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User : good moming
Agent : hello what can | help you with loday W
User : /d like a table for two in london in a moderate price range
[restaurant{location=london, people=two price=moderate | sentiment=neutral]
Agent : f'm on & [inform().sentiment=neutral]
User : <SILENCE> [sdence() sentiment=neutral]
Agent : any preference on a fype of cuisine  [request{iood) sentiment=neutral]
User : with spanish cuisine [food(spanish):sentiment=neutral]
Agent : did u say spanish cuisine [reask(food=spanish).sentiment=neutral]
User : obviously [confirm{food=spanish ). sentiment=negative)
Agent : What category restaurant are you looking for  [request(category)sentiment=neutral]
User : five star [informi{category=five ) sentment=neutral]
Agent : ok let me look inlo some options for you [informy);sentiment=neutral]
User : <SILENCE> [sdence().sentment=neutral]
Agent ; api_call spanish london two moderale  [api_call();sentiment=neutral]
User : <SILENCE> [sdence().sentment=neutral]
Agent : what do you think of this option:
Resto_london_moderate_spanish_Bstars [option(). sentiment=neutral]




User : that looks greal [inform(YES ) sentiment=positive]
Agent : great let me do the reservation [inform{done) sentiment= positive]

User ; do you have its phone number

[phone(res_name=resto_london_moderate_spanish_4stars) sentiment=neutral]

Agent : here it is resio_london_moderale_spanish_4stars_phone [inform(done);sentiment=neutral]
User : may i have the address of the restaurant
|address(res_name=resio_london_moderate_spanish_dstars),sentiment=neutral]

Agent : here it is resto_london_moderate_spanish_d4stars_address [inform(done);sentiment=neutral]

User : you rock [inform(); sentiment=positive]
Agent ; is there anything i can help you with [else{);sentiment=neutral]

User : no thank you [inform{NQ);sentiment=neutral]
Agent : you're welcome [greeting();sentiment=neutral]
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Training Delivery Plan

Program Name: Technical Support Executive- Non-Voice

Qualification Pack Name & Ref. ID | Technical Support Executive- Non-Voice SSC/Q7201

Version No. 2.0 Version Update Date 27/01/2022

Certifications/courses in Infrastructure standards, ITIL etc.
Pre-requisites to Training (if any) Relevant certifications in one or more of the following areas: Storage,
Server, Database, etc.

By the end of this program, the participants will be able to:
1. Identify the role and importance of a Domestic IT Helpdesk At-
tendant.

2. Collate existing documents, language standards, templates relat-
ed to service requests.

3. Examine the methods to handle common service requests.

4. Categorize and prioritize service requests from customers with
justifiable resolution time.

5. Demonstrate working on the various validation steps related to
application management, installation, security hardening, etc.

6. Design incident management process flow from 1st level till esca-
lation level coordinating with specialist support groups.

Training Outcomes s
7. Demonstrate process knowledge on hardware and software utili-
ties for raising escalation and fetching data.

8. Demonstrate error mitigation techniques related to access man-
agement, application installation, network installation, etc.

9. Demonstrate application of source coding standards, ticketing
tools and other IT related technologies.

10. Explain the purpose and use of data configuration.

11. Examine the outcome of rule-based analysis of the data/informa-
tion for database management.

12. Recognize the importance of using time and resources effectively.

13. Describe how to maintain a health, safe and secure environment
at workplace.




Module
Name

Session Name

Session Objectives

NOS
Reference

Methodology

Training
Tools/Aids

Duration
(hours)

Ice Breaking Session 1 * Recognize the IT- Bridge Classroom Computer, | 2 Hours
Session - Recapitulative ITeS Industry Module lecture/ PPT projector,
Introduction Session e Qutline the future session blackboard,
to thelT of product support classroom,
Industry and Industry classroom
the Job Role furniture

e Outline the re- Bridge Practical Laptop, 2 Hours
quirements of an Module demonstration White
non-voice technical Board,
executive Marker,

e List the job re- Projector,
sponsibilities of an Audio-Visu-
technical support al Aids
executive

SSC/N7201 Session 1 ¢ Implement policies | SSC/N7201 | Classroom Laptop, 4 Hours
Deal re- Attending provided as per lecture/ PPT White
motely with customer guidelines when KU1, KU2, | session Board,
customer queries dealing with re- GS1, GS2 Marker,
queries mote queries. Projector,

e Categorize the Audio-Visu-
various segments in al Aids
non-voice service,
tools, and tech-
niques.

e Show proper use
of capturing and
identifying SLA

Practical SSC/N7201 | Practical Computer | 4 Hours

e Read carefully, demonstration/ | Lab with
summarize, and ob- PC1, PC2, Dummy Soft- 1:1 PC:
tain customer con- PC3 ware sessions trainee
firmation regarding ratio and
understanding of having
queries internet

e Greet customers connection,
and verify their MS Office
details, following / Open
organizational pro- office,
cedures Browser,

Outlook /
Any other
customer
communi-
cation tool.

MS—Office,




Server con-

nected in a
network
Incident
capturing,
tracking
and Resolu-
tion Tool
White-
board and
Markers
Session 2 ¢ |dentify different SSC/N7201 | Classroom Laptop, 4 Hours
Process of questioning tech- lecture/ PPT White
query man- niques for identify- KUS5, GS6 | session Board,
agement ing customer Marker,

e Seek clarification Projector,
on problems and Audio-Visu-
advice from others al Aids

e Communicate/
listen (orally/in
written) effectively
in at least one local
language

Practical SSC/N7201 | PPT session/ Laptop, 4 Hours

e Record and cat- PC3, PC4 Role Play White
egorize queries Board,
accurately using or- Marker,
ganization’s query Projector,
management tool Audio-Visu-

e Obtain information al Aids
from customers to
identify their needs

Session 3 e Communicate/ SSC/N7201 | Classroom Laptop, 6 Hours
Dealing with listen (orally/in KU3, KU4 | lecture/ PPT White
queries written) effectively GS5, GS4 | session/ Role Board,
in at least one local Play Marker,
language Projector,

e Build and maintain Audio-Visu-

positive and effec- al Aids

tive relationship
with customers to
ensure customer
satisfaction
Identify organiza-
tion’s management
tools and systems
for recording,
categorizing and
resolving customer
queries

Customer relation-
ship management
(CRM) tools of the
organization and
how to use these




