ZH3 - Technical advice and guidance at level 3

This is the ability to identify a need for technical advice or guidance, and to provide accurate information in a controlled process.

Advice and guidance in the context of ICT and Telecoms, will normally relate to the provision of technical information in order to resolve problems or to improve performance. Customers are defined as any person or organisation in need of technical advice.

At Levels 4 and 5, providing advice and guidance may be referred to as "consultancy" or "technical specialism".  Consultancy will normally refer to strategic advice, and technical specialism will refer to specific operational or product advice.

In order to provide effective advice it may be necessary to research and validate information.

At Level 3 the competent person can:

Provide advice and guidance on a range of topics, with responsibility for the source and content.

This will involve applying the following knowledge and understanding:

· appropriate uses of the advice and guidance

· organisational policy for providing advice and guidance;

· effects of advances in technology;

· technical information to form the basis for advice and guidance.

Advances in Technology

Advances in technology can result in:

· improvements to the function and capacity of existing technologies;

· new or radically different (emerging) technologies enabling new ways of working.

· directly relevant to systems already in use

Technical Information

Technical knowledge defines the type of information that is used to provide advice and guidance. It will refer to technical information covering products and services. The knowledge may include specifications, features, maintenance procedures, life cycle management and value.

· obtained from clearly defined information sources (e.g. operator manuals; handbooks; reference charts; normally referring to a single event.)

· obtained from approved sources (e.g. training courses, knowledge repositories; discussion groups)

· analysis of content for suitability

· validation to confirm that the information is approved, current and within organisational policies.

· information obtained from a range of sources (e.g. historical data.

· information derived from the analysis of a range of information (e.g. trend analysis).

This will involve effective use of the following skills and techniques:

Communicating Technical Information

Communicate using a suitable agreed format; identify the correct person to receive the information; record, audit and quality check the information at the time of communication; agree that the information is sufficient to satisfy the customer request; follow organisational escalation processes when the information is not suitable; prepare customer documentation to recognised quality standards.

· by direct contact with the customer according to organisational policies using approved information and with little additional explanation; obtaining all relevant information

· using direct and indirect methods, normally verbal, but with limited requirement to provide simple written information or guidelines.

· external written communication reviewed by supervisor.
· discussing advantages or disadvantages of the use of the advice or guidance;

· informing customers of progress.

· using mechanisms such as e−mail; newsletters; technical bulletins and presentations to groups;

· explaining complex concepts or information in a simple format.

Providing advice and guidance

Technical information or advice and guidance provided to others. It may be provided pro−actively or in response to a request.

· responding to a direct request, not normally requiring research (e.g. known problems);

· requiring minimal interpretation of information.

· responding to a request that will require some information gathering and review;

· considering different responses to a request;

· identifying customer needs and time constraints.

· responding pro−actively to identified customer needs;

· identifying the purpose of the advice;

· identifying information to be gathered;

· using analysis techniques;

· selecting an appropriate response to meet customer needs.

Constraints

The supply of information will be subject to constraints. Examples are: commercial confidentiality, regulatory, personal sensitivity, legal, cost, technically inappropriate/feasible, availability, time, security. The information may also be constrained by intellectual property rights, trademarks, copyright, freedom of information or data protection.

· identify requests for information outside of the defined organisational policy or regulatory control

As above

· recommending occasions where organisational policies should be suspended or adapted;

· interpret constraints

Gathering Technical Information

Gathering technical information from sources such as reference manuals, knowledge repositories, historical data, customer and peer meetings; trade journals; training courses.

· accurately gathering specified information

· identifying the information relevant to meeting the request for information;

· using approved sources of information;

· validating information

· identifying relevant sources of information

