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Instruction Sheet Learning Guide #41 
 
 

This learning guide is developed to provide you the necessary information regarding the following 

content coverage and topics: 

 Identifying potential solution to problem 

 Recommendation about possible solutions 

 Planning Implementation and evaluation of solutions  

 Documenting  and submitting recommended solutions 

This guide will also assist you to attain the learning outcome stated in the cover page. Specifically, 

upon completion of this Learning Guide, you will be able to: 

 Identifying potential solutions to problems  

 developing, documenting, ranking and presenting recommendations about possible solutions 

to the appropriate person for decision 

 Planning implementation and evaluation of solutions 

 Documenting and submitting recommended solutions to the appropriate person for 

confirmation 

Learning Activities  

1. Read the specific objectives of this Learning Guide.  

2. Read the information written in the “Information Sheets 1” in pages 3-14.  

3. Accomplish the “Self-check 1” in page 15.  

4. Read the information written in the “Information Sheets 2” in pages 16-17.  

5. Accomplish the “Self-check 2” in pages 12.  

6. Read the information written in the “Information Sheets 3” in page 13.  

7. Accomplish the “Self-check 2” in pages 14.  

8. If you earned a satisfactory evaluation proceed to “Operation Sheet 1”. However, if your 

rating is unsatisfactory, see your teacher for further instructions or go back to Learning 

Activity # 1.  

9. Perform the “Operation Sheet 1” in pages 15-17.  

10. If you earned a satisfactory evaluation proceed to “Lap Test”. However, if your rating is 

unsatisfactory, see your teacher for further instructions or go back to Operation Sheet.  

11. Do the “LAP test” on page 18 (if you are ready) and show your output to your teacher. Your 

teacher will evaluate your output either satisfactory or unsatisfactory. If unsatisfactory, your 

teacher shall advice you on additional work. But if satisfactory you can proceed to Learning 

Guide 37.  

 

 Your teacher will evaluate your output either satisfactory or unsatisfactory. If unsatisfactory, 

your teacher shall advice you on additional work. But if satisfactory you can proceed to the 

next topic. 
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Information Sheet – 1 Identifying potential solution to problem 

 

1.1. Introduction 

As IT professionals, we are regularly expected to troubleshoot all kinds of technology problems as 

they arise during the day to day operations of our jobs.   

Sometimes the issues we face are minor in nature and very easily solved – a help desk ticket for 

example, where a new employee can’t access or save files on their home drive (in this case, 

because the person who created the user account, forgot to create the home drive as well!). 

1.2. Identifying potential solution to problem 

When your computer is not running properly the first course of action is to do a proper shut down, 

and restart. Click on the Start button, select "shut down". Leave the PC off for 1 to 2 minutes. Turn 

the PC back on again. If the PC is frozen and you cannot shut it down, hold the power button on the 

CPU for 30-40 seconds until it shuts down. 

Common Problems: 

An Unresponsive PC 

 First check the cable. Unplug it from the computer and the outlet. Re-plug in both sides and 

try booting it again.  

 Check the wall outlet. Plug something else into the outlet and see if it works. If you have a 

surge protector try a different outlet.  

 Turn the system off and wait 30 seconds and then try again. 

 Reach behind the machine and see if you feel air blowing out of the power supply. If you do, 

then you know the machine is getting some power.  

 Look at the keyboard for the indicator lights being lit up as the machine boots. 

 Sometimes the monitor has something to do with the system acting up. Unplug the power 

cord from the monitor and the wall and re-plug it. Unplug the cable from the computer to the 

monitor and re-plug it into the monitor. Try rebooting.  

 Listen to identify a beeping series if there is one to report it to the technical help.  

 If you have a tower computer you should see indicator lights just above the power button on 

the PC, if you see any numbers lit up report this to the Help Desk.  

 Turn in all comments to the Help Desk. 
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Monitor Troubleshooting  

Symptom 1: The monitor screen is black 

Diagnosis 

Check to see if the computer turned on. 

 Is the computer turned on? There is a light on the CPU. If the computer is on, it will be lit.  

Check to see if the monitor getting power. 

 If no lights appear on the front of the monitor at all, it is not getting any power from the power 

source. Check to see if ALL plugs are secure.  

 Power cord from the computer to the power strip. 

 Power strip to the wall socket. 