Practical SSC/N7201 | Practical Computer 6 Hours
e  Comply with rel- demonstration/ | Lab with
evant standards, PC5 Role Play on soft | 1:1 PC:
policies, proce- skills and techni- | trainee
dures and guide- cal content ratio and
lines when dealing having
remotely with internet
customer queries connection,
MS Office
/ Open
office,
Browser,
Outlook /
Any other
customer
communi-
cation tool.
MS—Office,
Server con-
nected in a
network
Session 4 e The organization’s SSC/N7201 | Classroom Laptop, 6 Hours
Different tools for recording, lecture/ PPT White
types of que- completing and KU7, KU8, | session/Hand- Board,
ries/service fulfilling customer GS8, GS9 book use/ Links Marker,
request and sales provided by the | Projector,
how to deal e Common types of Trainer Audio-Visu-
with these service requests al Aids
and how to resolve
them
e Different styles, ap-
proaches and ques-
tioning techniques
for understanding
service requests
e Apply balanced
judgments to differ-
ent situations using
a problem solving
approach
Practical SSC/N7201 | Practical Computer 8 Hours
e Express concern PCe6, PC7 demonstration/ | Lab with
for any difficulties Software use/ 1:1 PC:
caused and show Lab Sessions trainee
commitment to ratio and
resolve queries having
e Handle customer internet
queries, objec- connection,
tions and rebuttals MS Office

following standard
scripts




Prioritize service

/ Open

requests/incidents office,
according to organi- Browser,
zational guidelines Outlook /
Any other
customer
communi-
cation tool.
MS—Office,
Server con-
nected in a
network,
White-
board and
Markers
Session 5 e |dentify the impor- SSC/N7201 | Classroom Laptop, 6 Hours
Documenta- tance of document- lecture/ PPT White
tion process ing, classifying and GS3, GS4, | session/Hand- Board,
for queries prioritizing custom- KU4, KU5 | book use/ Links | Marker,
er queries provided by the | Projector,

e Draw a conclusive Trainer Audio-Visu-
plan and organize al Aids
work to achieve tar-
gets and deadlines

e Seek clarification
on problems and
advice from others

e Standard tools,
templates, scripts
and knowledge
base available for
dealing with cus-
tomer queries and
use them to find
resolution

Practical SSC/N7201 | Role play / PPT Computer 4 Hours

e Record the reso- sessions Lab with
lution of queries PC11 1:1PC:
accurately using trainee
the query manage- ratio and
ment tool having

internet
connection,
MS Office

/ Open
office,
Browser,
Outlook /
Any other

call tools.




MS—Office,

Server con-
nected in a
network,
Incident
capturing,
tracking
and Resolu-
tion Tool
Session 6 e Perform rule-based | SSC/N7201 | Classroom lec- Laptop, 6 Hours
Software transactions in line ture/ PPT ses- White
requirement with specific guide- KUS8, GS8, | sion/Handbook Board,
for query lines/procedures GS9 use/ Dummy Marker,
management and service level model demo Projector,
agreements session Audio-Visu-
e Apply balanced al Aids
judgments to differ-
ent situations using
a problem solving
approach
e |dentify the
range of common
problems and how
to resolve these,
including:
¢ a) network/connec-
tion and account
maintenance/ac-
cess problems
e b) hardware, voice,
telephone or video
related problems
® ) operating sys-
tem, software and
installation/config-
uration problems
Practical SSC/N7201 | Classroom lec- Computer 6 Hours
e Monitor problems ture/ PPT ses- Lab with
to keep customers PC9, PC12 | sion/ Handbook | 1:1 PC:
informed about use/ Soft Skills trainee
progress and any Role play ratio and
delays in resolving having
them internet
e Comply with rele- connection,
vant standards, pol- MS Office
icies, procedures / Open
and guidelines office,
when dealing with Browser,

basic IT service
requests/incidents




Outlook /

Any other
customer
communi-
cation tool.
MS—Office,
Server con-
nected in a
network
Incident
capturing,
tracking
and Resolu-
tion Tool
White-
board and
Markers
Session 7 e Checkif the workis | SSC/N7201 | Classroom Computer 6 Hours
Technical complete and free GS 4,8,9 lecture/ PPT Lab with
skills for que- from errors KU 3,5 session/ Hand- 1:1PC:
ry handling e Design a conclusive book use trainee
plan and organize ratio and
work to achieve tar- having
gets and deadlines internet

e Perform rule-based connection,
transactions in line MS Office
with specific guide- / Open
lines/procedures office,
and service level Browser,
agreements Outlook /

e Apply balanced Any other
judgments to differ- customer
ent situations using communi-
a problem solving cation tool.
approach

e Apply customer re-
lationship manage-
ment (CRM) tools
of the organization

Practical SSC/N7201 | Classroom Computer 4 Hours

e Refer issues outside PCS8, 9 lecture/ PPT Lab with
the area of compe- session/ Hand- 1:1 PC:
tence and authority book use trainee
to supervisors, fol- ratio and
lowing the organi- having
zation’s procedures internet

e Monitor problems connection,
to keep customers MS Office
informed about
progress and any
delays in resolving / Open
them office,

Browser,
Outlook /
Any other

tool.




SSC/N9001
Manage
your work
to meet re-
quirements

Session 1 e Check your specific | SSC/N9001 | Classroom White- 8 Hours
Organise work requirements lecture/ PPT board and
your work and who these KU3, GS5, | session/ Video Markers.
requirements must be agreed GS8, GS9 sessions on real | LCD Pro-
(activities, with time scenarios jector and
deliverables, | ¢ Demonstrate how Laptop for
quantity) to make a decision presenta-
on a suitable course tions.
of action Training or-
e Discuss how to ganization’s
deliver consistent confidenti-
and reliable service ality policy.
to customers
e Check that your
own work meets
customer require-
ments
e Analyse needs,
requirements and
dependencies in
order to meet your
work requirements
e Apply judgments to
different situations
e Check your work is
complete and free
from errors
e Identify and refer
anomalies in data
e Explain how to
keep up to date
with changes,
procedures and
practices in your
role
Practical SSC/N9001 | Industry expert Training on | 8 Hours
e Ensure your work session/case organiza-
meets the agreed PC9 studies followed | tion’s con-
requirements by role plays fidentiality
policy.
Session 2 e Demonstrate how SSC/N9001 | Classroom White- 8 Hours
Manage your to prioritize your lecture/ PPT board and
time to meet workload accord- KUS5, KU9, | session/ Video Markers.
your work ing to urgency and KU10, elaborations fol- | LCD Pro-
requirements importance and the | KU11, GS1, | lowed by group | jectorand
benefits of this GS6, GS7 discussions Laptop for
¢ Identify the im- presenta-
portance of being tions.

