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QUESTION 1

The question, "Has this ever worked before?" is an example of which step in the problem solving process? (Choose 1) 

A. Identify possible causes of the problem. 

B. Validate the problem statement. 

C. Prioritise possible causes of the problem. 

D. Identify customer assumptions. 

Correct Answer: A 

 

QUESTION 2

What are three advantages of performing system backups? (Choose three) 

A. It protects the integrity of data. 

B. It saves time for the organisation. 

C. It assists the organisation recover following a disaster. 

D. It protects the integrity of files. 

E. It provides ease of access to systems. 

Correct Answer: ACD 

 

QUESTION 3

What are the two most important characteristics of successful teams? (Choose 2) 

A. They are given challenges to meet and are rewarded effectively. 

B. They always make all decisions together. 

C. They have individual responsibilities to which they work exclusively. 

D. There are many different personalities and skills. 

Correct Answer: AD 

 

QUESTION 4

Which are two characteristics of active listeners? (Choose two) 

A. They restate/paraphrase to ensure understanding. 
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B. They know the process for escalating a problem. 

C. They acknowledge the customer. 

D. They understand that evidence and reasoning are critical. 

Correct Answer: AC 

 

QUESTION 5

Which is a technique used in paraphrasing? (Choose 1) 

A. Using synonyms. 

B. Using parroting. 

C. Using the passive voice. 

D. Using complex sentence patterns. 

Correct Answer: A 

 

QUESTION 6

What are four characteristics of self-help technology in a support environment? (Choose four) 

A. It can be impersonal. 

B. It can be expensive to implement and maintain. 

C. It is available 24/7. 

D. It requires minimal maintenance. 

E. It enables customers to help themselves. 

F. It provides consistent responses to regular questions. 

Correct Answer: ACEF 

 

QUESTION 7

A cross-functional team . (Choose 1) 

A. Utilises the resources of one team to cover for a shortage of resources in another team by picking up the additional
workload. 

B. Exists when members of a project team allow scope creep to divert the efforts of the team. 

C. Utilises individuals from multiple groups to maintain an all-round view of a project. 
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D. Exists when individuals from different groups lose sight of the specific objective because they are focusing on their
own objectives. 

Correct Answer: C 

 

QUESTION 8

A customer calls and cannot print anything. The help desk does not know if the cause of the problem is at the desktop,
printer, or network. Which is the best question to ask? (Choose 1) 

A. What application are you trying to print from? 

B. Is your printer networked? 

C. Is your printer LAN connected? 

D. Can anyone else print to the printer? 

Correct Answer: D 

 

QUESTION 9

Password resets are a source of a significant number of complaints from customers. You have found a free software
product that allows customers to reset passwords on their own. What is your next step? (Choose 1) 

A. Download the software and prototype with the help desk. 

B. Work with IT to implement the software. 

C. Trend and analyse the number of password reset requests received at the help desk. 

D. Review the software with the customer user group. 

Correct Answer: C 

 

QUESTION 10

You are speaking to a customer who has an incident that requires you to perform further research before you can apply
a resolution. You document the situation and the impact. What is the best action to take next? (Choose 1) 

A. Explain to the customer what will happen next. 

B. Close the call. 

C. Develop a multi-functional team to address the situation. 

D. Ask your team colleagues to concentrate on this problem with you. 

Correct Answer: A 
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QUESTION 11

What are two purposes of an on-going (event) survey? (Choose two) 

A. To trend levels of customer satisfaction between annual (periodic) surveys. 

B. To assess satisfaction levels with all help desk services. 

C. To evaluate overall satisfaction levels with products. 

D. To measure the quality of a single interaction. 

Correct Answer: AD 

 

QUESTION 12

What are the two most important uses for Computer Telephony Integration? (Choose 2) 

A. It enables the manager to view help desk performance in real time. 

B. It identifies callers to the help desk via screen pop. 

C. It requires the customer to input data. 

D. It prevents calls being queued. 

E. It enables the blocking of unwanted calls. 

Correct Answer: AB 

 

QUESTION 13

What is the best description of multi-tasking? (Choose 1) 

A. Starting tasks and handing them to subordinates to complete. 

B. Delegating all responsibility along with all tasks. 

C. Completing one job before starting the next one. 

D. Being capable of handling a variety of problems at the same time. 

Correct Answer: D 

 

QUESTION 14

What are two ways for an HDSA to help develop a supportive and friendly work environment? (Choose 2) 

A. Agree with everything everyone says. 

B. Take exclusive responsibility for projects. 
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C. Participate in and encourage communication. 

D. Demonstrate individual responsibility. 

Correct Answer: CD 

 

QUESTION 15

What is a principle of structured information gathering? (Choose 1) 

A. Asking questions in a practiced manner. 

B. Asking questions in a predetermined sequence. 

C. Asking questions using a logical, methodical approach. 

D. Asking questions in a free-form manner. 

Correct Answer: B 
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