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Certificate

COMPLIANCE TO
QUALIFICATION PACK — NATIONAL OCCUPATIONAL STANDARD

Is hereby issued by the
Electronics Sector Skills Council of India
for
Skilling Content : Field Technician — Other Home Appliances

Complying to National Occupational Standards of

Job Role/QP : Field Technician — Other Home Appliances, QP No: ELE/Q3104 Level 4

IJ\EF}{ m(/{%?? Yo

Valid up to* : 07th May 2018 Authorized Signatory
*Valid upto the next QP Review Date or the date Electronics Sector Skills Council of India
mentioned above (whichever is earlier)

Date of Issuance : 08t May 2017
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FIELD TECHNICIAN — OTHER
HOME APPLIANCES

CURRICULUM/ SYLLABUS

This course encompasses 6 out of 6 National Occupational Standards (NOS) of “Field Technician - Other Home
Appliances” Qualification Pack issued by “Electronic Sector Skill Council”.

Program Name

Field Technician - Other Home Appliances

Qualification Pack Name &
Reference ID. ID

ELE/Q3104 VERSION 1.0

Version No.

1.0

Version Update Date

07-May-2017

Pre-requisites to Training

8th Standard pass / ITl / Diploma (Electrical/Electronics)

Training Outcomes

After completing this programme, participants will be able to:

Gain familiarity with the small appliances products: Knowledge

about Appliances Industry.

Product Knowledge: Knowledge about various products in Small

Appliances.

Identify and use tools, equipment & materials: Proper use of

tools keeping safety in mind.

Field Technician—OtherHome Appliances
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Sr. No. Module Key Learning Outcomes Equipment Required
1 e Interact with the customer prior to
Engage with Customer visit . .
for Service e Interact with customer at their
premises
Theory Duration e Suggest possible solutions to
(hh:mm) customer
30:'00 e Achieve productivity and quality as
Practical Duration per company’s norms
(hh:mm)
30:00
Corresponding NOS
Code
ELE/N3101
2 Install the Water e Interact with the customer prior to
Purifier visit ) )
e Interact with customer at their
Theory Duration premises i )
(hh:mm) e Suggest possible solutions to
30:00 customer
Practical Duration e Achieve productivity and quality as
(hh:mm) per company’s norms
30:00
Corresponding NOS
Code
ELE/N3118
3 . e Usage of Multimeter (Analog)
R ir dvsfuncti | . Understar_lq the symptoms in the . -
Wec'sllotzlrrpuylr?fiuenrC ona water purifier and identify the fault | ° \l/JVsa;ge I;’f Muluméter (Digital)
e Replace dysfunctional part in the * TDaSBI(/I ressure Lauge
Theory Duration water purifier unit ¢ Hand Tetelr
(hh:mm) « Confirm functionality of the repaired |°* an¢ 109
30_'00 unit e Maintenance Tools
Practical Duration ¢ Achieve productivity and quality as
(hh:mm) per company’s norms
30:00
Corresponding NOS
Code
ELE/N3119
4 e Usage of Multimeter (Analog)

Repair Dysfunctional
mixer/ juicer/ grinder

Theory Duration
(hh:mm)

30:00

Practical Duration
(hh:mm)

30:00

Corresponding NOS
Code

Understand the symptoms in the
appliance and identify the fault
Replace dysfunctional part of the
small appliance

Confirm functionality of the repaired
unit

Achieve productivity and quality as
per company’s norms

Usage of Multimeter (Digital)
Water Pressure Gauge

TDS Meter

Hand Tools

Maintenance Tools

Field Technician—OtherHome Appliances
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[}

e Understand the symptoms in the Usage of Multimeter (Analog)

Repair Dysfuncti I i igi

M?frilvrv azz lg\]/%:]ona microwave and identify the fault ° \L,JVszige sf Multlméter (Digital)
e Replace dysfunctional part in the * TDaSeI:/I ressure auge

Theory Duration micrgwave . . . : Hand _:)'E;;

