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QUESTION 1

Which statement about successful team players is true? 

A. They desire continued acceptance by the group 

B. They impose ideas and values on others 

C. They encourage member input in decisions 

D. They change attitudes to conform to group standards 

Correct Answer: C 

 

QUESTION 2

What should you do to assess a customer level of knowledge? What should you do to assess a customer? level of
knowledge? 

A. Ask open questions 

B. Provide more detailed explanations 

C. Assume the customer has a basic level of knowledge 

D. Ask closed questions 

Correct Answer: A 

 

QUESTION 3

Which two are benefits of teamwork? (Choose two.) 

A. More buy-in 

B. Reduced flexibility 

C. Higher motivation 

D. Increased sympathy 

Correct Answer: AC 

 

QUESTION 4

Which three network outages should be assigned a high priority? (Choose three.) 

A. Customers report that they cannot receive credit card payments due to network connectivity loss 
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B. Fifteen database developers have no network connectivity in their area of the building or floor 

C. A staff administrator reports the loss of Internet, mainframe, and e-mail access at his workstation within the last two
hours 

D. One Ethernet segment is down with little to no data transmitting, and it is affecting a local marketing centre 

Correct Answer: ABD 

 

QUESTION 5

What are three important attributes of high-quality leaders? (Choose three.) 

A. They encourage interest and curiosity among subordinates 

B. They use authority and control to direct the subordinates 

C. They provide a channel through which problems can be aired 

D. They stimulate creativity and innovation among subordinates 

Correct Answer: ACD 

 

QUESTION 6

In which four circumstances is it appropriate to use open questions? (Choose three.) 

A. When you have exhausted your possibilities 

B. When your time is limited 

C. When you need to build rapport 

D. When you need the customer to elaborate 

Correct Answer: ACD 

 

QUESTION 7

Which two techniques are used to match a caller\\'s style? (Choose two.) 

A. Style 

B. Paraphrasing 

C. Restating 

D. Vocabulary 

Correct Answer: AD 
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QUESTION 8

For which two reasons do help desk\\'s log all calls? (Choose two.) 

A. Measure frequency of calls 

B. Prove the help desk is right 

C. Provide an audit trail of activities 

D. Allows ticket monitoring 

Correct Answer: AC 

 

QUESTION 9

Which two are characteristics of unsuccessful teams? (Choose two.) 

A. Good team morale 

B. Lack objectives 

C. Lack of ownership 

D. Independence 

Correct Answer: BC 

 

QUESTION 10

A customer calls and tells you that their problem is critical (high severity), however it is apparent to you that the problem
is a low severity. What is the best way to handle the situation? 

A. Reset the customer expectation for low severity problemsReset the customer? expectation for low severity problems 

B. Refer the customer to the service level agreement (SLA) 

C. Assess the technical and business issues and negotiate until you and the customer agree 

D. Record the problem as a low severity 

Correct Answer: C 

 

QUESTION 11

An analyst has conveyed incorrect information to a customer. Which action demonstrates personal accountability? 

A. The analyst calls the customer back to correct the information 
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B. The analyst closes the call and moves to the next call 

C. The analyst has another analyst call the customer 

D. The analyst calls the customer back and blames the incorrect information on bad documentation 

Correct Answer: A 

 

QUESTION 12

An aggressive customer calls the help desk and demands an immediate resolution to a problem. Which three
approaches should the creative analyst use to successfully manage the call? (Choose three.) 

A. Slow the pace 

B. Focus on the facts 

C. Project confidence 

D. Stay on target 

E. Be less time-disciplined 

Correct Answer: BCD 

 

QUESTION 13

Which approach is preferable when responding to a customer? 

A. Use acronyms that are commonly used in the industry 

B. Use vocabulary to match the customer\\'s level of knowledge 

C. Use industry terminology to educate the customer 

D. Use the simplest terminology that is understood by all levels of knowledge 

Correct Answer: B 

 

QUESTION 14

In what two ways does creative thinking enable you to become a valuable resource to the customer? (Choose two.) 

A. You rely on the obvious 

B. You use the same tools 

C. You are open to learning 

D. You offer more options 
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Correct Answer: CD 

 

QUESTION 15

What is a key benefit of establishing effective inter-departmental relationships? 

A. Diversity of skill sets isminimised 

B. Recognition of individual department effort is not required 

C. Management involvement is separate from individual involvement 

D. Rapport amongorganisation members is established 

Correct Answer: D 
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