Check to see if the Power Strip turned on. 

 There is a light on the strip. If the strip is on, the indictor light will be on. 

Check to see if the monitor getting a signal from the computer. 

 There is a light on the monitor. If the monitor is on, it will be lit. If it is turned on, check the 

contrast and brightness buttons to see if they have been tampered with.  

 A green light on the front of the monitor would indicate that it is getting a signal from the 

computer.  

 An orange light would indicate there is not signal from the computer. Make sure the computer 

is on and you see lights on the front of it. Check the cable that runs from the monitor to the 

computer to see if it has worked loose.  

Check to see if the brightness has been turned entirely down. 

 Make sure you check the brightness and contrast buttons or settings on the monitor. 

Check to see if the computer in Power Save or Sleep mode. 

 Move the mouse or press any key on the keyboard to see if the computer will "wake-up." 

Check to see if all peripherals plugged in. 

 Verify that all cables and cords leading in to and out of your computer to insure they are all in 

tight and not disconnected.  

Symptom 2: The screen is too bright or too dark 

Diagnosis 

 Check if the Brightness or contrast control is at the appropriate position, not at the maximum 

or minimum.  

 Check if the specified voltage is applied 

 Check if the signal timing of the computer system is within the specification of the monitor.  
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 Especially, check the horizontal frequency. 

Symptom 3: The screen is shaking 

Diagnosis 

 Move all objects that emit a magnetic field, such as a motor or transformer, away from the 

monitor.  

 Check if the specified voltage is applied. 

 Check if the signal timing of the computer system is within the specification of the monitor.  
 

Printer Troubleshooting  

Symptom 1: The Printer is not printing 

Diagnosis 

 Check to see if the printer getting power 

 If there are no lights or no display on the front of the printer, the printer is not getting 

electricity or power. Check to make sure the power cord is plugged in both to the wall or 

power strip and to the back of the printer. Wiggle the power cord where it plugs into the back 

of the printer to make sure it is not loose. Some models of desk jets have a two part power 

cord. In this case, check along the length of the power cord to make sure both parts are 

plugged in together.  

 If the printer is still not getting power, plug the power cord into a different outlet on the power 

strip. If this does not work, try plugging the printer into a different wall outlet.  

Check to see if you can print a Windows test page 

The windows test page is a basic communication test between your computer and 

the printer. To print a Windows test page:  

 Left mouse-click on the Start button. 

 Go to Settings and then select Printers. Inside the printer window, you should see a small 

printer icon with the name of printer you are trying to print to.  

 Place your mouse arrow on the small printer icon and right mouse-click. A small gray window 

should appear and the last choice in the box is Properties.  

 Left mouse-click on Properties. A printer window with several tabs should appear. 

 On the General tab, there is a Print Test Page button in the lower right corner. Left mouse-

click on the button. You may click on the "Yes" button on your screen, but the real question 

is: Did anything print from the printer?  

 If the answer is no, please call or e-mail the Help Desk at x1112. 
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 If you can print a Windows test page, try to print from a different program. If the document 

does not print from that program, the printing problem has to do with that program.  

Check to see if there is paper in printer. Is there a paper jam? 

 If the printer has paper in the paper tray, the paper may be jammed or not feeding properly. 

Take the paper out of the paper tray and check to see that the top piece of paper is not 

crinkled or bent.  

 If the printer is a DeskJet, lift-open the front cover and look to see if a piece of paper is 

halfway fed through. If it is, remove paper gently from the top and close.  

 If the printer is a LaserJet, open the top of the printer and check for paper underneath the 

toner cartridge. If there is paper there, gently remove it, and replace the toner cartridge.  

Check to see if the computer getting a signal from the printer. 

 The computer and the printer must be communicating before the printer will print. When you 

send a document to print, does a small printer appear on the Windows taskbar (down by the 

time)? If this printer appears on the taskbar, the computer thinks the printer is receiving 

communication. At this point, the printer should blink lights (if a DeskJet) or says "printing" or 

"receiving" on the display (if a laser printer). If the printer is not receiving the communication 

from the computer, try restarting the computer. After you have logged in, see if you can print 

now.  

Check to see if Printer offline or Paused. 

 If the printer is off-line or paused, the print jobs will just stack up in the print queue but 

nothing prints.  