flexible and adapt




ing work plans to Training on
reflect change organiza-

e Recognise the tion’s con-
importance of fidentiality
completing work policy.
accurately

e Identify appro-
priate timescales
for completing
your work and the
implications of not
meeting these for
you and the organi-
zation

e Demonstrate
how to complete
accurate work with
attention to detail

e Plan and orga-
nize your work to
achieve targets and
deadlines

e Check and agree
objectives and
work requirements

Practical SSC/N9001 | Industry expert | Trainingor- | 8 Hours

e Utilize your time session/ Role ganization’s
effectively PC3 play confidenti-

ality policy.
Session 3 ¢ Identify your orga- SSC/N9001 | Classroom White- 8 Hours
Practise how nization’s policies, lecture/ PPT board and
to follow the procedures and pri- KU1, GS2 | session Markers.
set organisa- orities for your area LCD Pro-
tional stan- of work and your jector and
dards to meet role and responsi- Laptop for
work require- bilities in carrying presenta-
ments out your work tions.

e Demonstrate how Training or-
to read instruc- ganization’s
tions, guidelines, confidenti-
procedures, rules ality policy.
and service level
agreements

Practical SSC/N9001 | Industry expert | Trainingor- | 8 Hours

e Explain how to session/ Flash ganization’s
work in line with PC6, PC7 card sessions confidenti-
your organization’s ality policy.

policies and proce-
dures

Describe how to
work within the




limits of your job
role

Session 4 * Recognise the lim- SSC/N9001 | Classroom lec- White- 8 Hours
State how to its of your responsi- ture/ PPT ses- board and
coordinate bilities and when to | KU2, KU7, | sion/ handbook | Markers.
with appro- involve others KUS8, GS3, | usage/ Softskill | LCD Pro-
priate people | ¢ Identify the pur- GS4, GS10, | video presenta- | jector and
to meet the pose of keeping GS11, tion Laptop for
work require- others updated GS12, presenta-
ments with the progress GS16, GS17 tions.
of your work Training or-
e Explain how to ask ganization’s
for clarification and confidenti-
advice from line ality policy.
managers
e Demonstrate how
to communicate
orally with col-
leagues
® Recognise and refer
anomalies to the
line manager
e Seek clarification
on problems from
others
Practical SSC/N9001 | Industry expert | Training or- | 8 Hours
e Establish and agree session/ Role ganization’s
your work require- PC1 play sessions confidenti-
ments with appro- ality policy.
priate people
Session 5 e |dentify who to SSC/N9001 | Classroom lec- White- 8 Hours
State how to obtain guidance ture/ PPT ses- board and
coordinate from and the typ- KUS8, GS12, | sion/ handbook | Markers.
with appro- ical circumstances GS16, GS17 | usage/ Soft skill | LCD Pro-
priate people when this may be video presenta- | jector and
to meet the required tion Laptop for
work require- | ¢ Provide relevant presenta-
ments (Cont.) information to tions.
others Training or-
e Assess the impor- ganization’s
tance of getting confidenti-
your work checked ality policy.
by peers
¢ Demonstrate how
to work effectively
in a team environ-
ment
Practical SSC/N9001 | Industry expert | Training or- | 8 Hours
e Discuss how to ob- session/ Role ganization’s
tain guidance from PC8 play sessions confidenti-
appropriate people, ality policy.

where necessary
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Session 6 e Identify resources SSC/N9001 | Classroom White- 8 Hours
Discuss how needed for your lecture/ PPT board and
to manage work and how to KU10 session Markers.
resources to obtain and use LCD Pro-
meet require- these jector and
ments Laptop for
presenta-
tions.
Training or-
ganization’s
confidenti-
ality policy.
Practical SSC/N9001 | Industry expert Training or- | 8 Hours
e Use resources session ganization’s
correctly and effi- PC4 confidenti-
ciently ality policy.
Session 7 * Recognise the im- SSC/N9001 | Classroom White- 4 Hours
State the portance of having lecture/ PPT board and
proper way a tidy work area KUu4 session Markers.
of handling and how to do this LCD Pro-
equipment & jector and
materials Laptop for
presenta-
tions.
Practical SSC/N9001 | Role Play ses- Training or- | 6 Hours
e Demonstrate how sions/ Video ganization’s
to keep your im- PC2 sessions confidenti-
mediate work area ality policy.
clean and tidy
Session 8 e Recognise your or- SSC/N9001 | Classroom lec- White- 6 Hours
Explain how ganization’s policies ture/ PPT ses- board and
to handle and procedures for KU6, GS18, | sion/ Handbook | Markers.
information dealing with confi- GS20 usage LCD Pro-
dential information jector and
and the importance Laptop for
of complying with presenta-
these tions.
e Use information Training or-
technology effec- ganization’s
tively, to input and/ confidenti-
or extract data ality policy.

accurately
Analyse how to
store and retrieve
information




Practical SSC/N9001 | Industry expert | Training or- | 6 Hours
e Evaluate confiden- session ganization’s
tial information PC5 confidenti-
correctly ality policy.
Session 9 e Establish and agree
Follow work work requirements
instruction with appropriate
and organiza- people
tion policies a. Apply the
instructions as
received from
superiors and
respond effec- SSC/N9001 | Classroom lec- White- 6 Hours
tively ture/ PPT ses- board and
b. Seek assistance GS6, GS10 | sion/ handbook | Markers.
from supervisor usage/ Soft skill | LCD Pro-
or any such video presenta- | jector and
appropriate tion Laptop for
authority presenta-
e Obtain guidance tions.
from appropriate Training or-
people, where ganization’s
necessary confidenti-
a. ldentify and ality policy.
report any pos-
sible deviations
to appropriate
authority
Practical SSC/N9001 | Industry expert | Training or- | 6 Hours
e Ensure work meets session/ Role ganization’s
the agreed require- PC1, PC2, Play confidenti-
ments PC3, PC4 ality policy.
e Obtain clarifica-
tion regarding the
information and in-
structions from the
supervisor related
to one’s work
Session 10 e Demonstrate how SSC/N9001 | Classroom White- 6 Hours
Basic work to keep immediate lecture/ PPT board and
ethics to sus- work area clean KU3, GS14, | session on Markers.
tain and grow and tidy GS15 housekeeping/ LCD Pro-
inan organi- | ¢ Utilize time effec- Handbook jector and
zation tively Laptop for
e Use resources presenta-
correctly and effi- tions.
ciently Training or-
a. Ask questions ganization’s
and seek clarifi- confidenti-
cations on work ality policy.