(hh:mm) e Confirm functionality of the repaired ,

30_'00 unit ¢ Maintenance Tools

Practical Duration e Achieve productivity and quality as

(hh:mm) per company’s norms

30:00

Corresponding NOS

Code

ELE/N3121

e Interact with supenisor or superior
e Coordinate with colleagues

Interact with
colleagues

Theory Duration

(hh:mm)
30:00
Practical Duration
(hh:mm)
30:00
Corresponding NOS
Code
ELE/N9901
Unique Equipment Required:
Total Duration e Usage of Multimeter (Analog and Digital)
o Water Pressure Gauge
e TDS Meter
TheoryDuration e Hand Tools
180:00 ¢ Maintenance Tools
e Water Pressure Gauge
Practical Duration * TDS Meter
180:00 e Hand Tools
¢ Maintenance Tools
o Different Type of mixer/juicer/grinder/microwave oven
o Different types of water Purifier
e Electrical Drill
e Clamp Meter
e Spanner
e Screw Driver set

Grand Total Course Duration: 360 Hours 00 Minutes

(This syllabus/ curriculum has been approved Electronics Sector Skills Council of India
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ANNEXURE A: TRAINER Pre-Requisites

Trainer Prerequisites for Job role: “Field Technician - Other Home Appliances”
mapped to Qualification Pack: “ELE/ Q3104 Version1.0”

Sr. Area Details
No.
1 Job Description The individual at work installs the appliance and interacts with customers

to diagnose the problem and possible causes. Once the problem and
causes hawve been identified, the individual rectifies minor problems or
replaces faulty modules for failed parts or recommends factory repairs for
bigger faults.

2 Personal Attributes The individual must be willing to work in the field and travel through the day
from one customer’s premise to another. Punctuality, amenable behaviour,
patience, good interpersonal relationship building, trustworthiness,
integrity, and critical thinking are important attributes for this job.

3 Minimum Educational ITl/Diploma (Electrical/Electronics)
Qualifications Graduation
4a  Domain Certification Certified for Job Role: “Field Technician: Other Home Appliances” mapped
to QP: “‘ELE/Q3104”. Minimum accepted score = 70%
4b Platform Certification Recommended that the Trainer is certified for the Job Role: “Trainer”,

mapped to the Qualification Pack: “MEP/Q0102”. Minimum accepted
score = 80%
5 Experience 1-2 years
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Annexure B: ASSESSMENT Criteria

Assessment Criteriafor Field Technician
- Other Home Appliances

Job Role Field Technician - Other Home Appliances

Qualification Pack ELE/ Q3104 versionl.0

Sector Skill Council Electronic

Sr. R

No. Guidelines for Assessment

1 Criteria for assessment for Qualification Pack has been created based on the NOSs and
performance criteria by CSDCI. Each Performance Criteria (PC) has been assigned marks
proportional to its importance within NOS and weightages have also been given among the
NOSs accordingly. CSDCI has laid down the proportion of marks for Skills, Theory/Knowledge
and Behaviour / Attitudes for each PC.

2 The assessment of the theory/knowledge will be based on written test/viva-voce or both while
skill test shall be hands on practical. Behaviour and attitude will be assessed while performing
the task.

3 The assessment shall be done as per the assessment sheets devised by CSDCI and

accordingly the assessment agencies in consultation with CSDCI will create unique question
papers for theory/knowledge and attitude for each candidate at each CSDCI accredited testing
centres (as per assessment criteria below)

4 The assessment agencies will conduct the assessment as per the guidelines given by CSDCI
having unique evaluations for skill practical for every student at each CSDCI accredited testing
centre based on this criteria

5 To pass the Qualification Pack, every trainee should score a minimum of 70% in Skill, 30% in
Knowledge and 30% in Behaviour separately in each attributes.
6 Each student at Level-1 has to pass in Skill, Knowledge and Behaviour as per the percentage

given below in totality.
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(400)
1. ELE/N3101 PC1. check customercomplaint 100 3 1 2
Engage with registered at customercare or
customer for service | installation schedule
PC2. call customerto confirm 3 1 2
problem and fix time for visit
PC3. greetthe customerand 4 2 2
confirmthe problem registered
PC4. be polite and patientwhen 4 2 2
interacting with customer
PC5. check about warranty 4 2 2
status of appliance and annual
maintenance contract
PC6. anticipate possible 4 2 2
problemsto carry toolsand
parts accordingly
PC7. ascertain customerlocation 3 1 2
inorder to make the route plan
for the day
PC8. enquire about the 5 2 3
symptoms and history of
problemsinthe appliance
PC9. ask about the age of 5 2 3
appliance and status of upkeep
PC10. identify the problem 5 2 3
based on customer’sinformation
PC11. communicate the 5 2 3
problemsidentified and educate
on possible reasons
PC12. inform about costs 5 2 3
involved
PC13. discussthe problem(s) 6 2 4
identified with customer
PC14. suggest possible solutions 6 2 4
and costsinvolved
PC15. explainthe time required 6 2 4
and methodology forservicing
necessary
PC16. seek customer’s approval 6 2 4
on furtheraction
PC17. accurately assessthe 4 1 3
problem and solution(s)
necessary
Page 9 of 19
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PC18. offer most appropriate 4 2 2
and cost-effective service as per
customer’srequirement

