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39 gfAe & o §, wfaumft fAa & Term ghm:
1. IT-ITeS &3 &1 URERHdr IR 7= &
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e / 7 | gg nfafafdy ufafiTaT 1 Teh-gaR &1 SfFH § Hag dRdl 8, I8 G6s Hegd B B

?Wﬁ';m SR 3 9 9 e B F ot e el B
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frafafed fawal &t omen o

TeS IENT 3R 3% faftd Iu-a3 (= 1.1.1)
IT-BPM ST bt AT (R 1.1.2)

faftre IT-Ter Jarg

IT/ITeS &1 1 UrifTep

IT WA ITG fdhrg I

roedtR 3R VI daR STl T F BT

o o o o o o
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o AV tiE o TeId ¥ @TediR IdTE fAHRT & &1 UagH -
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o IT T I ot o aret faftret faeror area
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Gofen Aied ([ 1.1.11) DevOps (0 1.1.12)

o o o

B
o IT/ITeS &7 T 3T T JHSA 87

o IT&F T IRIGRI ATSd ¥ ITCBIA HISd Bl SHTHT 87
o ITeS JENT & fb-gl <1 IU-&BH o 1 fefau|

gfaen & fore e

o TUHUCI SH B UM b IR A S
o T8 RS W ford|

~ e B |2
o TP ARIRMG B
o Ui & T B U T TR IR Al S5 U BIE 31 I JaTd I & o iiemnfed we
o JAH UM B IWSI

—gfaer & fore Aied

o IUHAGH Y ITD! el F IR T wfanfi ot o B
o UfAUIAIE T Uzdrs &3 fb 1 38 s Yoe ¢l b, 3 9aTd YgA & forg viefad x|
o TP UK HTIW S|

—______&__________



g 1.2 TH-Te! HUIE Teliagfed T HRIR TY-
GLEL)

~gfe & I |©

39 gfve & o W, ufaumdt fa & Ter ghm:
1. AP U Toltayfed - a1sd & HRAR UY HI UgdH B
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gfayrf gRaer
o TN, W, AcUS, AE TR
o HYR, TSR
o TTEEIS, IR 3R TR

T8
o IT & 3R ZTP IU-8F W $B UY TBHR BT Y& B 3R TfaHTg! &) Tel IR 9a- I Ugd A
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—gfaer & fore Aied
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o TS R Y I |
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o fAofefed faval ot sarem &
o AHAIH! TEd SR B YHHTd Td JaReId (o 1.2.1)
o AH-ID! TR SIS B T Geafdd- fars (o 1.2.2)
o THID! TUIE Teltagfed & oy HIRER fGwm & sawR- argd (o 1.2.3)

—9\%

o TS JH-Id! YUIE Tolagfed — alsq & HIvTR & AHTWR FTg ?
o AH-ID! YU Tollayfed — afsq o1 IR TG gefarsft & gait s |

o B! ufaferansl & T W |
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—HaT oY 2]
o TP ARIRC B
o TN & TEET B U eIt TR X Tl I U B ¢ 1 I JaTd UBH & e Tienied B

o TTh UM B IR
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o TRy B U ufauEt gkt Jiem 3R Heye 1 ® faU MU Snard & {1 e &7 e S|
. g R e R Y TR 3 R wd og @ 2
o 3NN T HRA & forg I 20 fFe ¢

o 3N Hha:
o WUHIPIIR:
1. 1.1.2 8 fear mr e
2. 1.1.3 ¥ fear ma ey
3. 1.2.3 9 fear ma ey
o WY Il BT 3R:
1. G e

2. SR ITE 3R ST 3G
3. doiot I, Hite Reped
o UH NP IW:
1. 1T 9T
2. AU
3. e wdass

QR BIS
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- yqE dRaq & ufomy [
39 Aieyd & 3id ®, wfaurf fra & gam ghm:

1. I GATA BT THYH B § U died TTedh a1 Gednl &t YFPT SR Hed B Uga &
2. TIEH! DI GUTAH & fore [ Wit S fasRd &3




gfe 2.1: A-Id] AeH AT H WS, SUDRT 3R

de-i®
~gfe & IgRY [©

39 gfve & ofa W, ufaundt fAw & |er ghm:

1. 91T dPb-Ie! U Tdl, IUHRYT 3R dhid! § fafts TSt o1 ugar &

2. Acafd/FAfdefadt, sitmfen Rien/aToedaR, ITYAY/SIRETRYA 3M1fe fgd de-ie! uggsl 3
e ushl Bt Ui 3R T 3 ugaH ST

tmﬁﬂmaﬁaﬁwm

gfaum gikie
. P, U4, Aets, I1e TR

. PSR, UISidex
. FTEcals, AT 3R TR

—gfaem & fore e

o B BT WA 3R Hfare|
o TUd ¥ & didd RIgRi & 1Y 33 L& A

_a%‘ a

o T DI Y TE HEHR B, “T¢ JfAc AMUD! db-1d! M Jal § YHe, T 3R db-Idh! &) THgH
T HeE Bl

o "APHID! YD Jal db-1dh! JeTd 3R AEH JdT BT U TS g | TPt WAl ddh-idh! Iaral
3R arant F Teiftra gEl/aerait & Fer, grwr Haro ik guu R $fed § walh Uge Jd1 6w
3FHT R BT 81 TRHT B B dP-Ib! Ter™dl UeH H & (08, Ygral IH & Gew &l e
TEH-p! T 3R U JaTl Bt qarad GUTHl J o 1 AR | deh-itch! TeTdar a1 @ iy nerid a1
R-argg SuTRd 8 Tl 71

o Iq fIER ¥ gHIA
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— TS B |7
. frafafed vl ot aren w3

THIp! A6 TaT -disy 3R 39! ggyH

TH-ID! UTEH JaT BT UfHHT 3R e - afey

IISY- MR Th-1eb] JeHh T & WTHT

B I (3T 2.1.1)

ISl ®ia (3MHfd 2.1.2)

goxufded argyg Regi (vR) (R 2.1.3)

Iy e 3R a3Y RRee (=7 2.1.4)

[¢] [¢] [¢] [¢] [¢] [¢] [¢]

P/ YeRId 9 |iZ
o AV foicp &) TR § aTgg-3MeTRT dh-ih! UTed Tal | JHe USRid B
youtu.be/XkOBPApBMA

19
o THAID! TGP a1 F Y T IHA &2

o @H-3MUIRT TH-Ih! Agh Fal & &l WS! B! Gait s
o P! UTEDH JaT P fo1T BIF Bid P fohgl al AT 3R BiRal T it sl

gfaer & fore Aied

o THUIABH B UM P I S|
o TS R UG IR g

. wﬁwmﬁaaﬁﬁm%%ﬁﬂwmaﬁaﬁﬁaﬁ@amﬁ%a&ﬁﬁw%w

o THF Hid & HIELTH Y dh1dh! UTed JdT & T JTH0T
o IS PHid & HIELOH ¥ dH-1ht UTgd AT & oy JuHRT

&



o UTEH U B YHTTH 3R 8 PR P =R P IR | fIaR J 5are:
o TTEH! BT AT (3T 2.1.8)
o T rad BT IR UK B 7 B o oy U feam (ot 2.1.9)
o TEH! Y WMBRI T BT 3R I7 HRATs B3 b g AFfew o=r (= 2.1.10)
o Id e BT (IMPIA 2.1.11)
o TN THR & Ted Ul & IR § IR ¥ 9T (31T 2.1.12 3R 2.1.13)

