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 General 
Description 

The skills and knowledge acquired in Work and Communicate Effectively in an IT 
Environment ICAICT202A are sufficient to be able work and communicate effectively within 
an organisation using information technology (IT) systems, equipment and software. 

 Learning 
Outcomes 

At the completion of this course you should be able to: 

 work effectively in an IT environment 

 effectively communicate with clients and colleagues 

  
 

 Target Audience Work and Communicate Effectively in an IT Environment ICAICT202A applies to 
individuals undertaking an information and communications technology (ICT) user-support 
role in a small office environment. 

 Prerequisites Work and Communicate Effectively in an IT Environment ICAICT202A assumes some 

knowledge of the software. However, it would be beneficial to have a general understanding 
of personal computers and the Windows operating system environment.  

 Pages 52 pages 

 Student Files Many of the topics in Work and Communicate Effectively in an IT Environment 
ICAICT202A require you to open an existing file with data in it. These files can be 
downloaded free of charge from our web site at www.watsoniapublishing.com. Simply follow 
the student files link on the home page. You will need the product code for this course which 
is INF905. 

 Includes This Unit Workbook includes: 

 Competency unit mapping, 

 Complete and comprehensive learning resources,  

 Work-related practice exercises designed to allow the student to develop and practice 
skills and knowledge and to work within designated timeframes,  

 Comprehensive integrated assessment assignment. 

 Formats Available  A4 Black and White, A5 Black and White (quantity order only), A5 Full Colour (quantity 
order only), Electronic licence 

 Available also as a Reference Booklet (Product Code: RB - INF905) 

This information sheet was produced on Thursday, October 18, 2012 and was accurate at the time of printing. Watsonia Publishing reserves its 
right to alter the content of the above courseware without notice.  
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Contents 

 Working Effectively In IT 

 What Is The IT Environment? 
 IT Service Areas 
 Roles In IT Service Areas 
 IT Roles In An Organisation 
 IT Roles External To An 

Organisation 
 External IT Organisations 
 The Role Of Government In IT 
 IT Policies And Procedures 
 IT Equipment 
 Software 
 Operating Environments And 

Procedures 

 Communicate In The Workplace 

 The Art And Science Of 
Communication 

 Who Are Your Clients? 
 Receiving Requests And Enquiries 
 Verbal And Non-verbal 

Communication 
 Questioning And Active Listening 
 Accommodating Differences 
 Differences In Documentation 
 Answering Enquiries And Requests 
 Presenting Written Information 
 Referring Enquiries And Requests 
 Following Up Enquiries And 

Requests 
 Recording Enquiries And Requests 

 Concluding Remarks 

 