PC19. communicate problem 4 2 2
effectivelyinorderto secure
customer’s confidence

PC20. ensure customer 4 2 2
satisfaction and positive

feedback

PC21. record minimum customer 4 2 2
complaints postservice

PC22. avoid repeat problem post 3 1 2
service

PC23. prepare most optimum 3 1 2

route planto complete daily
target visits

TOTAL | 100 40 60

2. ELE/N3118 Install | PC1. visitthe customer’s premise | 100 2
the water purifier before carrying out the
installation

PC2. interact with the customer 3 1 2
to understand whetherthe
water purifier would be placed
underthe sink (UTS) or onthe
wall

PC3. check that the location 2 1 1
meets structural requirements
such as distance from power
supply, vicinity to plumbing
point, etc.

PC4. make the customeraware 2 1 1
of any pre
installations/masonry/electrical
work to be carried outand
educate the customerabout
requirement of adequate water
pressure atthe inletsource
PC5. make necessary markings 2 1 1
for placement of the water
purifierunit

PC6. seek appointment forthe 2 1 1
nextvisit
PC7. remove the packagingin 2 1 1
which the purifier was shipped
to customerfrom point of sale/
warehouse

=
=
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PC8. check that the product 2 1 1
matchesthe customerorderin
terms of colourand make
PC9. check that all supporting 2 1 1
accessories purchased have are
there inthe pack

PC10. check that toolsand 2 1 1
fitmentsrequiredforthe
installation are available
PC11. clear up the packaging 2 1 1
material waste and dispose as
percompany’s norms

PC12. check if pre installation 3 1 2
requirements are met
PC13. make measurements at 4 2 2

the locationidentified and drill
holes ensuring nointernal wiring
damage takes place

PC14. mountthe filterand 3 1 2
ensure thatthe screws are
fastenedsecurely

PC15. drain theinletline before 3 1 2
connectingitto the water

purifier

PC16. connectthe outlet pipe to 3 1 2
the drain (if applicable)

PC17. connectthe purifiertothe 3 1 2
nearest powersupply point

PC18. ensure thatthe filteris 5 2 3

aligned as perinstructionsin the
installation manual

PC19. run the purifierand 5 2 3
ensure there are no leaks at any

point

PC20. demonstrate the features 5 1 4
and utility tothe customer

PC21. explain maintenance 5 2 3

proceduresto be followed while
usingthe water purifier

PC22. fillin customer 2 1 1
acknowledgementform

PC23. seek customer’ssignature 2 1 1
PC24. complete other 3 1 2

documentationforrecording
completion of installation

PC25. call customercare and 3 1 2
inform about job completed
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PC26. understand the work
requirement from superior,
periodically

PC27. report tosuperioronthe
work completed

PC28. escalate the customer
issuesand problems thatare
unresolvedinthe field

PC29. documentthe work
completed on the company ERP
software fortrackingand future
references

PC30. remove packaging without
damage to the water purifier
unitand accessories

PC31. positionthe waterfilteras
perrequirements specifiedin
instructions manual

PC32. educate customeron
importance of properplacing

PC33. carry and use the correct
toolsand equipmentfor
installation

PC34. operate and check that
theyare ina safe and stable
condition

PC35. complete installationin
time targetgiven

PC36. educate customeron
properoperationand
maintenance procedures

PC37. complete dailyfield
schedule as per
instructions/format within the
designatedtime

TOTAL

100

3. ELE/N3119
Repair dysfunctional
Water Purifier

PC1. diagnose the faultbased on
customerinteractionand initial
inspection

PC2. checkif the water pressure
isas specified by company
standards

PC3. shut off the system by
turning of watersupply and
unplugthe unit

PC4. place a piece of cloth or
towel underthe unitinorderto

100

N

N
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avoid any water spillson the
floor

PC5. carry out basicinspection of 3 1 2
feed watervalve, tank valve,
tubing, housingetc.