RS
o T DR IY TS Bid Yo TG FdT Joval 82
o G-3RI TP ed Ya1 & gl Wi ! i a1
o UTEH UM B GHTAA 3R B B P ol T HeH &2
o UEH & fbwal Ut g A & 9 fafau)

_gfyer ¥ fore Sirew
o TH TSI OH B UM b IR e <
o IS W I IW ford]

—HaT oY 2]
o TP ARG B
o DRI & TG P U et TR X fS 376 U 1S ¢ 1 I8 AT U+ & e Tieried B
o TTH UM HIIW S|




— 3T

o TRy B o ufquEt gkt Jiem 3R Hieye 2 & faU U onar & {1 e &1 e S|
o g & o ufqunfar 3 nfafafy & foe @€t g @i 21
o 3TN R IRA & o 37 20 e |
o 3T Hohd:
o UHHIWI
1. Fe2 11 dfeormg
2. 213 Hfqummdey
3. Tevo1e6Afemmg
o (INUHPH I
1. 129 TYTRd
2. IVR
3. APt Uy 3R AHRT Uy
o T IIl BT ITW:
1. Sexufaed aigy ufafsar
2. AR ST
3. 9 CRHSAGT

N

QR BIS

Hafta difeat 3@ & fRIT QR Fis B W H9
Or¥40
https://youtu.be/X-kOBPApBMA
e 2.1 - AH-D! TedH a1 § WS, IUH 3R ddH-idh
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- U dReH & ufvomy [©
39 Aiegd & 3 ®, wfaurf fa & gem ghm:
1. B3 UEYE IUDHRN BT ST T U DI Geld T F qilidd H

2. AF® GRS SR JaT TR YA (SLA) P ST Ieh! &1 AT WAl & &7 & iR Ifra &
HHIYM & Aeb] bl ST Y




~YfAe & IgRY (©

39 gfie & o W, ufaurht o & werm gim:

1. P uEY 3R b1 & fo snaxges fafts IioedR &) ugaH &

2. Ul & gHTYM o forg foRIvRl/mRiere! &1 ¢, STgt Sudsy 81

3. THqeS T T[UIGT MY S & W1 Id! $x, STgt U fafRIs Uy 3 fod qane WieH & forg sazaes gt

W%qaﬁmﬁwaﬂ

gfayrft gt
o B, HTH, Aicys, Te TR

o PUR, UNlaR
o T3S, HIHR 3R TTR

gfaer & fore e

o B BT WA 3R Sfiare|
o o I3 & Hiad TR & 91y 35 Y= Be|

_a%’ ‘a
o s gfie § g9 oo UTed JaT H Wei, JUHRUN SR dh-idh| bt JHS U B |
o "IN H T H, BH UEH HI UaieH & IR H =il Bl |

EI_%
o T DS TY I Yhdl ¢ fob MEH B! o1 87
o UEH UM S FS IR0 S|

—_______m__________



gfaer & fore e

o THUSH B UM P IR S|
o IS W IE IR ford |

— SRS B |

o e vl &t sare S -
o Wﬁﬁﬂq
o UTEH Ul P Usfdd B & TR0T

4 Ld z
o

o TEEH B TS & forg IuaT fory oM ara FAgfaRad Suson & SR & faaR & 9an -
IuarTEarstt & e Hu-t ¥ Yud & & g 99 (@ 3.1.3)

femfcT gomelt (R 3.1.4) Ue® Uica

T THR (IATH 3.1.5)

H1 IS (3MHT 3.1.6)

rgh Ufdfdsar ormett (= 3.1.7)

3R YR WITEATR (MBI 3.1.8) TR TaitT FUHRUT (SHTHId 3.1.9)

IR YT 3R TR ST

o o o o o o o

o AV S @ AGE ¥ TA BR Y Boe’ Tafid &Y -youtu.be/W8GjZnoNOlk

B /VeRIa B |
(

_q\@-

o TEH B UL & foTT ITNT fbT S aTel UTd JUHRUN &1 gl §-I8T.
o UTESD Ul BT Hed T 82
o HfcS SO AT §?

o



gfaen & foe e
o THUC BEH I UM & IR S|
o T3 WY I ford |

— RS B |7
o fufaRed fovdl o aren Sifv -

B TEY ISR BT SUART HRob TGP Ul BT qifgpd BT (7 3.1.10)
AT SgaY

SLA H gt (R 3.1.11)

SLA & T Ug (R 3.1.12)
SLA & UPR (3MTHId 3.1.13)

[¢] [¢] [¢] [¢] [¢]

19
o SLA® T Ugq 1 &7

e SLATFF ISR F B &2
o & USYT YD BT IUURT Hh UTgeh -1 DI &l I A0 BT Fit §1.

gfaen & fore e

o THIATC SH B UM & W o
o TS W UG IW g

—Tag &Y 2]
o I &I GRIRE B
o Uiyl & G35 3 U Gl R R I 3% U s ¢ | 3 TaTd U & o ienfed &}l
o TTHUMBIIWSI

—_______a__________



— WM |2
o TRy BT o= ufaUETt gkt Biem iR Ared 3 # AU MU onard & -1 A &1 =T S|
o gAY & fo ufawfirat 3 wfafafy & foe 9t gy @ar g1
o 3NN T HA & oL 3% 20 fFe <
o 3V Iba:

o UAHIWI.
1. 3.1.1 8 fear mr ded
2. Geds13dfmmg
3. Tesiadfemmg
o UM BHIWIL
1. feeme yoment
2. 3fidR®
3. SLA
o UH B IWIIL
1. SlaEeg!
2. UPR
3. IR 4quT 3R AR

_QRPIS
weiftra e 3@ ¥ Rig or Pie B S

https://youtu.be/W8GjZnoNO0Ik
e 3.1 - I8P 1 UeeT
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4. ITed Uyl & fud
gfAe 4.1 - CRM IUSHRU 3R YUMerdt T IUART e
Ure ugll | fAue-T




- yqE dRaq & ufomy [
39 Aisya & o #, ufaurh e & wem ghm:

1. UEP Yy YSE (CRM) ITRRUT 3R e H A e dobictics JHTYM &I Uga By
2. UIEH UM DI gHH & forg fafis Uy db-fiab! & ST DI o HY




gfe 4.1 CRM UM 3R YOIl T SUART HIb
YTed Uyl § fAgedr

~gfAe & 35 |©

39 gfe & 3ia ¥, wfaunht e & gam ghm:
1. e U8l P SIATASIpRUl, AU 3R Wfiedr & A W I9f B3
2. TEH! & ULl BT I SR THIYTH & oI THg- & SR T T8 &I Grad 184 & Ted IR Idi B

- fpu o= ara dTReE

o iy g

o HATS, HoH, Alcds, T TR
o DY, UISiRR

o IS, AR AR SR

—gfaer & fore e

o BT BT WA 3R Hfare|
o fUed 9 & dfdd GRIG & 1Y 35 = B

_q%‘ 3
o U H A WGP B YU b IR H T UIed foba|
o "3 H A H, §9 CRM TA 3R Ried &1 TN I I6dh Uelf @ e & i R =i sl




