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TECHNICIANS CPD PROGRAMME
Critical Incident

REFLECTIVE ACCOUNT

	Candidate Name
	James Smart


	Date covered by this account
	2/12/03


	Description of the task or event covered by this account

	Setting up and configuring a class computer with new software for a training course.

This was in response to an urgent request for the software from a lecturer who was coming down on the following day to deliver the training course.

Everyone thought the software was already present but a quick check by a colleague failed to find it.

I was then tasked with confirming this and providing a solution.


	Brief explanation of the skills, knowledge and personal attributes required for this task or event

	IT skills - OS/ installation of software, file handling, how the software used the OS and set up to work.

People skills - handling a difficult situation in front of a class of 40, working with technical staff in Exeter and in Plymouth

Organisational skills - working out what to do and when to do it

Problem solving - how to get the software to work!


Signed: James Smart

Date: 3/12/03




Reflective Account

Provide evaluative commentary on how your performance in this activity shows evidence for relevant units.

	Unit title: Problem solving

	Explain where your performance was satisfactory or better, and identify where improvement is needed

	Although the installation process was relatively straightforward the software still would not work. By now the session was about to start. I knew that there may be files that couldn't be loaded so I isolated what worked and what didn't and managed to test a possible solution while the lecturer and class waited prior to the start of the session. 

I was pleased that I kept my cool and managed to deliver a working set up despite the pressure of time and people waiting for me.

I should have tried the whole setup well before the class so my time management was not ideal.



	What evidence are you providing and where is it located?
	Relevant component

	
	Element/ Descriptor
	PC(s)
	Knowledge & Understanding

	Request from Manager and supporting emails. On PC.
	PS3.1
	
	

	Note from lecturer saying thanks. On PC.
	PS3.2, PS3.3
	
	

	Software on cluster. On cluster PC.
	PS3.3
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Signed: James Smart

Date: 3/12/03


Reflective Account

Provide evaluative commentary on how your performance in this activity shows evidence for relevant units.

	Unit title: Improve customer relationship

	Explain where your performance was satisfactory or better, and identify where improvement is needed

	The client expected the software to be there for him but I was still installing it due to the repeated problems. I told him the situation and gave him several options. Then asked if he minded if I continued while he talked to the class.

I made sure my manager and the staff in Plymouth were kept informed at all stages and followed up to make sure the lecturer was OK after the lecture.

I was pleased that I kept my cool and managed to deliver a working set up despite the pressure of time and people waiting for me.

I should have tried the whole setup well before the class so my time management was not ideal.



	What evidence are you providing and where is it located?
	Relevant component

	
	Element/ Descriptor
	PC(s)
	Knowledge & Understanding

	Request from Manager and supporting emails. On PC.
	2.1
	2.1.1, 2.1.2, 2.1.3
	10-17

	ditto
	2.2
	2.2.3,2.2.6
	

	Note from lecturer saying thanks. On PC.
	2.1
	2.1.1, 2.1.2, 2.1.3
	10-21

	ditto
	2.2
	2.2.1, 2.2.2, 2.2.3, 2.2.3, 2.2.6
	

	ditto
	2.3
	2.3.3, 2.3.4
	

	Follow up email and responses. On PC
	2.1
	2.1.1, 2.1.2, 2.1.3
	6,7, 10-21

	ditto
	2.2
	2.2.6, 2.3.1,.2.3.2,2.3.3,2.3.4
	

	
	
	
	


Signed: James Smart

Date: 3/12/03


Reflective Account

Provide evaluative commentary on how your performance in this activity shows evidence for relevant units.

	Unit title: Contribute to the installation of software

	Explain where your performance was satisfactory or better, and identify where improvement is needed

	The software was new to me and since it was not already on our cluster I had to find out about the licensing arrangements as they wanted to use it on 24 PCs. I then had to test it first to see if it worked with our systems and it was then that I found out that it would run OK on a stand-alone PC but the cluster configuration prevented full access for clients on the cluster PCs.

I talked this through with our Cluster manager and we discovered that we could only install this as a full client as it required entries in the system registry which are lost at re-boot.

I then experimented with a workaround as time was running out and found that we could in fact run a limited user version from CD which the lecturer said would be fine as users would not need to save their data onto disk. I then installed the CD version on each PC.


	What evidence are you providing and where is it located?
	Relevant component

	
	Element/ Descriptor
	PC(s)
	Knowledge & Understanding

	Request from Manager and supporting emails. On PC.
	214.1
214.2
	a, c, d, f, g
a-d, g, h
	1,6, 8, 10-13
1-4, 6-12

	My notes from conversations and actions

	214.1
214.2
	a, b, c
a, b, c, e, f
	2-5, 8, 9
1, 2, 5, 7-12

	Professional Discussion with Assessor
	214.1

214.2
	All
All
	All
All

	Follow up email and responses. On PC
	214.1

214.2
	a, c, d, f, g

a-d, g, h
	1,6, 8, 10-13

1-4, 6-12


Signed: James Smart

Date: 3/12/03


Reflective Account

Provide evaluative commentary on how your performance in this activity shows evidence for relevant units.

	Unit title: Contribute to the provision of IT support

	Explain where your performance was satisfactory or better, and identify where improvement is needed

	I was asked to provide support for the visiting lecturer as described above. I did not know exactly what I had to do and felt that I asked the right questions, given the limited timescale. I also felt that I knew what to do about the situation and acted appropriately when things got tricky.


	What evidence are you providing and where is it located?
	Relevant component

	
	Element/ Descriptor
	PC(s)
	Knowledge & Understanding

	Request from Manager and supporting emails. On PC.
	215.1
215.2
	All
All
	All
All

	My notes from conversations and actions


	215.1
215.2
	a-e
a,b
	All
--

	Professional Discussion with Assessor
	215.1
215.2
	All
All
	All
all

	Follow up email and responses. On PC
	215.1
215.2
	All
All
	All
all


Signed: James Smart

Date: 3/12/03


	What are your identified career and/or personal development needs arising from this evaluation?

	Need to be addressed
	Suggested activity or activities that will meet the need

	
	


	Candidate signature
	

	Date account completed
	




	Supervisor/line manager’s evaluation and comments

	James worked hard to get this sorted in a stressful situation. I was involved, as usual, in delegating the task to James and had confidence he could handle this. I know he is technically competent but probably inexperienced with handling this sort of time-based pressure and having back-up solutions.
I agree he should have tested the set up before the start but this is sometimes just not possible. Another possible solution would have been to test with the other site and offer alternative solutions in the event of a service disruption or other problems. All about developing James’s planning skills!

I have talked to him since and we are looking at setting up better mentoring support to cope with these eventualities.




	Supervisor/line manager’s signature
	 Athene Jones

	Date
	19/12/03
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