 Left mouse-click on the Start button 

 Go to Settings 

 Then choose Printers 

 The Printer folder should open and display the printers installed on this PC. 

 Place your mouse arrow on the printer you are checking and right mouse click. A dialog box 

should open.  

 If the printer is paused or offline you will see a black check mark next to the words "Pause 

Printing" or "Printer Offline."  

 Left mouse-click on the black check mark and see if you can "uncheck" it. 

 If the check mark will not go away, try restarting the PC (Start – Shutdown – Restart). 

 Then repeat steps 1 through 7 again. 

 If the printer is still not printing, please contact the Help Desk at x1112 
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Check to see if there multiple jobs in the Print queue. 

 If the printer is a local printer (i.e., there is a cable running directly from the printer to the 

computer you are printing from), power off the PC, power off the printer, count to 10, and 

then turn both the printer and the computer back on again. Sometimes this will allow the 

printer to start printing again.  

Symptom: The printer is printing streaks on the page 

Diagnosis 

 If the printer is a DeskJet, go to the HP DeskJet Utilities menu in the Program menu. Choose 

the "Clean the Print Cartridges" option. If this does not work, try replacing the ink cartridge. If 

the new cartridge does not help the streaking, place the cartridge back inside the original 

packaging and save it until the other cartridge has been used up. This just tests to see if the 

ink cartridge is defective.  

 If the printer is a LaserJet, try changing the toner cartridge. If the new toner cartridge does 

not improve the streaking problem, return old cartridge to the printer and place the new toner 

cartridge back in its original packaging for later use.  

 If neither option works, please visit the printer maintenance vendor list to schedule printer 

service.  

The printer in spite of everything is not printing? 

 Turn the PC off. If the printer is a local printer, i.e., has a direct cable hookup to the PC, turn 

the printer off also so both the PC and printer are turned off at the same time. After 30 

seconds, turn the PC and the printer back on again. Try to print a Windows test page. If the 

printer still does not print, please contact the Help Desk x1112.  

CD Troubleshooting  

Symptom: The computer won't read the CD 

Diagnosis 

Check to see if the label side of the CD is faced up 

Check to see if the CD be read from the CD Rom drive of another computer 

 If the CD can be read from another computer's CD ROM drive, the CD ROM drive may be 

bad and need to be replaced.  

 The CD ROM drive may also have dirt or debris inside. Try cleaning the drive with a standard 

audio CD player cleaning kit. After cleaning the drive, try to read the CD again.  

Check to see if the CD scratched or dirty 

 CD, CDR, or CDRW drives read discs by shining a laser onto the CD and then measuring the 

amount of light that gets reflected back. Most of the time a small scratch won't matter.  
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 If the CD is dirty, you can clean the CD using a CD Cleaning kit or you can also use a mild 

detergent, like dish soap, and warm water, wash the CD and dry with a soft cloth. Once the 

CD is fully dry, insert the CD into the CD ROM drive and try to read it.  

 If the CD is not dirty, you can try to clean the CD Rom drive using a professional CD cleaner 

kit  

Check to see if the CD is a CD-R or CD-RW that was burned 

 A number of older CD drives cannot read some types of CD-R CDs. Try using a different CD-

R disk with a different dye under the reflective layer. You will have noticed that some CD-R 

disks are blue, gold, green, or even silver colored. Some of the colors have a lower light 

reflectivity value and an older CD Rom drive may have difficulty reading that brand of CD-R 

media.  

Keyboard Troubleshooting 

Symptom: Keyboard doesn't respond and gives off a constant beeping noise when booting up 

Diagnosis 

Check the plug to make sure it's connected securely. 

 Try unplugging it and re-plugging it again. If there is no response, check the indicator light on 

the keyboard. Is it on? Do the lights respond when you press the caps lock or the num lock 

key? If not, maybe your keyboard is broken.  

Check to see if there a key stuck 

 Gently pry off the cover and clean it with alcohol. Make sure it is not connected to your 

machine when you are cleaning it. The space bar frequently comes off track. Gently pry it off, 

noting which way the bar lies in your particular keyboard so you can replace it properly.  

Mouse Troubleshooting 

Symptom 1: The mouse is acting erratic 

Diagnosis 

Reboot the computer and see if that corrects the problem. If not check to see if there is insufficient 

memory.  