— SRS P |7
o ffeiea fawal ot sren &
o TTEH &Y UL (CRM) IUHRUT 3R RieeH
o UEH Y&y YU (CRM) &b ATH
o i UHR & UIeH ey YU (CRM)
o UTEH Ty Y (CRM) BT Ufehar Farare

s TRty B2

TS < T BT IERT U % WYl P WY dreried S+ &
ATaTYP ATHAT RISSICIRUERRIY
TRoT/afpan o TT UD DIV NI A |

. gWQWWHWW(CRM)mmeﬁ%m

o gfqunrtt gfaurft g & TerEd @ ad § (ST e 4.3 <)
o foraream & qof & & fore 10-5 e &1 ama Sfm|

o TR A Par § oa IR ieEM & o Bg

e 7 71 gifdra g TAfAfY I8 T JaY USe (CRM) 1 UfhdT T Ta- # Acg
e mare P

_q\@'-

« CRM RreH %1 ufthan arg are a1 82
o TIPS T CRM & YHR Il obell 37
e CRM & G Ayl i &1 gt a1

—gfaer & fore Aied

o TS U IH BIUN P I S|
o IS W IE IR ford |

—_______&__________




o UIEH Ul ! GHSH & oY FEfaRad us de-iie] R fadR ¥ Jarg:
o dcUY
o Uy @
o UYl B T HRAT
o Ul DI B HAT
o UYl I WY dAT
o Syult Uy

—‘1_‘3'

o 3T 3R Feilss TY dP-ich! H T 3R 87
o T DR GY IR UY dH-F & FS 3Tl Idl Yl 82
o U8 He WY UYH YB?

gfaer & fere Aied

e THUABHA D UN S IWa <l
o TS W I IR ford |

ad

—STRAT B |7
o Fofated fowal @1 saren a:
o TG (3P 4.1.4)
o TR (TP 4.1.5 TG 4.1.6)
o UM (3Mhid 4.1.7)
o TEH Ul B I 3R THIU™ & fore qry-Hien &1 Hga
o UTED Ul B UTATHmdr & SR (R 4.1.8)
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o UIEH BRI GHIYH THI ¥ Hafed Fafiad difides W owR ¥ 9dT;
o UGH Yudh JHTYM &

o Hd RelTeg=H wHg

o YHIJHYM aX

@

o TEE UKl Pl gXTaT, Fiiepd SR Trfiddr 31 Rt He@yuf 82
o TUGA YUD JHIHTT THY 3R JHY FHIHT & & foTe 70T G 1 62

—gfaer & fere Aied

e THUABHA D UA S IWa <l
o TS R T I ford |

—dag s |2l
° maﬁw&maﬁl
o TRV & TE! B U it TR X Tfe I U s ¢ | I T Y@+ & fTe Tienied He

o Jh UM BIIW I

— S |4

o TRy B U= ufauETt gkt Jiem iR Hed 4 B AU MU onard & -1 aA &1 Fewr S|
o e %% o ufqunfiar 3 nfafafy & foe @€t g @i 21
o 3N B & T I 20 fFe <
o 3 Hohd:
o UHHIWI.
1. TeHa11 AR Mg
2. Gava120femmg
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3. Yedaradfemmng
o (Ui P I
1. affeRor a1 aeffesRoT
2. Ul
3. UBds do-id
o Y Il HTI|:
1. ORY
2. 3TN g o Toe 3@ 8 B IS 87
3. dEd
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- yqE dRaq & ufomy [
39 Aisya & o #, ufaurh e & wem grm:

1. X YAy IUBRN H IR Gl & TR GXATdel a0l & To! Hoft &1 99+
2. oW & IR & foIE Ty & T <) Rapls e & fore fafid Sroeiey &1 SuahT




gfaic 5.1 U6 Ul BT STATASIBRUT 3R JHTUTH
gfie & 3x4 [©

39 gf-ie & oid |, ufauri o & Jerm ghm:
1. U6 U & Y UPR 3R 3T 8 B & R I Gl 1Y

m“mrxlﬁaﬁwuﬂ

gfaurh gk
o BN, HAH, Aicys, e TR

o HYR, TSGR
o TS, HIHR 3R THR

|V
o B B WATE 3R HfETEH|
o fUwd 9 & Hiad TR & 91y 9 P& B

_a%‘ fa
o IS AT & T TS Tt Yaie (CRM) SUSHRT 3R YUierdt, Iges ushi ot wigq & forg fafira

UBdT3 db-1d! 3R AEH U & JHIU T ¥ Yafdd fafva Afcey w == o1
o 3O, BH MR UBR & AEH U 3R I8 6 B B dRIdh| Pl HaR B SR &

— TS B |7
o Fofated fowal o1 saren &

HId I TR

e Rrwradt @t 4w (@ 5.1.1)

e U T faaRor yafad fvar s =nfge

8D b YUYl B A B o foIT AT AR0T (R 5.1.2)

B IR AEH & Tg| B! 8 BHRd THT TTa H & ol Had (7 5.1.3)

o o o o o
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o Foferad fawdl o fowaR ¥ same:
YT qh1ep! G, BRUN 3R ST THTY (il 5.1.1)
PR Y YT fordit off IHR o AR & TROT (R 5.1.4)

SN Ffed! & ARl & aROT (7 5.1.5)
e Ul ! Rp18 B & e Twere (o 5.1.6)

o o o o

©
— g Tfafafer i
agfIss 3 Tl o7 I U8 JHEHT § [ Uew usl of Repls w1 & forg
e B W
AP AT HAY 3R BT
TROT/afeaT o UE TS HIA I A g

o Uiy S Tmes & Ul B Repis B & forg TAT HIee BT IUART
HRA P fore g S ufqurht gfkre § Suasy € (R 5.6) |

o ORIl @ Creie 8§ Hive $© 5 Ul 3R Haifid &l & WRA &

feu o8|
o fhaman & gl s & i 10-5 e &1 g ffom)
o TN § Pam H A IR oM & R w7
et / &0 gifv@ g TAafer I8 TEh! & Ul BT Rebls B b folg Taie 4R BT aiebT
frarmT g IR & Hag |

B
o IUHIE Ul B RNobTs BHd 0T [ TSR T SXddeienRul faar S anfgu?

o B b THCITR ¥ T T TIHAd &2
o TIRAR MR IF THIYH ¥ Y& $& el & 19 I
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o IS W IE IR ford |

~ g &Y |2
o I & IRIRE B
o Uiyl & 38 3 U Gt R R I 3% U 1 o | 3 TaTd B & oY ety d &}l
o TTFUMBTIIWSI
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39 gfie & ofd #, ufawrh fa d warm ghm:
1. 9159 He-31U o {o7Q 3frazaes gFaTdl IT SHTa=gehdraf Bl et §91¢

m“mmﬁmﬁwuq

gy gRae
o TN, HAH, Alets, A TR
o HUYR, UNiaR
o HECEIS, AR 3R ST

_a@‘ o

o OB gfe § gHn fafta UeR & U Ul 8fR I 8 HRA & dildh WR Il B |

o "3 & I N Y A3y -3 & AU SH1axges A IT STaadhdrst & 9Hgd g |

o "YER AEH U I & foIT UTeeh a1 Hal H WeNfiIes! B Sa<gedl gidl & | ST BT [IZeyur &3,
e Taieh BT Yaie, G-ufafem & e &1 yeye w31 SRt ufehanaft &) wanferd & &
forT BTSaWR 3R TeddR Pt U faxgd R Iuas g | IeHTr A dT WteddR A18d o, I
SalaN, TR HSAT Sfg & WY Tdhighd 6|

o T fOR T gHEd |

— TR B [
o ol He-319 & foT IUTIT B o1 arelt fafeRad gardt ao-iea! o ome o3
o ZeC TAHHH T
39 {-2TH YR (WebRTC)
G Bid T
diey dic 3R digy e
gaTferd did faak® (ACD) (R 5.2.1)
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o Sefomic Pl T T 3T T JHS &2
o P AR & fAfF UHRI B FT TG,
o TEiferd it fadRe (ACD) H IVR 1 3T Yf¥epT 37

gfaur & fore Aiew

o THUCBE B U P IR ¢
o TS R TG I |

—gau oy |2
o F &I IRIRIG B
o TN & TET P Up eIt TR X fe I U B ¢ 1 I AT YA & e Tedried bR
o TTF UM HIIW S