tasks whenever
required

b. Evaluate confi-
dential informa-
tion correctly




Practical SSC/N9001 | Industry expert | Training or- | 6 Hours

e Recognise the session/ Case ganization’s
significance of PC5, PC6, studies on vari- confidenti-
working in line PC7,PC8, | ous policiesand | ality policy.
with organization’s PC9 procedures
policies and proce-
dures
a. Seek and obtain

clarifications
on policies and
procedures,
from the super-
visor or other
authorized
personnel
SSC/N9002 Session 1 ¢ |dentify the impor- SSC/N9002 | Case studieson | White- 2 Hours
Work Communi- tance of effective various policies board and
effectively cation with communication KU 2, 3, and procedures | Markers.
with col- colleagues and establishing GS2,3,4,5 LCD Pro-
leagues good working jector and
relationships with Laptop for
colleagues presenta-

e Use different tions.
methods of com- Training or-
munication and the ganization’s
circumstances in confidenti-
which it is appro- ality policy.
priate

e Communicate
effectively with col-
leagues in writing

e Read instructions,
guidelines, proce-
dures, rules and
service level agree-
ments

o Listen effectively
and orally commu-
nicate information
accurately

e Seek clarification
and advice from
line managers

Practical SSC/N9002 | Role Play and White- 6 Hours

e Communicate with video session board and
colleagues clearly, PC1,2,3 Markers.
concisely and accu- LCD Pro-
rately jector and

e Integrate the work Laptop for
effectively with presenta-
colleagues’ work tions.

e Exchange essential Training or-
information to ganization’s
colleagues in line confidenti-
with organizational ality policy.

requirements




Session 2
Respect and
professional-
ism at work-

place

Discuss the impor-
tance of creating
an environment of
trust and mutual
respectinanen

SSC/N9002
KUS5, 6,
7,8
GS 4,15,
16,17

Case studies on
various policies
and procedures

White-
board and
Markers.
LCD Pro-
jector and
Laptop for

2 Hours

vironment where
there is no au-
thority over those
working
Implications of

not meeting the
commitments on
individuals and the
organization
Identify different
types of informa-
tion that colleagues
might need and
the importance

of providing this
information
Importance of
understanding
problems from the
colleagues per-
spective and how
to provide support,
where necessary, to
resolve these
Practice how to
treat other cultures
with respect

Help reach agree-
ments with col-
leagues

Keep up to date
with changes,
procedures and
practices in the role

Practical

Show respect for
colleagues

Carry out commit-
ments made to the
colleagues

Identify any prob-
lems while working
with colleagues and
take the initiative
to solve these
problems

SSC/N9002
PC4,5,6

Role Play and
video session

presenta-
tions.
Training or-
ganization’s
confidenti-
ality policy.

6 Hours




Hiyfreer e

Session 3 e |dentify organi- SSC/N9002 | Case studieson | White- 2 Hours
Organization- zations policies various policies board and
al policies and procedures KU1, KU4, | and procedures | Markers.
for working with GS6,7,8, LCD Pro-
colleagues 9, 10, jector and

¢ |dentify role and 11,12 Laptop for
responsibilities in presenta-
relation to policies tions.

¢ |dentify benefits of Training
developing pro-
ductive working
relationships with
colleagues organiza-

e Plan and organize tion’s con-
the work to achieve fidentiality
targets and dead- policy.
lines

e Ensure that the
work meets
customer require-
ments, and deliver
consistent and
reliable service

e Apply problem
solving approaches
in different situa-
tions

e Apply balanced
judgments to differ-
ent situations

e Getthe work
checked by peers

Practical SSC/N9002 | Role Play and White- 2 Hours

* Practice the orga- video session board and
nization’s policies PC7 Markers.
and procedures LCD Pro-
for working with jector and
colleagues Laptop for

presenta-
tions.
Training or-
ganization’s
confidenti-
ality policy.
SSC/N9003 Session 1 e Identify your orga- SSC/N9003 | Classroom White- 6 Hours
Maintain a Emergency nization’s emergen- lecture/ PPT board and
healthy, safe | Procedures In cy procedures for KU5, KU9, | sessionon Markers.
and secure | Case Of Emer- different emergen- KU10, GS3, | emergency LCD Pro-
working en- gencies cy situations and GS4, GS5 procedure/ jector and
vironment the importance of Handbook Laptop for
following these presenta-
e Describe evacua- tions.

tion procedures for
workers and visitors




e Demonstrate how
to summon medical
assistance and
the emergency
services, where
necessary

e Demonstrate how
to listen effectively
and orally commu-
nicate information
accurately

e Demonstrate how
to make a decision
on a suitable course
of action

e Analyse and or-
ganize your work
to meet health,
safety and security
requirements

Practical SSC/N9003 | Practical The train- 6 Hours
e |dentify and correct demonstra- ing orga-
any hazards that PC3,PC5, | tion/ Role play nization’s
you can deal with PC7 on Workplace current
safely, competently health and health,
and within the lim- safety/ Optional | safety and
its of your authority field visit security
e Follow your orga- policies
nization’s emer- and proce-
gency procedures dures.
promptly, calmly, Provision
and efficiently for online
e Demonstrate how research in
to complete any the Lab.
health and safety A sample
records legibly and health and
accurately safety
Session 2 e |dentify legislative SSC/N9003 | Classroom policy doc- | 6 Hours
Compliance requirements and lecture/ PPT ument.
With Orga- organization’s pro- KU1, GS1, session/ Emergency
nization’s cedures for health, GS2, GS6, Handbook/Peer broadcast
Policies safety and security GS7, GSS8, review session/ system
and your role and GS9, GS10 | Quiz or exercise | and mock
responsibilities in on policies and emergency
relation to this guidelines signage in
e Demonstrate how the

to complete accu-
rate, well written
work with attention




to detail appropri-

e Discuss how to read ate areas of
instructions, guide- the training
lines, procedures, institute.
rules and service White-
level agreements board and

e Demonstrate Markers.
how to build and LCD Pro-
maintain posi- jector and
tive and effective Laptop for
relationships with presenta-
colleagues and tions.
customers

e Apply problem
solving approaches
in different situa-
tions

e Analyse data and
activities

e Apply balanced
judgments to differ-
ent situations

e Describe how
to help reach
agreements with
colleagues

Practical SSC/N9003 | Industry expert | The train- 6 Hours

e Comply with your session/ Role ing orga-
organization’s PC1 Play on OHSC nization’s
current health, current
safety and security health,
policies and proce- safety and
dures security

policies
and proce-
dures.
Provision
for online
research in
the Lab.