PC6. separate andinspectevery 4 2 2
part of the unitif the faultis not
identified through basic
inspection

PC7. sendto factory forindepth 4 2 2
diagnosis, if problem remains
un-identified at site

PC8. replace componentat 11 4 7
location, if the faultidentified is
because of damage of
componentssuch as valvesor
wearing out of membrane or
filter

PC9. remove and replace the 11 4 7
faulty module with afunctional
one, eitherona secondvisitor
as pre-identified and collected
fromthe service centre, if the
problemisat the PCB level or
components thatcannotbe
replaced atsite

PC9. reassemble the unit 3 1 2
PC10. start supply of waterto 3 1 2
the unitand confirm that unitis

functioning

PC11. check that all the modules 4 2 2

of the unitwork as per
specifications

PC12. demonstrate and confirm 4 2 2
functionality of the unit with

customer

PC13. educate the customer 3 1 2

about cleaning proceduresand
otherbestpractices

PC14. collect necessary 3 1 2
payments fromthe customer, if

applicable

PC15. fillin customer 3 1 2
acknowledgementform

PC16. complete other 3 1 2

documentation procedures to
record complaint closure

Page 13 of 19
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PC17. ensure damage free
handling of the unit

PC18. diagnose the problem
accuratelyand inassignedtime

PC19. identify the problem
modules accurately suchasinlet
valve, auto shut off valve, saddle
valve, housing, Oring, PCB

PC20. fix the dysfunctional water
purifierindesignated time

PC21. rectify completely to avoid
repeatfaultinthe water purifier

PC22. record minimum customer
complaints postservice

PC23. meetdailytargeton
attendingto number of
complaints

PC24. selectthe rightspares
accordingto recorded
complaints atthe customer care

PC25. clearly communicate type
of module requiredtothe
service centre, if afaulty module
isto be replaced

PC26. secure repairs completion
receipt from customer

PC27. educate customeron
water purifier maintenance and
correct practices to followin
orderto avoid further problems

PC28. ensure 100% customer
satisfaction

PC29. recover payments as per
rate sheet/ communication from
customer care

PC30. sell related products such
as new equipment or Annual
Maintenance Contracts (AMC) as
percompany policy

TOTAL

100

4. ELE/N3120
Repair dysfunctional
mixer/juicer/grinder

PC1. understand usage pattern
of the mixer/grinderfromthe
customer

PC2. diagnose the fault based on
customerinteractionandinitial
inspection

PC3. unplugthe unit, turn
overload switch back to original

100

N

N
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positionifthe appliance turned
off due to overload

PC4. carry out basictestssuch as 4 2 2
powersupply inspection, volt
ampere testand earth test
powersupply

PC5. separate andinspectevery 4 2 2
module of the unitif the faultis
not identified through basictests
PC6. sendto factory for indepth 4 2 2
diagnosis, if problem remains
un-identified atsite

PC7. replace componentat 12 4 8
location, if the faultidentified is
because of damage of
componentssuchas relayor
thermostat

PC8. remove and replace the 12 4 8
faulty module with afunctional
one, eitheronasecondvisitor
as pre-identified and collected
fromthe service centre, if the
problemisat the PCB level or
components thatcannotbe
replaced atsite

PC9. reassemble the unit 4

PC10. switch on powersupply 3

and confirmthatunitis

functioning

PC11. demonstrate and confirm 4 2 2
functionality of the unit with

customer

PC12. educate the customer 4 2 2

about cleaning procedures, using
differentjarsfordifferent
purposesand otherbest
practices

PC13. collect necessary 3 1 2
payments from the customer, if
applicable

PC14. fillin customer 3 1 2
acknowledgementform
PC15. complete other 3 1 2
documentation procedures to
record complaintclosure
PC16. ensure damage free 2 1 1
handling of the unit

Page 15 of 19
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PC17. diagnose the problem
accuratelyand in assigned time

PC18. identify the problem
modules accurately such asthe
powersupply, overload circuit
breaker, motors, PCB

