post cards
10. Screw
Driver

11. Cables
12. Network

switch
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Annexure Il

Assessment Criteria
CRITERIA FOR ASSESSMENT OF TRAINEES

Assessment Criteria for “Service Emgineer”

Job Role Service Engineer
Qualifica on Pack ELE/ Q 4607
Sector Skill Council Electronics Sector Skills Council of India
Sr. No. Guidelines for Assessment
1 Criteria for assessment for each Qualifica on Pack will be created by the

Sector Skill Council. Each Performance Criteria (PC) will be assigned marks
propor onal to its importance in NOS. SSC will also lay down propor on of
marks for Theory and Skills Prac cal for each PC.

2 Each NOS will have assessed both for theore cal knowledge and prac cal

3 The assessment will be based on knowledge bank of ques ons created by
the SSC.

4 Individual assessment agencies will create unique ques on papers for

theory and skill prac cal part for each candidate at each
examina on/training centre

5 To pass the Qualifica on Pack, every trainee should score a minimum of
70% in every NOS
6 In case of successfully passing only certain number of NOS's, the trainee is

eligible to take subsequent assessment on the balance NOS's to pass the
Qualifica on Pack.

Marks
Alloca
on
Element Performance Criteria Total Outof | Theory | Skills
marks (out Prac ¢
of 100) al
ELE/N4614 Manage Customer’s IT Hardware at Facility
PC1. understand the work processes at 2 1 1
customer’s facility and the IT hardware
in use such as desktop and laptop
computers (EUC), server, storage,
networking
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Maintaining
IT hardware

PC2. assess the cri cal work processes
undertaken at the facility

PC3. assess the cri cal equipment and
IT hardware in use

PC4. troubleshoot so ware related
problems and install standard and
prescribed so ware on the system

PC5. iden fy and replace faulty module
in the IT Hardware system

PC6. stock recommended level spares
for regularly occurring problems

PC7. escalate problems requiring
external support to vendor or superior

Managing
assets and
warranty

PC8. take stock of each IT hardware in
use, their serial no., make details

PC9. keep records or date of purchase
and warranty as well as any annual
maintenance schedule

PC10. assess the age or condi on of
assets and their maintenance schedule
based on cri cality or redundancy

PC11. update records of assets not in
use or issued to customer’s employees
or returned

PC12. maintain databases and related
administra on

PC13. complete back-up ac vity every
day

Monitoring
system

PC14. use recommended tools to
monitor the IT hardware systems in use

PC15. iden fy and download so ware
and tools for monitoring specific
systems

PC16. iden fy new versions of
applica ons in use and update as per
customer’s policy

PC17. manage security and access
controls on end-user compu ng
equipment

100

1 1
1 1
1 1
1 1
1 1
1 2
2 1
2 1
1 1
1 1
1 1
1 1
1 2
2 1
2 1
2 2
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PC18. monitor servers, storage and 4 2 2
networks for smooth work flow
PC19. keep track of the appropriate 4 2 2
temperature and dust environment
required for managing assets
PC20. update records of daily ac vity 3 2 1
including scheduled and unscheduled
maintenance
o PC21. maintain records of ac vi es 3 1 2
Maintaining .
undertaken with respect to warranty
schedule
records PC22.so ware updates and expiry 4 2 2
dates
PC23. problem incidence, cri cality, 4 2 2
response me and down me
PC24. problem escala on details, if 3 1 2
required
PC25. keep track of passwords and 3 2 1
other security keys or changes there-in
PC26. work with customer as per their 5 2 3
targets and work process
Interac ng PC27. understand the service level 5 3 2
with contract
customer PC28. communicate with superior 5 2 3
and superior | about non-rou ne ordi cult
problems, work comple ons and
contractual ma ers
PC29. communicate with superior 5 2 3
when customer is unhappy with work
standards
PC30. adhere 100% to contracted 3 2 1
standards of work
PC31. achieve down me of less than 2 1 1
. 1% or as contracted
Achieving
produc vity | PC32. escalate problemsin me and as 3 1 2
target per cri cality of work process
PC33. maintain 100% records of ac vity 2 1 1
or assets
Total 100 50 50

ELE/N4615 Manage customer’s system remotely
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PC1. use monitoring tools to keep 5 2 3
watch on cri cal hardware, 24x7 days
or as contracted
PC2. monitor EUC, server and storage 5 2 3
administra on, network opera ons
and online systems
Monitoring  "pe3 ink the monitoring system to 5 2 3
systems regional hub
PC4. develop or refine monitoring tools 5 3 2
PC5. configure systems manually or 5 3 2
automa cally
PC6. iden fy problem areasinreal me 5 3 2
and troubleshoot
PC7. follow process for: problem 100 7 4 3
incidence, response me, escala on
me
Repor ng
performance | PC8.usesta s cal tools to develop 7 3 4
intelligence and spot poten al areas of
disrup ons
PC9. record down me details 6 3 3
Interac ng PC10. prepare ac on plan and share 6 3 3
with with customer and/or vendor
customer, PC11. interact with senior management 6 3 3
vendorand | of cstomer
superior
PC12. recommend new solu ons to 6 3 3
customer
PC13.a end customer’s IT mee ngs 6 3 3
PC14. escalate unresolved issues to 6 3 3
superior
Achieving PC15. adhere 100% to contracted 5 2 3
delivery standards of work
standards PC16. achieve down me of less than 5 3 2
1% or as contracted
PC17. escalate problemsin me and as 5 2 3
per cri cality of work process
PC18. maintain 100% records of ac vity 5 3 2
Total 100 50 50

ELE/N9909 Coordinate with colleagues and co-workers
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PC1. understand and assess work 5 3 2
requirements

PC2. understand the targets and 5 2 3
incen ves
PC3. understand new opera ng 5 2 3

procedures and constraints

PC4. report problems in the field 5 2 3
Interac ng :
with PC5. resolve personnel issues 5 2 3
supervisor PC6. receive feedback on work 5 2 3
standards and customer sa sfac on
PC7. communicate any poten al 5 3 2
hazards at a par cular loca on
PC8. meet given targets 5 3 2
PCO. deliver work of expected quality 100 5 3 2
despite constraints
PC10. receive posi ve feedback on 5 3 2
behaviour and a tude shown during
interac on
PC11. interact with colleagues from 10 5 5
di erentfunc onsand understand the
nature of their work
. PC12. receive spares from tool room or 10 5 5
Coordina ng .
with stores; deposit faulty modules and
tools to stores
colleagues
PC13. pass on customer complaints to 10 5 5
colleagues in a respec ve geographical
area
PC14. assist colleagues with resolving 10 5 5
field problems, conflicts and achieve
smooth workflow
PC15. follow the company policy during 10 5 5

cross func onal interac on

Total 100 50 50
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- Do

e Explain each Guideline for Assessment in detail

e Explain the score that each trainee needs to obtain

e Recapitulate each NOS one-by-one and take par cipants through the alloca on of marks
for Theory and Skills Prac cal.

e Explain the Alloca on of Marks. Explain that they will be assessed on Theory and Skills
Prac cal.
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— Notes
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