A sample
health

and safety
policy doc-
ument.
Emergency
broadcast
system
and mock
emergency
signage in

the




appropri-
ate areas of

the training
institute.
Session 3 e Evaluate impor- SSC/N9003 | Classroom White- 6 Hours
Compliance tance of maintain- lecture/ PPT board and
With Organi- ing high standards KU6, GS11, | session/ Markers.
zation’s Poli- of health, safety GS12, Handbook/Peer | LCD Pro-
cies (Cont.) and security GS13, review session/ | jector and
e Check your workis | GS14, GS15 | Quiz or exercise | Laptop for
complete and free on policies and presenta-
from errors guidelines tions.
e Demonstrate how
to get your work
checked by peers
e Demonstrate how
to work effectively
in a team environ-
ment
e Identify and refer
anomalies
e Describe how
to help reach
agreements with
colleagues
e Demonstrate how
to keep up to date
with changes,
procedures and
practices in your
role
Practical SSC/N9003 | Industry expert | The train- 6 Hours
e Comply with your session/ Role ing orga-
organization’s PC1 Play on OHSC nization’s
current health, current
safety and security health,
policies and proce- safety and
dures security
policies
and proce-
dures.
Provision
for online
research in
the Lab.
A sample
health
and safety
policy doc-
ument.

Emergency




broadcast

system
and mock
emergency
signage
in the ap-
propriate
areas of
the training
institute.
Session 4 e Discuss what is SSC/N9003 | Classroom White- 6 Hours
Reporting meant by a hazard, KU2, KU3, | lecture/ PPT board and
In Case Of including the differ- | KU4, KU11 | session/ Hand- Markers.
Hazards And ent types of health book/ Optional LCD Pro-
Emergencies and safety hazards guest lecture jector and
that can be found Laptop for
in the workplace presenta-
* Recognise how and tions.
when to report
hazards
* Recognise limits of
your responsibility
for dealing with
hazards
e Explain how to use
the health, safety
and accident re-
porting procedures
and the importance
of these
Practical SSC/N9003 | Video Sessions/ | The train- 8 Hours
e Demonstrate how Lab sessions ing orga-
to report any haz- PC4 with practical nization’s
ards that you are demonstrations | current
not competent to health,
deal with safety and
security
policies
and proce-
dures.
Provision
for online
research in
the Lab.
A sample
health
and safety
policy doc-
ument.

Emergency




broadcast

system
and mock
emergency
signage
in the ap-
propriate
areas of
the training
institute.
Session 5 e Analyse impli- SSC/N9003 | Classroom White- 6 Hours
Breach In cations that any lecture/ PPT board and
Health And non-compliance KU7, KU8 | session Markers.
Safety Issues with health, safety LCD Pro-
Or Problems and security may jector and
have on individuals Laptop for
and the organiza- presenta-
tion tions.
e |dentify different
types of breaches
in health, safety
and security and
how and when to
report these
Practical SSC/N9003 | Industry expert | The train- 6 Hours
e Demonstrate how session/ Role ing orga-
to report any iden- PC2 Play or video nization’s
tified breaches in sessions fol- current
health, safety, and lowed by quiz health,
security policies safety and
and procedures security
to the designated policies
person and proce-
dures.
Provision
for online
research in
the Lab.
A sample
health
and safety
policy doc-
ument.
Emergency
broadcast
system
and mock
emergency
signage in

the




appropri-
ate areas of

the training
institute.
Session 6 e Analyse impli- SSC/N9003 | Classroom White- 4 Hours
Breach In cations that any lecture/ PPT board and
Health And non-compliance session/ Hand- Markers.
Safety Issues with health, safety book LCD Pro-
Or Problems and security may jector and
(Contd.) have on individuals Laptop for
and the organiza- presenta-
tion tions.
e |dentify different
types of breaches
in health, safety
and security and
how and when to
report these
Practical SSC/N9003 | Industry expert | The train- 4 Hours
e Demonstrate how session/ Video ing orga-
to report any iden- PC2 sessions/ case nization’s
tified breaches in studies as op- current
health, safety, and tional activity health,
security policies safety and
and procedures security
to the designated policies
person and proce-
dures.
Provision
for online
research in
the Lab.
A sample
health
and safety
policy doc-
ument.
Emergency
broadcast
system
and mock
emergency
signage
in the ap-
propriate
areas of
the training

institute.




Session 7 * Recognise govern- SSC/N9003 | Classroom White- 4 Hours
Opportunity ment agencies in KU12 lecture/ PPT board and
For Health the areas of safety, session/ Hand- Markers.
And Safety health and security book LCD Pro-
Improvement and their norms jector and
and services Laptop for
presenta-
tions.
Practical SSC/N9003 | Industry expert | The train- 4 Hours
e |dentify and recom- session/ Role ing orga-
mend opportuni- PC6 Play or Video nization’s
ties for improving session current
health, safety, and health,
security to the des- safety and
ignated person security
policies
and proce-
dures.
Provision
for online
research in
the Lab.
A sample
health
and safety
policy doc-
ument.
Emergency
broadcast
system
and mock
emergency
signage
in the ap-
propriate
areas of
the training
institute.
Session 8 e Comply with orga- SSC/N9003 | Classroom White- 8 Hours
Managing nization’s current lecture/ PPT board and
Health and health, safety and KU6, KU11 | session/ Hand- Markers.
Safety security policies book LCD Pro-
and procedures jector and
a. Ensure safely Laptop for
at all times, presenta-
complying with tions.

health and safe-
ty legislation,
regulations and
other relevant
guidelines




b. Evaluate that
health and
safety instruc-
tions applicable
to the work
place are being
followed

c. Check the
worksite for any
possible health
and safety
hazards

d. Identify if the
site is assessed
for safety and
emergency
readiness
compliance as
per company’s
guidelines

Identify and report

any breaches in

health, safety, and
security policies
and procedures

to the designated

person

a. Ensure electrical
safety compli-
ances and EMI/
EMC hygiene
requirements
are met as per
the guidelines

Identify and report

any hazards and

potential risks/
threats to super-
visors or other au-
thorized personnel

Practical

Identify and recom-
mend opportuni-
ties for improving
health, safety, and
security to the des-
ignated person
Demonstrate how
to complete any
health and safety
records legibly and
accurately

SSC/N9003

PC1, PC2,
PC3

Industry expert
session/ Role
Play based on
scenarios/ Acci-
dent prevention
video presenta-
tion

The train-
ing orga-
nization’s
current
health,
safety and
security
policies
and proce-
dures.