— WM

o TRt & ot gfaumh gfkieT Jiem 3R ey 5 § U 7T 31a &1 JRT 6+ &1 e ¢ |
o A %3 fos ufaufivat 3 nfafafd & foe et gy e g |
o 3NN QI FHRA & oY 3% 20 fFe €
o I Ibha:
o UM P IWI.
1. Teusi2dfemrmg
2. Yedsi2dfemmag
3. 5.2.1 ¥ fomr mr dey
o (Ui P I
TH-ND! faddd
CTIeH
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- T dReq & ufvome [©

39 Aisyd & 3id #, ufaunf fra & gam ghm:
1. 3IRIH JUIAT IT UCH! Bt UgdH BHx ol 5-0d WehiH / dgde / THBH Wehid
2. faftm fRuferl & fore fafia qfera fFofdt o1 SuaiT o o1 U Sdhed o =0 B SXaHTd faan off avdl §




6.1 UTgh! & YPR 3R I9% HdER & YR W
JHTYTT Ufchar

~gfe & IEY |©

39 gfe & oid #, wfaurht A & wemw ghm:
1. 3mufy ¥ Fue & Y 31 96 ¥ Ugd UTed &1 Ui, U6 &1 AAIGRN (BT, SRy, Telg AT,
THTRITeH) 1 Uga B3

~ 39T fhu S aral TSI

gfaumt g
HYCR, Uioiaex
FIEcars, AT 3R ST

- |V
o B B WHId 3R SfiareH|
o U3d QI Aieyd ¥ Teayul fawdl W Tl de

_a%’ ‘&

o T8, «l, Tal 3T BT T L& PR & | 37 AlSYA H, 59 MUy | fFues & e o 5g | ugdt Med
DI IHia 3R TR R ==l dA S 3@ B

o TfT UBR & UREHI P T S-S UpTal 3R TGHIT & 1Y ST HRAT g Hio 3R FAdgof
21 fafls TR & Te! & YuTe & fore fafta el ot sraxadsdr gt 81 Ted & UHR a1 A6
& STaq]e, Yo HHAMRY! B G STddid | Xid @1 2T, T fear a1y, Tergyfd faart =ige
3R & & = =1t

o T 3N IR ¥ W §




_ RSHAT B | F

o U UPR & TRH! 3R ITH! X1 DI 5 P P D! b IR H G
Y ITeH

UTgeh T DY

I AEH

SIEURIED

ARTST ATe

3L TP

e CPIRED

dPIaR Ulgh

o TEHI & YaY o fod TR Gfokadl Bt e Pifore (o 6.1.1) |

o o o o o o o o

—fovar o qamg [
o T gEYH & fore FEfifad IT wewr™l R fowR ¥ 94t

o geaelD T (3-HeT) (3P 6.1.2)
o Jgde
o ARd USRI Il (IM) Th-1H

o

o "3MT3T 3d §H UE JHIH & o T Tfafafd & ymr & fob fafis U & Uien! 1 9 GHa 81
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—aHg Tfafafe [#
TS %TWWWWW%%WWW%Wﬁ%@ﬁW
STTLTP AT FI3CSS, WhR P eIl A
ot . Ge R G @ & e A A
. R N B R )
o TIPSl W H UET A

o TEA IR ¥ YA SISl Th UAHRT U Tedh T HfepT T ok
QIR UfAHTT 3P UYl Bl 5 A H IHD! Hag BTl

o TP SISl B AT UPR & Ugh! Bt Yyt Ay & g &8, srfd,
I, SRIIY, Titha, 3 SR GIRT I SR U JHTY U™
FRAT g

o W IR T ufayiir ot Yfirwmrel i srear-aaa Bt S|

o TEEH B YHBT FUM aren Tfayrh U dh-111a- UIc Teliagfed a1

ST S UTgeh| bl Teh FHTYT U= BT |
o UfAUIRIT T GIRT THE WD & ST f5 b Uil o 1Y 7
P TILIHT gt
s 7 Tar gl Ig Tifafafy ufawifiray &) a8 IHem & Aeg Hd! § fob fAfe YR & Irgah!
feamar g B HY HAT B
~gfaur & foe Aiew

o BHE P ddd IHT FRcae R Tea@yul fogsit & Hag F ford|
o BHE B MR A b AT 3T TG 3R =D T B 3R 3 5y IR F 91 R & I S|
o AT B 5 Tl o war § ur Ad B

-I®
o 3T AR 3R I WS U BT 8 JUTd &7

o U 3R Wihg WEH! B fa=Ivarg 1 82

o TIEHI DI YR B o fod i+ Hgaqu! I geid < |
o 3-00 & fogl Uld & B I IR

o ART TSI JaT (IM) TH1b T 82

N R



gfaer & fore Aied

o THUC BH BTN & IR Sl
o TS W el I ferd |

—Fag &Y B
o I P! IRIRG B
o TR TR B U G AR B T I U S | I e U & Rw dieaea a

o TTh UM B IR

— W |4

o TRy B U ufaunTt gikieT Biem iR Heqd 6 & faU MU onard & -1 e &1 Fewr S|
o gRfa &3 for ufawfiat 3 wfafafd & forg o) gy @len g1
o 3NN I HA & T 3% 20 e S
o 3 Tba:
o UAHIWI.
1. TeHe11 AR mng
2. Gave11Hfemmng
3. deel2ffemmg
o U B IWIL
1. d9de
2. gD
3. 3adeiHe 0d (3-89)
o UM B IWIIL
1. Hichg UIgh
2. TP UTed - U Ulaarn &f Raa foar
3. Rd YR ddbHID
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- yqE dRaq & ufomy [
39 Aisya & ofd #, ufeurh e & wem ghm:

1. 3-89, e, AETH G AR 3N1fe & Areqd | U 3 & 7YC UBR bl Uga b1 |
2. CRM USRI H IUUNT fh 7T fafIy ST T8l YR &1 oird &