Symptom 2: The mouse will only move one way, either vertically or horizontally 

Diagnosis 

 Clean the mouse 

 Shut down your machine and unplug your mouse from the computer. Open the underside of 

the mouse and remove the ball. If the ball is a rubber ball, do not clean it with alcohol. Clean 

it with a soft cloth. There should be no lubricant placed on a mouse ball. Clean the roller in 
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the body of the mouse with a cotton swab that is slightly damp with alcohol. Replace the ball 

when the rollers are dry and replace the bottom portion.  

Networking Troubleshooting  

Symptom: My PC is not working on the Network 

Diagnosis 

Programs that require network drives to run or operate properly: SIS, HR, FRS, PROD – ALPHA, 

Network Shares, and some school applications. You would also need a network connection to print 

to the network laser or colour laser printers within CCRI.  

Video/Screen Troubleshooting  

Symptom 1: The Monitor is Black 

Diagnosis 

 
Fig. 1.1 Monitor Troubleshooting Diagram 

Symptom 2: The desktop Icons are too IMMENSE or too undersized 

Diagnosis 

Usually this is due to the Display Settings. The standard video setting for most College software is 

800x600. To check the video display settings:  

 Left mouse-click on the Start button (lower left-hand corner of the screen). 

 Go to Settings. Go to Control Panel. 

 Once in the Control Panel, look for the Display icon. 

 Double left mouse-click on the Display icon. 

 In the Display Properties box, left mouse-click on the settings tab. 
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 Place your mouse arrow on the slider, hold down the left-mouse button, and move the arrow 

until the number changes to the desired setting.  

 640x480 screen resolution has fewer pixels so the screen appears larger. 1024x768 screen 

resolution has more pixels in the same screen area so the appears smaller.  

Symptom 3: The Screen goes black if not used for a few minutes 

Diagnosis 

 The power saver or energy saver features may be turned on. To correct this problem, you 

can turn off the feature.  

 Left mouse-click on the Start button (lower left-hand corner of the screen). 

 Go to Settings. Go to Control Panel. 

 Once in the Control Panel, look for the Display icon. 

 Double left mouse-click on the Display icon. 

 Left mouse-click on the Screen Saver tab. 

 Left mouse-click on the Power or Settings button (depends on your version of Windows) in 

the lower left corner.  

 On the Power schemes tab, you should see where it says "Turn off monitor:" with an amount 

of time next to it. Left mouse-click on the drop-down arrow.  

 Change the time to "Never." 

 Left mouse-click on the Apply button in the lower right-hand corner. 

 Left mouse-click on the OK button. 

 Left mouse-click on the next OK button. 
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Sound Troubleshooting  

Symptom 1: The computer has no sound 

Diagnosis 

 

Fig. 1.2 Sound Troubleshooting Diagram 

Symptom 2: No sound is heard from audio (music) CDs 

Diagnosis 

 Look for the Volume icon in the system tray in the lower right-hand corner of the Windows 

desktop.  

 Place the mouse arrow on this icon. 

 Double left-mouse click. The Volume Control dialog box should appear on the computer 

screen.  
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 Place the mouse arrow on the "slider" button and slide the arrow up to increase or down to 

decrease the volume.  

 If "Mute all" check box is checked, there will be no sound. To enable the sound again, 

uncheck the box.  

 Ensure the speakers are properly connected to the audio card’s output connector and turned 

on.  

Symptom 3: There is no volume icon in the lower right corner 

Diagnosis 

 To place the volume icon in the system tray in the lower right of the desktop: 

 Place the mouse arrow on the Start button in the lower left corner. 

 Left mouse-click on Settings. 

 Left mouse-click on the Control Panel 

 Place the mouse arrow on the Multimedia icon  

 Place the mouse arrow on the Multimedia icon.  

 Double-left mouse click.  

 Left mouse-click on the Audio file tab.  

 Towards the bottom look for the check box that reads "Show volume control on taskbar."  

 Make sure the box is checked to activate the icon 

Startup Troubleshooting  

If your computer is making noise or attempting to start up, but there is no video or no display on the 

monitor.  