PC19. fix the dysfunctional
appliance in designated time

PC20. rectify completely to avoid
repeat faultinthe appliance

PC21. record minimum customer
complaints postservice

PC22. meetdailytargeton
attendingto number of
complaints

PC23. selectthe right spares
accordingto recorded
complaints at the customer care

PC24. clearly communicate type
of module requiredtothe
service centre, if afaulty module
isto be replaced

PC25. secure repairs completion
receipt from customer

PC26. educate customeron
maintenance and correct
practicesto followinorderto
avoidfurther problems

PC27. ensure 100% customer
satisfaction

PC28. recoverpaymentsas per
rate sheet/ communication from
customercare

PC29. sell related products such
as new equipmentorAnnual
Maintenance Contracts (AMC) as
percompany policy

TOTAL

100

5. ELE/N3121
Repair dysfunctional
Microwave oven

PC1. understand usage pattern
of the microwave from the
customer

PC2. diagnose the faultbased on
customerinteraction andinitial
inspection

PC3. unplugthe unit, carry out
basictests such as powersupply
inspection, voltampere testand
earthtest powersupply

100

N

w
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PC4. separate andinspectevery 5 2 3
module of the unitif the faultis
not identified through basictests
PC5. sendto factory forindepth 5 2 3
diagnosis, if problem remains
un-identified at site

PC6. replace component at 12 4 8
location, if the faultidentified is
because of damage of
componentssuch as relay or
thermostat

PC7. remove andreplace the 12 4 8
faulty module with afunctional
one, eitherona second visitor
as pre-identified and collected
fromthe service centre, if the
problemisat the PCB level or
components that cannot be
replaced atsite

PC8. reassemble the unit 4 2 2
PC9. switch on powersupplyand 4 2 2
confirmthat unitisfunctioning

PC10. demonstrate and confirm 4 2 2
functionality of the unit with

customer

PC11. educate the customer 4 2 2
about cleaningand maintenance

procedures

PC12. collect necessary 4 1 3
payments fromthe customer, if

applicable

PC13. fillin customer 3 1 2
acknowledgementform

PC14. complete other 3 1 2

documentation procedures to
record complaint closure

PC15. ensure damage free 2 1 1
handling of the unit

PC16. diagnose the problem 1 0 1
accuratelyand in assigned time

PC17. identify the problem 2 1 1

modules accurately such asthe
powersupply, timer/control
panel, magnetron, motoretc.

PC18. fix the dysfunctional 2 1 1
appliance indesignated time
PC19. rectify completely to avoid 2 1 1

repeat faultinthe appliance
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PC20. record minimum customer
complaints postservice

PC21. meetdailytargeton
attendingto number of
complaints

PC22. selecttherightspares
accordingto recorded
complaints atthe customercare

PC23. clearly communicate type
of module requiredtothe
service centre, if afaulty module
isto be replaced

PC24. secure repairs completion
receiptfromcustomer

PC25. educate customeron
maintenance and correct
practicesto followinorderto
avoid further problems

PC26. ensure 100% customer
satisfaction

PC27. recover payments as per
rate sheet/ communication from
customer care

PC28. sell related products such
as new equipment or Annual
Maintenance Contracts (AMC) as
percompany policy

TOTAL

100

6. ELE/N9901
Interact with

colleagues
supervisor

PC1. understand work
requirements, targets and
incentives

PC2. learn about new product
models, theirfeatures and
functions

PC3. report problemsidentified
inthe field

PC4. escalate customer concerns
that cannot be handled onfield

PC5. resolve personnelissues

PCé6. receive feedback on work
standards and customer
satisfaction

PC7. communicate any potential
hazards at a particularlocation

PC8. meetgiventargets

PC9. deliver work of expected
quality despite constraints

100

N

w
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PC10. have a happy and satisfied 5 2 3
customer
PC11. resolve inter-personnel 8 3 5
conflicts and achieve smooth
workflow

PC12. receive spares fromtool 8 3 5
room or stores
PC13. depositfaulty modules 8 3 5
and toolsto stores
PC14. pass on customer 9 4 5
complaints to colleaguesina
respective geographical area
PC15. assist colleagues with 9 4 5
resolving field problems
PC16. clearly demarcate roles of 8 3 5
each team member

TOTAL | 100 40 60
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