7.1 - GHTYT TS B DI UFhdT B ool HIA &
tmﬁﬂ%qaﬁmﬁmm%w

g ¥ [o

39 gfie F ofd §, ufaurh fra & gam ghm:
1. HIYT T1ST B B UiehdT B ool R & (T ATgeh! gRT ITANT fbT ST aret fafiyal bR & FigedaR
P Uga™ B

mﬂmmﬁmﬁww

gfaurh gfee
o PN, HAH, Aicts, ¢ TR

o HYR, UNIdR
o  TIICAIS, HIHR 3R TWR

o TUod 9 & Hiad gRIghi & 91y 93 & B

{ﬁﬁiﬂ$ﬁ?=ﬁw

_a%‘ a

o T H e fafid UpR & UTed! 3R 370 TdgR R == &l

o "TMURAIR IUGRU HGIME] & YUH & SMTASH F AHR BT Pl WAIerd B db By Yy UM B
qhd g1 T8 TSP ST BT Peldpd 3R TARYT HRA | TeH §Id1 8, A & Iewd! & o Fgam o
Teg ol g, Aol ¥ S FATYM S | $ IUSRN 3-0d, I 3R AR Riew & A1y ¥ urd $79e
@ # Teg B § SR B THYE & Y CRM Ried & 1Y THidd 81d 81 $% I9d IUDHR0
TSIe! 1 3 JHIHT P SR TS| P AT FHTHT PI Ufcha 1 AT TR AIe B B Fed s B |

o I IR T gHI
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_ TS B [

o B3 RATGRA B 71 9 & forw IuahT fbt oM arel Fafafed Sitedar of Fme &Y
YU TEeE

3N YeeH B Tee

ASIESRERE]

CRM Tl

3-0d UeeA

Customer service campaign management

DIREZRCIRCEIC| ]
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— faarR o arg [#
o fFofafed foval R fowar @ 91t
o CRM T Scl JUgu
o Tl UR & ST YR (3Mepfdl 7.1.1)
o Wm
o e Sered

-IS
o X THIYM DI UfchdT DI d PR & fod Iuaisy fobeit 1ff uig-wioedaR o1 gl S|
o T HI T ST WRS &b UHR Fdl Yol 87
o 3T YSRU H IHRA ST T 82
o  TUD YSYT F 3T T JHIA 87

~Jgfayr & foe Tiew

. TS 13 BH B U & IR e ¢
. 1S R I IR ford |




—Fag By 2]
o T D IRIRG B
o TRV WRET B U G AR B AR S U S 1 I e U & R dieaed o

o JAh UM BIIWEI

— AW |2

o TRy BT o ufquETt gkt Jiem 3iR Heye 7 & faU MU Snard & 11 e &1 e S|
o gfEa & & ufqunfar 3 nfafafy & foe @€t gy @i 21
o 3NN R HA & o 3% 20 e S
o 3T e
o U B IWI
1. 7.1.1 ¥ feu T daaf
2. 711 H ey Mu ey
3. 711 H ey MU gy
o UM FIWIL
1. TUd HeeA
2. UIE® JaT SNES
3. SRRGT 31T WRY 3IR Jeadh 3T TR
o UHHIWIIL
1. RAID
2. UIEd JaT SNES
3. Tdie T IAIG IR TaTg
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39 Aiegad & 3ia &, wfaurh fra & werm g
1. il G&faT 3R Uiy & fory priwye & Rt gt &1 qui &
2. Qi THMAT §9E 7@ 3R PWD U&e & foTe TeTafRiar sgM & forg fafta efdemior amg o




~gfAe & IgRY [©

39 gfe & ofd ®, ufaurh fFafefead & gam g

1. SR ol GuTeH IUANT SR Uiy yeeE & forg faftm e ewion &1 quf &%
2. fafayar ifaal &1t &= & Hed &1 auiH B

— 39T fhu S are IH1U
. R g
o BN, HAH, AIcUg, IS TR
o HYR, UWolRR
o THZCAIS, ATHR 3R WX

gfaer & fore e

|7. T B Y3 {Usa ¥ & e TRIght & A1y &<

_aﬁ 3
o S Aisyd ¥, g0 FRT ST Ueiee R U JH BIRId BRd ¢ |
o 3T BH HIRT H W HuTel W Tl S S Gt 3R SHoil & SUGNT BT SR BHRd &l TTB

AT, MUY Tt &R WS- P Uh He@yul Ugq g1 g Jgi Sfad iy geie iR Samsfaa
gforarsii oR oft ==l He |

T8
o 3UHI I Al 8 fob BRATC B SgraT G ey g7
o TP TG P AU UMY IATGI BT UsH Y BT A2
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gfaer & fore e

o TAUIRR & IR B FRedrs R foRd|
o IWI Y 3fed Thd o SR UG T TE R

_a%’ ‘o

o " HRIRE H U9 a1 B Y& BRA §; 3 W3 2 (BT SIS S ) 3R 37 are=fia wrafes Aifient
B! UHTIAT B! HH B &, aT I arell 3R W 3@ g

o SR gl MY A wrafay siie § 9k 9% Uy THf &1 FRifia wrat g, i & 9 e & B
FHRAT € 3R TIR HSIRT BT STaahdl Bl HH Hal o |

o T BA SR SHIUTT SR T TH BT SARNYUT &N BT TR P g, BiicT AR Mda g &I &H
A |

o BN araraRur AT &1 Al & B & o ifed ol 8 oY fos g & HIeH & 98 ga],
FHHATRGT D) T 3R TS TG | T THI I 96 F WA R Ufded THd TSdl 5 |

o TR o U MY ol Wid 8 O Sle TR THIG el SIdT § SR X A1 GATH Uiy I
T &l 5" |

o " 33T, 3(d §H MGYRUN Bl IgcR &1 J YA & fore U nifafafy & yrr |

—Tfafafa-1 |2
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AR BT R
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YIS 2 AT 1 IERT T AT WRT AT TH{eRE (R FHRAT g |
IS AU HAH, TS
TRU/gfhar o g TfAfafY "SRy U & =U H B

o URNEE TS Uy B THAT WRT AT AP TRE dgR B & ford HR7TT|

o RIS BT YA DI SURIY YL YUl BT HTH e HRAT AlgU|

o 3% HISET MUY Y& JuMel TR Ueh SX1aW dOR $HRA1 ey 3R 39
o™ & o e d &1 URATd =1 dMg Tl
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YO ST
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fearmarg

—JATHY |2
o CTDITCHT Bl TH-ID] IR AR DI IUANT HIb T DI ARIAT B |

o Uiy &1 H1eT B TH G SIS, TG 30 Bis T 511 I FaTd Y- & g Treried By |
o TP UM BTIWSI
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~gfe & 35 |@
39 gfHe ¥ oid B, ufaurht fFrafafea orf w3 & Tem g
1. fosar ot @ gt Tl 3R gafue! @) uge BT 9UT Jaiig 3R =fedl & AhRIcH® R} &
REIEE!
2. oIS TR R Afe JAMGT 3R feaaiTor Gag-=iaar fexn-Aew &1 ggrar 3, Imem & 3R
AN HRA & Hed WR =t HAl

gfaer & fore Aied

|7. T B YT {Usa T3 & e TRIght & A1y $L|

_a%‘ a

o B gfe ¥ 5 eried H Rl gursit w 7al ot S i SR Solf & ITN B SIS HRd
g1 SUP ST, U YeeH §R WS $I Uh AgdyUl Ugd ¢ |

o BHA IFIA Uy geitH SR Jumefac ufsrarstt w off ==l 3t

o IS BH HRIWA R I Hag-1=ierdl SR THM B Auigd H 3R ITal ¢ & g PwD & Hafdrd
Hifedl & §R H a1d B3|

e (@

o TP IR T HHIRW TR i1 JHMT & TTaT o1 Ff He<dqu 82

_gfayr & forg Aiew
o UUIAET & SR &I Fecars R o]
o IWI Y I T o SR UG TG L& B
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- g |
o YR BT WU ISHTR I7 WY T faaliv ¥ Haiferd Aral d g1t AR (HRd & e ST ARTRS
IfRd, =R A fapait 8 & oy 3/aeR &) AT R THH U J AN eIl 8|
o FHrRfRE R Al &1 dfie IaltsT (Faru, ufasy 3R ufadiy) sifafFom, 2013 Srfwd W Afgansi
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o fawai fdd & aRUTT HI 2016 Toe & dgd IS §911 AT 8 399 fadwai aafaqal, s
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Training Delivery Plan