Symptom 1: No power lights on the monitor/computer 
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Diagnosis 

 

Fig. 1.3 Startup Troubleshooting Diagram 

Hard Drive Troubleshooting  

Symptom 1: The cursor is stuck on the hourglass 

Diagnosis 

Open Task Manager 

 Simultaneously press [Ctrl] [Alt] [Delete]. You will see a list of all tasks (programs) currently 

running. You may notice one program has "Not Responding" instead of "Running" listed next 

to it. Select this task and click the End Task button.  

 Another dialog box will open stating that the program is not responding. Choose End Now to 

close the program.  

Reboot your computer (Warm Boot) 

Resetting a computer that is already turned on: 

 Press [Ctrl] [Alt] [Delete] once to open the Task Manager. 

 Press [Ctrl] [Alt] [Delete] again to restart the computer. 
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Shut down your computer (Cold Boot) 

 Start-up of a computer from a powered-down state. If you restart your computer and the 

problem isn’t resolved, make an attempt to completely shut down the computer by pressing 

the power button. Let it set for 15-30 seconds then restart the computer.  

Symptom 2: You have run out of disk space on your computer. Music files, movies, digital pictures, 

and other big data files can fill up your hard drive.  

Diagnosis 

To check for disk space: 

 Open My Computer. Right click on the C: drive and select Properties from the shortcut menu. 

A pie chart will appear telling you the used and free space.  

 Try running the Disk Cleanup Wizard. This utility can tell you whether you are running out of 

room and help you clear away some space. Click the Start button and choose Programs | 

Accessories | System Tools | Disk Cleanup. Choose the disk to clean up (C:) and let the 

wizard do the work. 
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Self Check 1 Written Test 

Name: _________________________________  Date: _________________ 

Instruction: Answer all the questions listed below, if you have some difficulty doing this self check, 

feel free to ask your teacher for clarifications.  

 

Short Answer: Give a short answer for the following Questions. 

1. Write the diagnosis steps for the following symptoms in troubleshooting hard drives 

Symptom 1: The cursor is stuck on the hourglass. 

 

 

 

 

 

 

 

 

 

 

Symptom 2: You have run out of disk space on your computer. Music files, movies, digital 

pictures, and other big data files can fill up your hard drive.  
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Information Sheet – 2 Recommendation about possible solutions 
 

2.1. Developing/Ranking alternatives 

Look at your problems in different ways; find a new perspective that you haven't thought of before. 

Brainstorming, or rapid noting of alternatives no matter how silly, is an excellent discovery process. 

Once you have listed or mapped alternatives, be open to their possibilities.  

Weigh/Rank Alternatives 

After listing possible alternatives, evaluate them without prejudice, no matter how appealing or 

distasteful. 

Consider all criteria 

While a suitable solution may solve the problem, it may not work if resources aren't available, if 

people won't accept it, or if it causes new problems. 

 

 

 

Select the best alternative 

 Don't consider any alternative as "perfect solution." 

If there were, there probably wouldn't be a problem in the first place 

 Consider your intuition, 

or inner feelings in deciding on a course of action 
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 Return to your trusted outsider: 

Is there something you missed? 

Does he/she see a problem with your solution? 

 Compromise 

Consider compromise when you have a full grasp of the problem, and your alternatives. 

Competing solutions may yield a hybrid solution. 

Techniques in weighing alternatives: 

 

Figure 1: Alternatives weighing diagram  
 

List alternatives in columns and rows as depicted in the matrix above. Starting with Alternative A, go 

across columns in the matrix and rate each alternative against all the others. 

 When the alternative under consideration has more value than the others, then give the 

more valuable alternative a score of 1. 

 When the alternative has less value than the others give the less valuable alternative a score 

of 0 

Add the scores for each row/alternative; highest score is the highest rated alternative according to 

the criteria you used. In the matrix above, Alternative C scores highest, so it's the highest rated 

alternative. 

SFF Matrix: Suitability, Feasibility & Flexibility 

 
Suitability Feasibility Flexibility Total 

Alternative A 
    Alternative B 
    Alternative C 
    Alternative D 
     

Rate each alternative on scale of 1 - 3 for its 

 Suitability: refers to the alternative itself, whether it is ethical or practical.  
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 Is it appropriate in scale or importance?  

 Is it an adequate response?  

 Is it too extreme? 

 Feasibility: refers to how many resources will be needed to solve the problem. 

 Is it affordable? 

 How likely will it solve the problem? 

