IT Essentials: PC Hardware and Software v4.0

Chapter 8 – Worksheet/Student 

8.12.2 Worksheet: Diagnose a Network Problem
(Student Technician Sheet)
Print and complete this worksheet.

Gather data from the customer to begin the troubleshooting process.  Document the customer’s problem in the work order below.
Company Name:  Handford Insurance

Contact:  J. Halle

Company Address:  1671 N. 52nd Ave.

Company Phone:  555-9991


Category Network
Closure Code
Status Open

Type
Escalated
Pending

ItemPending
 Until Date

Business Impacting?  X Yes   Ο No

Summary The customer is not able to connect to the network. Customer is not able to send or


receive email.

Case ID#


Connection Type


Priority


Environment


User Platform Windows XP



Problem Description Customer cannot access network folders. Customer cannot send or receive


e-mail. Customer was able to access the network yesterday______________________________
Problem Solution:  


8.12.2 Worksheet: Diagnose a Network Problem
(Student Customer Sheet)
Use the contact information and problem description below to report the following information to a level-one technician:
Contact Information

Company Name: Handford Insurance
Contact: J. Halle
Company Address: 1671 N. 52nd Ave.
Company Phone: 555-9991
Problem Description

I am not able to connect to the network. I can log onto Windows, but I cannot get to my folders on the network. I cannot get to the Internet either. Everything was fine yesterday because Johnny was using my computer while I was at home sick, but now it does not work. In fact, my e-mail does not work either. I tried to send e-mail, but it did not go anywhere. It just sits in my Outbox. My friend said she sent me some e-mail this morning, but I do not have it. It just is not there. What am I going to do? I have to get started on my work. My boss is going to be very upset. Can you help me get to the network? And my files? And my e-mail?
(NOTE:  Once you have given the level-one tech the problem description, use the Additional Information to answer any follow up questions the technician may ask.)
Additional Information
· I am using Windows XP Pro.
· Cable connects me to the Internet.
· I am using a desktop computer.
· Everybody else in the office can access their files.
· Everybody else in the office can use e-mail.[image: image1.jpg]



Work Order





                                                               Generating a New Ticket
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