6 Hours




e State methods of policy doc-
accident preven- ument.
tion in the work Emergency
environment Meth- broadcast
ods of accident system
prevention: training and mock
in health and safety emergency
procedures; using signage
health and safety in the ap-
procedures; use propriate
of equipment and areas of
working practices; the training
safety notices, institute.
advice

Session 9 ¢ Identify and correct | SSC/N9003 | Classroom White- 4 Hours
Identify and any hazards that lecture/ PPT board and
Report Poten- can be dealt with KU2 session/Hand- Markers.
tial Hazards safely, competently book LCD Pro-

and within the lim- jector and
its of authority Laptop for
a. Demonstrate presenta-

how to under- tions.

take first aid

activities in case

of any accident,

if required and

asked to do so
b. Select and use

appropriate

personal protec-

tive equipment

compatible to

the work and

compliant to

relevant occu-

pational health

and safety

guidelines

Practical SSC/N9003 | Industry expert | The train-

¢ |dentify and correct session/ Role ing orga-
any hazards that PC4, PC5 play on scenar- nization’s
can be dealt with ios current
safely, competently health,
and within the lim- safety and
its of authority security

e Undertake first aid policies
activities in case and proce-
of any accident, if dures.
required and asked Provision

to do so




e Select and use ap- for online
propriate personal research in
protective equip- the Lab.
ment compatible A sample
to the work and health
compliant to rele- and safety
vant occupational policy doc-
health and safety ument.
guidelines Emergency

broadcast
system
and mock
emergency
signage
in the ap-
propriate
areas of
the training
institute.
Session 10 e Follow their orga- SSC/N9003 | Classroom White- 4 Hours
Respond to nization’s emer- lecture/ PPT board and
critical medi- gency procedures KUS5, KU6, | session Markers.
cal situations promptly, calmly, KU7 LCD Pro-
and efficiently jector and
a. Estimate appro- Laptop for
priate proce- presenta-
dure in case a of tions.
fire emergency
b. Demonstrate
rescue tech-
niques applied
during fire
hazard
c. Demonstrate
the correct use
of a fire extin-
guisher
Session 10 Practical SSC/N9003 | Lab Session/ The train- 6 Hours
Respond to ¢ Follow electrical Role play for ing orga-
critical medi- safety measures PCe6, PC7 First Aid/ Video nization’s
cal situations while working presentation/ current

e Demonstrate how Quiz sessions health,
to free a person safety and
from electrocution security

e Demonstrate how policies
to respond prompt- and proce-
ly and appropriate- dures.
ly to an accident Provision
situation or medical for online

emergency




research in

the Lab.
A sample
health
and safety
policy doc-
ument.
Emergency
broadcast
system
and mock
emergency
signage
in the ap-
propriate
areas of
the training
institute.
SSC/N9004 Session 1 Identify the organi- | SSC/N9004 | Classroom Computer 6 Hours
Provide Collate neces- zations procedures lecture/ PPT Lab with
data/ infor- | sary informa- and guidelines for GS 7,8,9 session with 1:1PC:
mation in tion providing data/ KU 1,2,3 handbook trainee
standard information in ratio and
formats standard having
Discuss about the internet
knowledge man- connection,
agement culture of MS Office
the organization / Open
Identify the orga- office,
nizations policies Browser,
and procedures Outlook /
for recording and Any other
sharing information customer
and the importance communi-
of complying with cation tool.
these MS—Office,
Check that work Server con-
meets customer nected in
requirements and a network,
exceed expecta- CRM tool

tions

Apply problem
solving approaches
in different situa-
tions

Configure data and
disseminate rele-
vant information to
others




Practical SSC/N9004 | Lab Session/ Computer 6 Hours

e Establish the data/ Role play for Lab with
information you PC1,2,3,4 | First Aid/ Video 1:1 PC:
need to provide, presentation trainee
the formats in ratio and
which you need having
to provide it, and internet
when you need to connection,
provide it MS Office

e Obtain data/in- / Open
formation from office,
reliable sources Browser,

e Validate if the data/ Outlook /
information is accu- Any other
rate, complete and customer
up-to-date communi-

e Obtain advice or cation tool.
guidance from MS—Office,
appropriate people Server con-
where there are nected in
problems with the a network,
data/ information CRM tool

Session 2 e Discuss the impor- SSC/N9004 | Classroom Computer 6 Hours
Process tance of validating GS 10,11, | lecture/ PPT Lab with
necessary data/ information 12,13 session with 1:1PC:
information before use and how KU 4, 5, handbook trainee
to do this 6,7, 8,9, ratio and

e |dentify the proce- 10, 11,12 having
dures for updating internet
data in appropriate connection,
formats and with MS Office
proper validation / Open

e Discuss the pur- office,
pose of the CRM Browser,
database Outlook /

e Show how to use Any other
the CRM database customer
to record and ex- communi-
tract information cation tool.

e Discuss the impor- MS—Office,
tance of having Server con-
data/information nected in
reviewed by others a network,

e Discuss the impor- CRM tool

tance of keeping
within the scope of
work and adhering
to timescales

e |dentify data/ in-
formation one may
need to provide in-
cluding the sources




and how to do this
Know templates
and formats used
for data/informa-
tion including their
purpose and how
to use these