 Flexibility: refers to your ability to respond to unintended consequences, or openness to new 

possibilities, the alternative itself, and whether you can control outcomes once you 

begin. 

Then, Total a score for each alternative, compare, prioritize your alternatives. 
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Self Check 2 Written Test 

Name: _________________________________  Date: _________________ 

Instruction: Answer all the questions listed below, if you have some difficulty doing this self check, 

feel free to ask your teacher for clarifications.  

True/False: Write True or False. 

_______1. While a suitable solution may solve the problem, it may not work if resources aren't 

available, if people won't accept it, or if it causes new problems. 

_______2. In selecting the best alternatives, the first consideration is “Don't consider any 

alternative as perfect solution." 

_______3. Feasibility refers to your ability to respond to unintended consequences, or openness to 

new possibilities, the alternative itself, and whether you can control outcomes once you 

begin.  

_______4. In alternatives ranking technique, when the alternative under consideration has more 

value than the others, then give the more valuable alternative a score of 1. 

_______5. In alternatives ranking technique, when the alternative has less value than the others, 

give the less valuable alternative a score of 0. 
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Information Sheet – 3 Planning Implementation and evaluation of solutions  
 

3.1. Develop a plan for implementation.  

Elements: 

 Step-by-step process or actions for solving the problem. 

 Communications strategy for notifying stakeholders. Where important or necessary, inform 

those who care for you and/or will be affected by the change.  Prepare them as necessary 

about your decision 

 Resource identification/allocation 

 Timeline for implementation 

 

3.2. Monitoring/Evaluating progress 

Your implementation will only be successful if you are evaluating your solution, the effects of it on 

resources and stakeholders, your timeline, and your progress. As you monitor your progress, if 

results are not what you expect, review your options and alternatives. 

Whether or not you achieved your goals, it is important to consider what you have learned from your 

experience: about yourself, about what you consider important. 

Lastly, if you have done your best, you have this as one measure of success. 
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Self Check 3 Written Test 

Name: _________________________________  Date: _________________ 

Instruction: Answer all the questions listed below, if you have some difficulty doing this self check, 

feel free to ask your teacher for clarifications.  

Short answer: Give a short answer for the following questions. 

 

1. Write the elements in developing a plan for implementation.  

 ________________________________________________________________ 

 ________________________________________________________________ 

 ________________________________________________________________ 

 ________________________________________________________________ 
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Information Sheet – 4 Documenting  and submitting recommended solutions 

 

4.1. Documenting system problems and symptoms 

Your success as a fault-finding technician greatly depends on your ability to accurately document a 

fault and its symptoms. You might be surprised to know that a great part of the answer lies within 

the documentation of the problems and its symptoms. Hence, it is vital that documentation is not 

overlooked and appropriate standards are observed. 

Documentation standards 

Many businesses choose to set-up their own standards for documenting IT systems, help-desk 

procedures, and change management. Businesses tend to be very diverse in size, complexity and 

IT infrastructure; hence, their documentation requirements may vary. One thing is important though, 

good quality documentation is good practice and a must-have. 

Worldwide, the ITIL (Information Technology Infrastructure Library) has emerged as a de-facto 

standard for many areas of IT. ITIL is a set of best practices standards for Information Technology 

service management. They too provide standards (and actual templates) for maintaining 

documentation. ITIL is controlled by the Office of Government Commerce (OGC) in the United 

Kingdom. For more information about ITIL you may want to visit them at www.itil.org.uk 

4.2. Document the process. 

Once everything is fully functional, documenting the process becomes important. This is where you 

document findings, actions, and outcomes. When the problem occurs again, there will be 

information available to walk someone through the means of troubleshooting and resolving the 

issue. 

This documentation also captures a history of equipment and users so that perpetual issues 

become known and recorded. An important aspect of this is that both positive and negative 

outcomes should be documented. This can save time during future troubleshooting and prevent 

others from taking the same missteps you may have taken. 

Highlights: 

● Capture your findings, actions, and outcomes. 

● Issues that need to be troubleshot may occur again. 

● Documentation provides a history of equipment and users so that problem issues are known. 

 

 

 

 

http://www.itil.org.uk/
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Self Check 4 Written Test 

Name: _________________________________  Date: _________________ 

Instruction: Answer all the questions listed below, if you have some difficulty doing this self check, 

feel free to ask your teacher for clarifications.  

