
https://www.lead4pass.com/HD0-300.html
2023 Latest lead4pass HD0-300 PDF and VCE dumps Download

 

 

 

HD0-300Q&As

Help Desk Manager

Pass HDI HD0-300 Exam with 100% Guarantee

Free Download Real Questions & Answers PDF and VCE file from:

https://www.lead4pass.com/HD0-300.html

100% Passing Guarantee
100% Money Back Assurance

Following Questions and Answers are all new published by HDI Official
Exam Center

 

 

Latest HD0-300 Dumps | HD0-300 Study Guide | HD0-300 Braindumps                                1 / 7

https://www.lead4pass.com/HD0-300.html
https://www.lead4pass.com/HD0-300.html
https://www.lead4pass.com/HD0-300.html


https://www.lead4pass.com/HD0-300.html
2023 Latest lead4pass HD0-300 PDF and VCE dumps Download

QUESTION 1

Who is the most effective advocate for raising awareness of a support center in a business? 

A. team leaders 

B. first-line supervisors 

C. senior management 

D. middle management 

Correct Answer: C 

 

QUESTION 2

Which three traits should a Help Desk manager look for in Help Desk analyst candidates to assess their problem solving
abilities? (Choose three) 

A. experience 

B. intelligence 

C. formal education 

D. specialization knowledge in a discipline 

Correct Answer: ABD 

 

QUESTION 3

What is the best description of organizational change management? 

A. Organizational change management is a process designed to influence variables associated with change to achieve
desired results. 

B. Organizational change management is a standard that guides development activities. 

C. Organizational change management is a strategic, integrated management system for achieving customer
satisfaction. 

D. Organizational change management is the analysis of activities to reduce or eliminate certain activities or costs. 

Correct Answer: A 

 

QUESTION 4

What is the best way to manage multiple demands on your time? 
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A. Arrive at work an hour before your scheduled work hours. 

B. Cancel meetings to save time. 

C. Delegate tasks where possible. 

D. Work through your lunch breaks. 

Correct Answer: C 

 

QUESTION 5

What is the best description of benchmarking in a support center? 

A. Benchmarking is a comparative study of the support center\\'s performance against comparable organizations. 

B. Benchmarking is a marketing tool that increases the support center\\'s visibility to its customers. 

C. Benchmarking is allowing your support staff to determine the method it will use to provide service. 

D. Benchmarking is determining whether the knowledge base is complete and filling in any gaps. 

Correct Answer: A 

 

QUESTION 6

B. to provide Help Desk analysts with answers to every customer 

C. to provide a direct channel to vendor\\'s marketing departments for new systems 

D. to provide assistance to second-level analysts for more advanced troubleshooting 

Correct Answer: AD 

 

QUESTION 7

When an employee enters data into the Cell Tracking System, for what is the employee ultimately responsible? 

A. the quality of the data 

B. the Abandonment Rate 

C. the resolution of the problem 

D. the Average Speed of Answer 

Correct Answer: A 

 

QUESTION 8
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Which two benefits do managers receive for conducting customer satisfaction surveys and reporting the results?
(Choose two) 

A. Customers care how your Help Desk is doing 

B. Help Desk performance can be measured against expectations 

C. Customers are more likely to provide responses of futuresurvey\\'s 

D. The feedback may indicate whether or not you are meeting your mission 

Correct Answer: BD 

 

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

What should you consider when performing workforce scheduling and resource planning? (Choose three) 

A. insourcing and outsourcing procedures 

B. the random nature of call arrival patterns 

C. the need to identify required staffing based on projected volume 

D. how to project future workloads based on past request arrival patterns 

Correct Answer: BCD 

 

QUESTION 11

Which commonly used technology supports workflow management within a Call Management System? 

A. fax 

B. voice mail 

C. automated alerts 
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D. broadcast messaging devices 

Correct Answer: C 

 

QUESTION 12

Which two techniques are effective in preventing or eliminating customer conflict? (Choose two) 

A. matching voice modulation with the customer 

B. instructing the customer in problem resolution 

C. maintaining normal voice modulation with the customer 

D. empathizing with the customer during problem resolution 

Correct Answer: CD 

 

QUESTION 13

Which three statements regarding the Help Desk and customer perceptions are true? (Choose three) 

A. Mediocre service is generally acceptable if the customer likes you personally. 

B. Mediocre service can cause a customer\\'s gradually to want to do business somewhere else. 

C. A bad interaction can initiate a customer\\'s split-second decision to continue doing business with you. 

D. A positive interaction can initiate a customer\\'s split-second decision to continue doing business with you. 

Correct Answer: BCD 

 

QUESTION 14

What is the best way to stay current with support industry developments? 

A. Discuss key customer demands with colleagues. 

B. Join industry-related groups. 

C. Read books by famous management experts. 

D. Spend occasional time on vendor\\'s Web sites. 

Correct Answer: B 

 

QUESTION 15

Service Level Agreement document the level of service provided as well as the level at which service is provided by
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which two parties? (Choose two) 

A. customer 

B. stake holder 

C. service provider 

D. Help Desk manager 

E. Service-level managers 

Correct Answer: AC 
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