Program Name

Technical Support Executive- Voice

Qualification Pack,
Name and Reference

Technical Support Executive - Voice

Qualification and
Experience

SSC/Q7202, v3.0

ID

Version No. 3.0 Version Update Date | 27/01/2022
Class 11th

Minimum Educational OR

10th+1-Yr NTC/NAC/CITS,
NSQF Level 3 STT

Pre-requisites to
Training (If any)

Certifications in Change Management, Communication

Techniques

Minimum Job Entry Age

16Years

Training Outcome

After completing this programme, trainee will be able to:

1. Evaluate methods to record and categorize service
requests/incidents.

2. ldentify different software needed for query management and
tracking, recording customer complaints.

3. Design methods of proper query resolution within their area of
competence or authority in line with standard guidelines and
service level agreements (SLAs).

4. ldentify the correct alternative solution from customer relationship
management (CRM) tools and systems.

5. Examine the purpose of different questioning techniques for
understanding customer queries.

6. Select the correct category of documentation as per the list
mentioned in the query managementtool.

7. Examine various templates to record the query with the resolution
for future purpose.

8. Identify the input type of the query received through IM (Instant
Messenger) voice call, etc.

9. Examinethe specific data storage types used in the CRM tool.

10. Demonstrate effective communication and collaboration with
colleagues.

11. Apply measures to maintain standards of health and safety at the
workplace.




12.

13.

14.

Use different approaches to effectively manage and share data
andinformation.

Develop strong relationships at the workplace through effective
communication and conflict management.

Identify best practices to maintain an inclusive, environmentally
sustainable workplace.




Module
Name

Attending
Customer
Queries
(SSC/N730
1)

Session
Name

Session Objectives

Segments, 1. Identify the

Tools and various segments

Techniques in voice technical

in Technical customer service,

Customer tools, and

Service techniques

Segments,

Tools and

Techniques

in Technical

Customer

Service

(Contd....)

Segments,

Tools and

Techniques

in Technical

Customer

Service

(Contd....)

Segments, 2. ldentify the

Tools and nature and range

Techniques of queries related

in Technical to technical

Customer aspects including

Service networking/conn

(Contd....) ectivity, operating
system/ software,
installation/confi
guration, etc.

Segments,

Tools and

Techniques

in Technical

Customer

Service

(Contd....)

SSC/N7301

Training
Tools/Aids

Duratio
nin
Hours

Interacti | Participant T 6

ve handbook, P:2

Lecture Projector,

in Whiteboar

the d, Marker,

Class, and Duster

Activity,

Demonst

rate
T.0
P:4
T3
P:5

Interacti | Participant T 6

ve handbook, P:2

Lecture Projector,

in Whiteboar

the d, Marker,

Class, and Duster

Activity,

Demonst

rate
T.0
P:3

—_______no__________




Module
Name

Skills for
Query
Managem
ent
(SSC/N730
1)

Session
Name

Session Objectives

Customer Identify different

Query software needed

Managemen for query

t management and
tracking

Customer

Query

Managemen

t (Contd....)

Customer Refer to

Query experts/trainers

Managemen for solutions to

t (Contd....) queries, where
available

Customer

Query

Managemen

t (Contd....)

Customer Discuss with

Query supervisor or

Managemen quality assurance

t (Contd....) team, where
necessary to find
solution for a
specific query

Customer

Query

Managemen

t (Contd....)

SSC/N7301

Method Training Duratio
ology Tools/Aids nin
Hours
Interacti | Participant T.6
ve handbook, P:2
Lecture Projector,
in Whiteboar
the d, Marker,
Class, and Duster
Team
Activity
T.0
P:8
Interacti | Participant T. 6
ve handbook, P:2
Lecture Projector,
in Whiteboar
the d, Marker,
Class, and Duster
Team
Activity
T.0
P:8
Interacti | Participant T:5
ve handbook, P:3
Lecture Projector,
in Whiteboar
the d, Marker,
Class, and Duster
Team
Activity
T:0
P:3

o



Module
Name

Deal with
Customer
Queries
(SSC/N730
2)

Session
Name

Dealing with
Customer
Queries
Using CRM
Tools and
Systems

Dealing with
Customer
Queries
Using CRM
Tools and
Systems
(Contd....)

Dealing with
Customer
Queries
Using CRM
Tools and
Systems
(Contd....)

1.

Session Objectives

Discuss the
importance of
documenting,
classifying and
prioritizing
customer queries

Dealing with
Customer
Queries
Using CRM
Tools and
Systems
(Contd....)

Dealing with
Customer
Queries
Using CRM
Tools and
Systems
(Contd....)

Discuss the
importance of
keeping
customers
informed about
timescales for
progress and
resolution of
customer queries

SSC/N7302

Method
ology

Training
Tools/Aids

Duratio
nin
Hours

Interacti | Participant T 6

ve handbook, P:2

Lecture Projector,

in Whiteboar

the d, Marker,

Class, and Duster

Activity
T:0
P:8
T:0
P:4

Interacti | Participant T:6

ve handbook, P:2

Lecture Projector,

in Whiteboar

the d, Marker,

Class, and Duster

Activity
T:0
P:8

.




Module
Name

Session
Name

Dealing with
Customer
Queries
Using CRM
Tools and
Systems
(Contd....)

Session Objectives

Method
ology

Training
Tools/Aids

Duratio
nin
Hours

T-0
P:4

4. | Document
ation
Process
for
Queries
(SSC/N730
1)

Documenta
tion and
Resolution
of Customer
Queries

Documenta
tion and
Resolution
of Customer
Queries
(Contd....)

Documenta
tion and
Resolution
of Customer
Queries
(Contd....)

Documenta
tion and
Resolution
of Customer
Queries
(Contd....)

1. List the common
types of
customer queries
and how to
resolve them

SSC/N7301

Interacti
ve
Lecture
in

the Class

Participant
handbook,
Projector,
Whiteboar
d, Marker,
and Duster

T8
P:0

T-0
P:8

T:0
P:4

IT
Requiremen
ts for Voice
Set-up

1. Listthe basicIT
requirements
needed for voice
set-up

Interacti
ve
Lecture
in

the Class

Participant
handbook,
Projector,
Whiteboar
d, Marker,
and Duster

o



Module
Name

Session
Name

IT
Requiremen
ts for Voice
Set-up
(Contd....)

IT
Requiremen
ts for Voice
Set-up
(Contd....)

Session Objectives

Method

ology

Training
Tools/Aids

Duratio
nin
Hours

T:0
P:8

Process of
Query
Resolution
(SSC/N730
1)

Query
Resolution
Process
Based on
Type of
Customers
and Their
Behaviour

Query
Resolution
Process
Based on
Type of
Customers
and Their
Behaviour
Contd....)