Apply balanced
judgments to differ-
ent situations

Use information
technology effec-
tively, to input and/
or extract data

accurately
e Validate and up-
date data
e Store and retrieve
information
Practical SSC/N9004 | Lab Session/ Computer 6 Hours
e Carryoutrule- PC5,6,7 Role play for Lab with
based analysis of First Aid/ Video 1:1 PC:
the data/informa- presentation trainee
tion, if required ratio and
¢ Insert the data/ having
information into internet
standard templates connection,
e Prepare report MS Office
on unresolved / Open
anomalies in the office,
data/information to Browser,
appropriate people Outlook /
Any other
customer
communi-
cation tool.
MS—Office,
Server con-
nected in
a network,
CRM tool
Session 3 e Complete accurate, | SSC/N9004 | Classroom Computer 6 Hours
Technical ap- well written work GS 1,2, lecture/ PPT Lab with
plication for with attention to 3,4,5 session with 1:1 PC:
data process- detail KU 14, 15, | handbook trainee
ing e Read instructions, 16 ratio and
guidelines, proce- having
dures, rules and internet

service level agree-
ments




e Listen effectively connection,
and orally commu- MS Office
nicate information / Open
accurately office,

e Perform rule-based Browser,
decision-making Outlook /
processes Any other

e Apply decisions on customer
suitable courses of communi-
action cation tool.

e Rule-based analysis MS—Office,
on the data/infor- Server con-
mation nected in

¢ |dentify typical a network,
anomalies that may CRM tool
occur in data/infor-
mation

¢ Identify whom to
go to in the event
of inaccurate data/
information and
how to report this

Practical SSC/N9004 | Lab Session/ Computer 4 Hours

e Provide complete, Role play for Lab with
accurate and up-to- PC8 First Aid/ Video 1:1 PC:
date data/ informa- presentation trainee
tion to the appro- ratio and
priate people in the having
required formats internet
on time connection,

MS Office
/ Open
office,
Browser,
Outlook /
Any other
customer
communi-
cation tool.
MS—Office,
Server con-
nected in
a network,
CRM tool
SSC/N9014 Session 1 e Take initiatives to- SSC/N9014 | Classroom Computer 4 Hours
Implement Sustainable wards efficient use lecture/ PPT Lab with
& practices of natural resources | KU®6,7,8, | session with 1:1 PC:
Improve the and energy, reduc- 9, 10, handbook trainee
Gender tion and prevention 11 ratio and
Sensitivity, of pollution and GS4 having
PWD promoting waste




(Person/
People with
Disability)
Sensitivity
and
Greening

avoidance and recy-
cling measures
Discuss about vari-
ous energy options
including renew-
able and non-re-
newable with their
environmental
impacts, health is-
sues, usage, safety
and energy security
Identify impli-
cations that any
non-compliance
with electricity and
energy may have
on individuals and
the organization
Discuss organiza-
tion’s electricity
first aid emergency
procedures
Monitor and report
performance of
environmental con-
servation different
types of electricity
accidents, safety
and security and
how and when to
report these

Use the electrici-
ty/energy safety,
accident reporting,
emergency proce-
dures

Clarify personal
norms and values
related to energy
production and
usage as well as to
reflect and evaluate
their own energy
usage in terms

of efficiency and

internet
connec-
tion.

sufficiency
Practical SSC/N9014 | Role play/ video
e Optimize usage of presentation/
electricity/energy, PC1,2 expert session
materials, and GS7

water in various
tasks/activities/
processes and plan
the implementation
of energy efficient
systems in a phased
manner.




Practice reduction
of the carbon foot-
print of business
activities and em-
bed environmental
responsibility
Segregate recycla-
ble, non-recyclable
and hazardous
waste generated
for disposal or ef-
ficient waste man-
agement

Session 2
Promote
diversity and
equality

Identify inclusive
tools and practices
of communication
to acknowledge/
validate, share and
promote the cause
of gender parity

at workplace. For
example - sup-
porting women
with mentorship
programs, speaking
out against discrim-
inatory practices or
harassment
Discuss the concept
of gender, gender
equality and gen-
der discrimination,
and all forms of
gender discrimina-
tion, violence and
inequality, includ-
ing the current and
historical causes of
gender inequality
in the workplace
Identify organi-
zation’s redressal
mechanisms (like
the POSH com-
mittee) to address
harassment and
bias at the work-
place, with aware-
ness of prevalent
legislations against
bias and sexual
harassment

Show awareness of
one’s own gender
identity and gender
role; and respect-
ful of the gender
performances of
others

SSC/N9014

KU 2,3,5
GS2,3,5,8

Classroom
lecture/ PPT
session with
handbook

Computer
Lab with
1:1PC:
trainee
ratio and
having
internet
connec-
tion.

4 Hours




Organize team
building or sensiti-
zation workshops
to address gender
biases, stereotypes
and potentially
blind spots
Perform calibration
session with em-
ployees to discuss
gender biases,
stereotypes and
potentially blind
spots

Practical

Understand the
diversity policy of
the organization
and use internal &
external communi-
cation to colleagues
to improve.
Practice specifically
designed recruit-
ment practices,
PwD friendly
infrastructure, job
roles, etc.

Use and advocate
for appropriate
verbal/ nonverbal
communication,
schemes and bene-
fits of PwD.

SSC/N9014

PC3,5,6

Role play/ video
presentation/
expert session

4 Hours

Session 3
Create con-
ducive work
environment

Discuss organiza-
tion’s policies and
procedures about
gender inclusiv-
ity, equality and
sustainability while
working with col-
leagues and your
role and responsi-
bilities in relation
to this.

Discuss how to
maintain and pro-
vide a conducive
work environment
that is free from
any harassment;
facilities and ame-
nities to PwD to
perform and excel
in their role

Read PwD instruc-
tions, guidelines,
procedures, diver

SSC/N9014
KU 1,4
GS1

Classroom
lecture/ PPT
session with
handbook

Computer
Lab with
1:1PC:
trainee
ratio and
having
internet
connec-
tion.

3 Hours




sity policies/acts,
rules and service
level agreements

Practical

e Practice PwD
inclusive policies
for an adaptable
and equitable work
environment

e Apply balanced
judgments in
gender diversity
situations

SSC/N9014

PC 4,
GS6

Role play/ video
presentation/
expert session

Computer
Lab with
1:1 PC:
trainee
ratio and
having
internet
connec-
tion.

3 Hours

Total Duration 390 Hours
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AP 2:

JdTH ATFGS

Job Role Technical Support Executive Non-Voice
Qualification Pack SSC/Q7201 Version 2.0
Sector Skill Council IT-ITeS

Guidelines for Assessment

1. Criteria for assessment for each Qualification File will be created by the Sector Skill Council. Each
Performance Criteria (PC) will be assigned marks proportional to its importance in NOS. SSC will
also lay down proportion of marks for Theory and Skills Practical for each PC.

