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QUESTION 1

Which two items should you consider before making Help Desk operational decisions? (Choose two) 

A. employee opinion 

B. cost versus benefit 

C. personal preference 

D. implications to other business units. 

Correct Answer: BD 

 

QUESTION 2

What is the most appropriate situation for providing deskside support? 

A. Providedeskside support if the customer doesn\\'t understand the service level agreement. 

B. Providedeskside support if the support center is not busy. 

C. Providedeskside support if you must replace the customer\\'s hardware. 

D. Providedeskside support if you need to calm the customer down. 

Correct Answer: C 

 

QUESTION 3

What should be clearly communicated to stakeholders when marketing a support center? 

A. the support center\\'s staffing requirements 

B. the support center\\'s implementation timelines 

C. the support center\\'s infrastructure requirements 

D. the support center\\'s effect on operational productivity 

Correct Answer: D 

 

QUESTION 4

What deductive reasoning based on? 

A. Internet research 

B. Future trends predication 
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C. Logical steps and analysis 

D. A general consensus of opinion 

Correct Answer: C 

 

QUESTION 5

What are three reasons that companies institute security programs? (Choose three) 

A. lower costs 

B. legal mandate 

C. loss potential 

D. corporate responsibility 

Correct Answer: BCD 

 

QUESTION 6

Analysts play a large part in ensuring that the Help Desk provides consistent service to customers. Which two regularly
scheduled events ensure that your analysts provide consistent service? (Choose two) 

A. analyst reviews 

B. analyst training 

C. analyst interviews 

D. analyst focus groups 

Correct Answer: AB 

 

QUESTION 7

Which traits should a Help Desk manager look for an analyst to determine if the analyst can effectively multitask? 

A. handles stress andprioritize 

B. takes the initiative and is creative 

C. takes chances and switches topics 

D. changes perspectives often and is self sufficient 

Correct Answer: A 

 

HD0-300 VCE Dumps | HD0-300 Practice Test | HD0-300 Exam Questions                                3 / 7

https://www.certbus.com/HD0-300.html
https://www.certbus.com/HD0-300.html
https://www.certbus.com/HD0-300.html


https://www.certbus.com/HD0-300.html
2023 Latest certbus HD0-300 PDF and VCE dumps Download

QUESTION 8

Which analysis report helps a manager determine the need for additional organizational skill development? 

A. job analysis 

B. gap analysis 

C. project analysis 

D. analyst analysis 

Correct Answer: B 

 

QUESTION 9

What is the best reason for taking risks to find a solution to a customer\\'s problem? 

A. Taking risks is appropriate if the customer is aware that there is an element of risk in what you are suggesting. 

B. Taking risks is appropriate if the customer is threatening to take the issue higher. 

C. Taking risks is appropriate if the risk is directly connected to service delivery. 

D. Taking risks is appropriate if the risk will not adversely affect the technical infrastructure. 

Correct Answer: A 

 

QUESTION 10

Your Help Desk is 24x7 and covers support for many areas throughout the country. An upcoming snow storm is
expected to cause power outages. What helps you prepare for the upcoming days? 

A. call answer plans 

B. contingency plans 

C. UPS usage reports 

D. Gap analysis reports 

Correct Answer: B 

 

QUESTION 11

What is the most likely benefit of implementing a knowledge management system in a support center? 

A. Implementing a knowledge management system allows the support center to cut back on its hours of operation. 

B. Implementing a knowledge management system keeps ownership of knowledge in the support center. 
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C. Implementing a knowledge management system promotes competition among support teams. 

D. Implementing a knowledge management system reduces the time needed to train new employees. 

Correct Answer: D 

 

QUESTION 12

Which two commonly used technologies provide near real-time feedback on organizational performance? (Choose two) 

A. web 

B. e-mail 

C. telephone 

D. Call Management Systems 

E. Broadcast messaging devices 

Correct Answer: DE 

 

QUESTION 13

An upcoming production rollout could heavily impact normal off-shifts. You decide to move schedules to cover the
upcoming increase in calls. After the staff expresses their concerns about having to work the new shifts with little
warning, you 

still decide to implement your off-schedule shift change. 

Which leadership trait does this show? 

A. the ability to encourage team participation 

B. the ability to discourage one-person domination 

C. the ability to execute a plan despite adverse conditions 

D. the ability to identify unpopular decisions as still necessary 

Correct Answer: D 

 

QUESTION 14

What best describes the role of the support center in the change management process? 

A. The support center archives change reports for the knowledge base. 

B. The support center authorizes the change after assessing its impact. 

C. The support center documents customer queries prior to the change. 
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D. The support center tracks the impact that the change has on customers. 

Correct Answer: D 

 

QUESTION 15

What best describes the role of the support center in the change management process? 

A. the support archives change report for the knowledge base 

B. The support center authorizes the change after assessing its impact. 

C. The support center documents customer queries to change 

D. The support center tracks theimpactthe change has on customers. 

Correct Answer: D 
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