Query
Resolution
Process
Based on
Type of
Customers
and Their
Behaviour
Contd....)

Identify the
nature of the
customer, mood
of the customer
(angry,
dissatisfied,
seeking advice,
dominant) before
proceeding with
objection
handling

SSC/N7301

Interacti
ve
Lecture
in

the
Class,
Group
Activity

Participant
handbook,
Projector,
Whiteboar
d, Marker,
and Duster

T8
P:0

T4
P:4

T:0
P:8

—____n____________




Session Name

Session Objectives

\[0)
)
Ref

Metho
dology

Training
Tools/Aids

Duratio

nin

Hours

Sharing Resolution
(Contd...)

Query Resolution T:0
Process Based on P:8
Type of Customers

and Their

Behaviour Contd....)

Query Resolution T0
Process Based on P:7
Type of Customers

and Their

Behaviour Contd....)

6. | Software Software to Speed Identify the various | SSC | Interac | Participant T:8
Requiremen | up the Process of types of software /N | tive handbook, P:0
t for Query | Sharing Resolution used by customers | 73 | Lectur | Projector,
Manageme to speed up the 01 |ein Whiteboar
nt process of sharing the d, Marker,
(SSC/N7301 resolution Class and Duster
)

Software to Speed T:8
up the Process of P:0
Sharing Resolution

(Contd...)

Software to Speed T1
up the Process of P:7
Sharing Resolution

(Contd...)

Software to Speed T:0
up the Process of P:8
Sharing Resolution

(Contd...)

Software to Speed T0
up the Process of P:8
Sharing Resolution

(Contd...)

Software to Speed T:0
up the Process of P:2

A —




Sl.
No

Module
Name

Inclusive
and
environme
ntally
sustainable
workplaces
(SSC/N
9014)

Session Name

Session Objectives

Sustainable 1. Describe different
Practices approaches for
efficient energy
resource
utilization and
waste
management.
Sustainable 2. Describe the
Practices ( importance of
Contd...) following the
diversity policies
Sustainable . ldentify
Practices ( stereotypes and
Contd...) prejudices
associated with
people with
disabilities and the
negative
consequences of
prejudice and
stereotypes.
Respect . Discuss the
Diversity and importance of
Strengthen promoting, sharing
Practices to and implementing
Promote gender equality
Equality and PwD
sensitivity
guidelines at

organization level.

NOS
{1

SSC/N
9014

Methodolo Training Duratio
gy Tools/Aids nin
Hours

Interactive | Participant T: 2
Lecture in handbook, p: 5
the Class, Projector, )
Activity Whiteboar

d, Marker,

and Duster
Interactive | Participant T: 2
Lecture in handbook, p: 5
the Class, Projector, )
Activity Whiteboar

d, Marker,

and Duster
Interactive | Participant T3
Lecture in handbook, p: 5
the Class, Projector, '
Activity Whiteboar

d, Marker,

and Duster
Interactive | Participant T3
Lecture in handbook, p: 5
the Class, Projector, ’
Activity Whiteboar

d, Marker,

and Duster




Sl. Module Session Session Objectives Methodolo Training Durati
No. Name Name gy Tools/Aids onin
Hours
8. Employabi | Introduction | 1. Discuss the N/A | Interactive | Participant T.0.5
lity & to Employability Skills Lecture in handbook, P:1
Entrepren | Employabilit required for jobs in the Class, Projector,
eurship y Skills various industries Activity Whiteboard
Skills . List different » Marker,
. and Duster
learning and
employability
related GOl and
private portals and
their usage
Constitution . Explain the Interactive | Participant T:0.5
al Values: constitutional Lecture in handbook, P:1
Citizenship values, including the Class, Projector,
civic rights and Activity Whiteboard
duties, citizenship, , Marker,
responsibility and Duster
towards society
and personal
values and ethics
such as honesty,
integrity, caring
and respecting
others that are
required to
become a
responsible citizen
. Show how to
practice different
environmentally
sustainable
practices
Becoming a . Discuss Interactive | Participant T:1
Professional importance of Lecture in handbook, P:1.5
in the 21st relevant 21st the Class, Projector,
Century century skills. Activity Whiteboard
, Marker,
and Duster




Sl. Module Session Session Objectives NOS Methodolo Training Durati
No. Name Name Ref. gy Tools/Aids onin
Hours

1. Exhibit 21st
century skills like
Self-Awareness,
Behaviour Skills,
time
management,
critical and
adaptive thinking,
problem-solving,
creative thinking,
social and cultural
awareness,
emotional
awareness,
learning to learn
etc. in personal or
professional life.

2. Describe the

benefits of

continuous

learning
Basic English | 1. Show how to use Interactive | Participant T4
Skills basic English . handbook, P:4

Lecture in .

sentences for Projector,

everyday the Class, Whiteboard
Basic English conversation in Activity , Marker, T: 2
Skills different contexts, and Duster P:0
(Contd.) in person and over

the telephone

2. Read and interpret
text written in
basic English

3. Write a short
note/paragraph /
letter/e -mail
using basic English




Session Session Objectives Methodol Training Durati
Name ogy Tools/Aids onin
Hours
Communic . Demonstrate how to Interactive | Participant T: 2
ation Skills communicate Lecture in | handbook, P:3
effectively using verbal the Class, | Projector,
and nonverbal Activity Whiteboar
communication d, Marker,
etiquette. and Duster
. Explain the importance
of active listening for
effective
communication
. Discuss the significance
of working
collaboratively with
others in a team
Essential . Describe the role of Interactive | Participant T4
Digital Skills digital technology in Lecture in | handbook, P:2
today's life the Class, | Projector,
Essential . Demonstrate how to Activity valt:rt;(z?r T0
Digital Skills operate digital devices a’nd Duste’r P-4
(Contd.) and use the associated

applications and
features, safely and
securely

. Discuss the significance

of displaying
responsible online
behaviour while
browsing, using various
social media platforms,
e-mails, etc., safely and
securely

. Create sample word

documents, excel
sheets and
presentations using
basic features utilize
virtual collaboration
tools to work effectively




Session Session Objectives Methodolo Training Durati
Name gy Tools/Aids  onin
Hours
Diversity . Demonstrate how to Interactive | Participant T 1
and behave, communicate, Lecture in handbook, P:1.5
Inclusion and conduct oneself the Class, Projector,
appropriately with all Activity Whiteboard
genders and PwD , Marker,
. Discuss the significance and Duster
of escalating sexual
harassment issues as
per POSH
Financial . Outline the importance Interactive | Participant T: 2
and Legal of selecting the right Lecture in handbook, P:3
Literacy financial institution, the Class, Projector,
product, and service Activity Whiteboard
. Demonstrate how to » Marker,
. and Duster
carry out offline and
online financial
transactions, safely
and securely
Career . Create a career Interactive | Participant T 1
Developm development plan with Lecture in handbook, P:1
ent and well-defined short- and the Class, Projector,
Goal- long-term goals Activity Whiteboard
Setting , Marker,
and Duster
Customer . Describe the Interactive | Participant T: 2
Service significance of Lecture in handbook, P:3
analysing different the Class, Projector,
types and needs of Activity Whiteboard
customers , Marker,
. N and Duster
. Explain the significance
of identifying customer
needs and responding
tothemina
professional manner.
. Discuss the significance
of maintaining hygiene
and dressing
appropriately