2. The assessment for the theory part will be based on knowledge bank of questions created by the
SSC.

3. Assessment will be conducted for all compulsory NOS, and where applicable, on the selected
elective / option NOS/set of NOS

4. Individual assessment agencies will create unique question papers for theory part for each
candidate at each examination/training center (as per assessment criteria below)

5. Individual assessment agencies will create unique evaluations for skill practical for every student
at each examination/training center based on this criterion

6. To pass a QF, a trainee should score an average of 70% across generic NOS’ and a minimum of 70%
for each technical NOS

7. In case of unsuccessful completion, the trainee may seek reassessment on the Qualification File.

Marks Allocation

Assessment AssessmentCriteria for Outcomes Total Out Of Skills
Outcomes Marks Theory .
Practical
1. SSC/N7201 PC1. confirm to customers that the 100 5 5 -
(Dealremotely with service requests/incidents have been
basic IT service received
request/ incidents- PC2. express concern for any 10 - 10
non-voice) difficulties caused and make
commitments to resolve them
PC3. obtain sufficient information 5 5 -

from customers to understand the
nature of the problems and perform
initial diagnosis

PC4. record and categorize service 10 - 10
requests/incidents accurately using
the organization’s incident
management tool

PC5. support customers remotely to 10 - 10
test potential solutions
PC6. prioritize service 10 - 10

requests/incidents according to

129 '




organizational guidelines

PC7. provide customers with a
justifiable resolution time, where an
immediate solution cannot be found

PC8. refer problems to line managers
and obtain advice and guidance,
where the problems cannot be
resolved by the helpdesk

PC9. monitor problems to keep
customers informed about progress
and any delays in resolving them

PC10. obtain confirmation from
customers those problems have been
resolved

PC11. record the resolution of
problems accurately

PC12. comply with relevant
standards, policies, procedures, and
guidelines when dealing with basic IT
service requests/incidents

10

10

10

10

10

10

10

10

Total

100

30

70

2.SSC/N9001
(Manageyour work
to meet
requirements)

PC1. Establish and agree your work
requirements with appropriate
people

PC2. Keep your immediate work area
clean and tidy

PC3. Utilize your time effectively

PC4. Use resources correctly and
efficiently

PC5. Treat confidential information
correctly

PC6. Work in line with your
organization’s policies and
procedures

PC7. Work within the limits of your
job role

PC8. Obtain guidance from
appropriate people, where necessary

PC9. Ensure your work meets the
agreed requirements

100

6.25

6.25

12.50

6.25

6.25

12.50

6.25

6.25

18.75

6.25

125

6.25

6.25

12.50

12.50

6.25

6.25

6.25

6.25

18.75

6.25

12.5

Total

100

25

75

3. SSC/N9002
(Work effectively
with colleagues)

PC1. communicate with colleagues
clearly, concisely, and accurately

PC2. work with colleagues to
integrate your work effectively with
theirs

PC3. pass on essential information to

100

20

20

10

10

20

20
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colleagues in line with organizational
requirements

PC4. work in ways that show respect 20 - 20
for colleagues

PC5. carry out commitments you 10 - 10
have made to colleagues

PC6. identify any problems you have 10 - 10
working with colleagues and take the
initiative to solve these problems

PC7. follow the organization’s 10 - 10
policies and procedures for working

with colleagues

Total 100 20 80

4. SSC/N9003 PC1. Comply with your organization’s 100
(Maintain a healthy, current health, safety and security 20 10 10
safe and secure policies and procedures
working PC2. Report any identified breaches
environment) in health, safety, and security policies 10 i 10

and procedures to the designated

person

PC3. Identify and correct any hazards

that you can deal with safely, 20 10 10

competently and within the limits of
your authority

PC4. Report any hazards that you are
not competent to deal with to the
relevant person in line with 10 - 10
organizational procedures and warn
other people who may be affected
PCS5. Follow your organization’s
emergency procedures promptly, 20 10 10
calmly, and efficiently

PC6. Identify and recommend
opportunities for improving health,

safety, and security to the designated 10 i 10
person
PC7. Complete any health and safety
. 10 - 10
records legibly and accurately
Total 100 30 70
5. SSC/N9004 PC1. establish and agree with 100
(Provide data/ appropriate people the

information in data/information you need to

standard formats) . . . 12.50 12.50 -
provide, the formats in which you

need to provide it, and when you

need to provide it

PC2. obtain the data/information

from reliable sources

PC3. check that the obtained data/ 12.50 6.25 6.25

12.50 - 12.50
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information is accurate, complete,
and up to date

PC4. obtain advice or guidance from
appropriate people where there are
problems with the data/information

PCS5. carry out rule-based analysis of
the data/information, if required

PC6. insert the data/information into
the agreed formats

PC7. report any unresolved
anomalies in the data/information to
appropriate people

PC8. provide complete, accurate and
up-to-date data/information to the
appropriate people in the required
formats on time

12.50

12.50

25

25

12.50

12.50

6.25

6.25

6.25

6.25

Total

100

25

75

6. SSC/N9014
(Maintain an
inclusive,
environmentally
sustainable
workplace)

PC1. optimize usage of electricity/
energy, materials, and water in
various tasks/activities /processes
and plan the implementation of
energy efficient systems in a phased
manner

PC2. segregate recyclable, non-
recyclable and hazardous waste
generated for disposal or efficient
waste management

PC3. understand the diversity policy
of the organization and use internal
& external communication to
colleagues to improve

PC4. comply with PwD inclusive
policies for an adaptable and
equitable work environment

PC5. improve through specifically
designed recruitment practices, PwD
friendly infrastructure, job roles, etc.

PC6. improve through specifically
designed recruitment practices, PwD
friendly infrastructure, job roles, etc.

100

20

15

20

15

15

10

10

10

20

20

15

10

Total

100

20

80
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Module No. Unit No. Topic Name QR Code (s)
Module 2: Unit 2.2:
Att i | tify th
ending dentify the Identify the na-
Customer nature and ture and range 16 outu.be/nNaLLR_kI3k
Queries (SSC/ | range of of ueriesg pHB | Y ) -
N7201) queries q
Module 3: Unit 3.1:
Deal with Query Reso- | Standard script
Customer lution Soft- for query han- | 43 .
Queries (SSC/ | ware dling, and role | PHB youtu.be/75Xsxu44jBc
N7201) play
Unit 9.1:
Module 9: Sustainable
Maintain an Practices
Inclusive, En-
. ’ Sustainable | 185
wronrpentally Practices PHB youtu.be/s1ghuM4N7P8
Sustainable
Workplace

(SSC/N9014)
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