 

True/False: Write True or False. 

________1. Your success as a fault-finding technician greatly depends on your ability to accurately 

document a fault and its symptoms. 

________2. It is a good practice to have good quality documentation. 

________3. ITIL is a set of best practices standards for Information Technology service 

management. 

________4. Documentation provides a history of equipment and users so that problem issues are 

known. 
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Operation Sheet - 1 Identifying Problems 
 

1.1. Troubleshooting Hard Disk 

Step1: Define the Problem 

 Look at the symptom of the computer 

The Computer Shows” No Operating System Found” error message on black screen 

Strep2: Look at the potential Causes of the Problem 

 The CMOS set up might not be correct 

 The hard disk jumper is not on the right place 

 The hard disk data cable/IDE cable  is unplugged 

 The hard disk Power cable is unplugged 

 The operating system is corrupted 

 The hard disk is physically damaged 

Step3: Select an approach to resolve the problem 

Before opening the case of the system unit check: 

 The CMOS set up program, Enable the hard disk and make  the first boot order to be Hard 

disk 

Restart the Pc and look at the symptoms again 

Have you solved the problem? If not proceed to the next steps 

Step4: Open the System Unit Case 

Note: Wear the antistatic wrist strap/ Discharge your self before touching any components of the 

pc 

Step5:Check the hard disk jumper 

Step6: Check the hard disk IDE cable 

Step7:Check the hard disk data cable 

Have you solved the problem? 

Yes: Congratulations!! 

No: Format the hard disk/Replace the hard disk 

Step8: Take documentation of the problem and the solution 
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Lap Test Practical Demonstration 
 

 
Name: _____________________________   Date:    ________________ 

Time started: ________________________   Time finished:  ________________ 

 

Instructions:  You are required to perform the following individually with the presence of your 

teacher. 

Please ask your trainer for the instructions for this lap test. 

 

1. You are required to Perform the following Operation: 

You will be given a computer which is not working at the moment. Request your trainer all the 

necessary tools and equipments including the safety tools that you need for your operation.    

A. Identify the exact problem of the PC 

B. Suggest a proper solution and troubleshoot the PC 

C. Prepare a report of the problem and solution 

2. Request your trainer for evaluation and feed back 
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Answer Sheet 

Self Check 1 

Symptom 1: The cursor is stuck on the hourglass 

Diagnosis 

Open Task Manager 

 Simultaneously press [Ctrl] [Alt] [Delete]. You will see a list of all tasks (programs) currently 

running. You may notice one program has "Not Responding" instead of "Running" listed next 

to it. Select this task and click the End Task button.  

 Another dialog box will open stating that the program is not responding. Choose End Now to 

close the program.  

Reboot your computer (Warm Boot) 

Resetting a computer that is already turned on: 

 Press [Ctrl] [Alt] [Delete] once to open the Task Manager. 

 Press [Ctrl] [Alt] [Delete] again to restart the computer. 

Shut down your computer (Cold Boot) 

 Start-up of a computer from a powered-down state. If you restart your computer and the 

problem isn’t resolved, make an attempt to completely shut down the computer by pressing 

the power button. Let it set for 15-30 seconds then restart the computer.  

Symptom 2: You have run out of disk space on your computer. Music files, movies, digital pictures, 

and other big data files can fill up your hard drive.  

Diagnosis 

To check for disk space: 

 Open My Computer. Right click on the C: drive and select Properties from the shortcut menu. 

A pie chart will appear telling you the used and free space.  

 Try running the Disk Cleanup Wizard. This utility can tell you whether you are running out of 

room and help you clear away some space. Click the Start button and choose Programs | 

Accessories | System Tools | Disk Cleanup. Choose the disk to clean up (C:) and let the 

wizard do the work. 

Self Check 2 

1. True 

2. True 

3. False 

4. True 

5. True 
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Self Check 3 

 Step-by-step process or actions for solving the problem. 

 Communications strategy for notifying stakeholders. Where important or necessary, inform 

those who care for you and/or will be affected by the change.  Prepare them as necessary 

about your decision 

 Resource identification/allocation 

 Timeline for implementation 

Self Check 4 

1. True 

2. True 

3. True 

4. True 

 