SI.  Module Session Session Objectives Methodolo Training Durati

No. Name Name . gy Tools/Aids onin
Hours
Getting 1. Create a professional Interactive | Participant T:3
Ready for Curriculum Vitae (CV) Lecture in handbook, P:5
Apprenhc 2. Use various offline and the.C.Iass, PrOJ.ector,
eships and o Activity Whiteboard
online job search
Jobs , Marker,
sources such as
and Duster
employment
exchanges, recruitment
agencies, and job
portals respectively
3. Discuss the significance
of maintaining hygiene
and confidence during
an interview
4. Perform a mock
interview
5. List the steps for
searching and
registering for
apprenticeship
opportunities
Total (In Hours) Theory | 100
Practical | 170
On the Job Training & ES Module | 170
*Grand Total (in Hours) | 390
hours
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CRITERIA FOR ASSESSMENT OF TRAINEES

Assessment Criteria for Technical Support

Job Role Technical Support Executive- Voice
Qualification Pack $SC/Q5101, v3.0
Sector Skill Council IT-ITeS Sector Skills Council NASSCOM

Sr. No. Guidelines for Assessment
Criteria for assessment for each Qualifications File will be approved by the Sector Skill Council.
1. 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.
) 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 centre (as per assessment criteria below).
5 Individual assessment agencies will create unique evaluations for skill practical for every student at
’ each examination/training centre based on this criterion.
6. To pass the Qualifications File, every trainee should score a minimum of 70 % of aggregate marks.
7. In case of unsuccessful completion, the trainee may seek reassessment on the Qualification File.




Total Marks: 600 Compulsory NOS

Assessable Assessment criteria for outcomes Total Theory Practical Viva Marks
Outcomes \ET S Marks  Marks

Assessable . Total Skills
Assessment criteria for the outcome Out of | Theory .
Outcomes Marks Practical

SSC/N7301: Deal | PC1. confirm to customers that the

remotely with service requests/ incidents have

basic IT service been received 100 5 5 )
request/incidents

- voice

PC2. express concern for any

difficulties caused and make 10 _ 10
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
organizational guidelines

PC7. provide customers with a 5 5 -
justifiable resolution time, where an
immediate solution cannot be found

PC8. refer problems to line managers 10 10 -
and obtain advice and guidance,
where the problems cannot be
resolved by the helpdesk




Total Marks: 600

Assessable
Outcomes

Assessable
Outcomes

Compulsory NOS

Assessment criteria for
outcomes

Assessment criteria for the
outcome

Total Marks
((00)]

Total Marks

Theory
WETS

Out of

Practical
[\ ETG

Theory

Viva Marks

Skills
Practical

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

10

10

PC10. obtain confirmation
from customers those
problems have been resolved

PC11. record the resolution of
problems accurately

10

10

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

10

10

Total

100

30

70

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

100

20

15

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

20

15

.



Total Marks: 600

Compulsory NOS

Assessable Assessment criteria for outcomes Total Theory Practical = Viva Marks
Outcomes Marks Marks Marks
(600)
Assessable Assessment criteria for the Total Skills
Out of Theory .
Outcomes outcome Marks Practical
PC3. understand the diversity 15 5 10
policy of the organization and use
internal & external communication
to colleagues to improve
PC4. comply with PwD inclusive 10 - 10
policies for an adaptable and
equitable work environment
PC5. improve through specifically 20 - 20
designed recruitment practices,
PwD friendly infrastructure, job
roles, etc.
PC6. improve through specifically 15 5 10
designed recruitment practices,
PwD friendly infrastructure, job
roles, etc.
Total 100 20 80
5. Employability PC1. Introduction to Employability 50
NOS for 60 Hours Skills 2 1 1
PC2. Constitutional values —
Citizenship 2 1 1
PC3. Becoming a Professional in the 6 2 4
21st Century
Pc4. Basic English Skills 6 2 3
PC5. Career Development & Goal 3 1 2
Setting

— B/



Total Marks: 600

Compulsory NOS

Assessable Assessment criteria for Theory Practical = Viva Marks

Outcomes

outcomes

Marks

[\ ETG

Assessable Assessment criteria for the Total Skills
Out of Theory .
Outcomes outcome Marks Practical
PC6. Communication Skills 4 2 2
PC7. Diversity & Inclusion 2 1 2
PC8. Financial and Legal 5 2 3
Literacy
PC9. Essential Digital Skills 8 3 4
PC10. Entrepreneurship 4 2 3
PC11. Customer Service 3 1 2
PC12. Getting Ready for 5 2 3
Apprenticeship & Jobs
50 20 30

Total




— Glossary

Sector: Sector is a conglomeration of different business operations having similar business and
interests. It may also be defined as a distinct subset of the economy whose components share
similar characteristics and interests.

Sub-sector: Sub-sector is derived from a further breakdown based on the characteristics and
interests of its components.

Occupation: Occupation is a set of job roles, which perform similar/ related set of functions in an
industry. Job role: Job role defines a unique set of functions that together form a unique
employment opportunity in an organization.

Occupational Standards (OS): OS specify the standards of performance an individual must achieve
when carrying out a function in the workplace, together with the Knowledge and Understanding
(KU) they need to meet that standard consistently. Occupational Standards are applicable both in
the Indian and global contexts.

Performance Criteria (PC): Performance Criteria (PC) are statements that together specify the
standard of performance required when carrying out a task.

National Occupational Standards (NOS): NOS are occupational standards which apply uniquely in
the Indian context.

Qualifications Pack (QP): QP comprises the set of OS, together with the educational, training and
other criteriarequired to performajob role. AQP is assigned a unique qualifications pack code.

Unit Code: Unitcodeis a unique identifier for an Occupational Standard, which is denoted by an ‘N’
UnitTitle: Unit title gives a clear overall statement about what the incumbent should be able to do.

Description: Description gives a short summary of the unit content. This would be helpful to anyone
searching on a database to verify that thisis the appropriate OS they are looking for.

Scope: Scope is a set of statements specifying the range of variables that an individual may have to
deal with in carrying out the function which have a critical impact on quality of performance
required.

Knowledge and Understanding (KU): Knowledge and Understanding (KU) are statements which
together specify the technical, generic, professional and organizational specific knowledge that an
individual needs in order to perform to the required standard.

Organizational Context: Organizational context includes the way the organization is structured and
how it operates, including the extent of operative knowledge managers have of their relevant areas
of responsibility.

Technical Knowledge: Technical knowledge is the specific knowledge needed to accomplish specific
designated responsibilities.

Core Skills/ Generic Skills (GS): Core skills or Generic Skills (GS) are a group of skills that are the key to
learning and working in today’s world. These skills are typically needed in any work environment in
today’s world. These skills are typically needed in any work environment. In the context of the OS,
these include communication related skills that are applicable to most job roles.

Electives: Electives are NOS/set of NOS that are identified by the sector as contributive to
specializationin a job role. There may be multiple electives within a QP for each specialized job role.
Trainees must select at least one elective for the successful completion of a QP with Electives.




Options: Options are NOS/set of NOS that are identified by the sector as additional skills. There may
be multiple options within a QP. It is not mandatory to select any of the options to complete a QP
with Options.
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