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QUESTION 1

If individual performance problems continue for an extended time, the Help Desk manager may need to resort to
positive discipline. Positive discipline places responsibility for appropriate performance on the______ . 

A. Human Resources Director 

B. manager 

C. employee 

D. employee\\'s colleagues 

Correct Answer: C 

 

QUESTION 2

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. A bad interaction can initiate a customer\\'s split-second decision never to do business with you again. 

C. Mediocre service can cause a customer gradually to want to do business somewhere else. 

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

Correct Answer: BCD 

 

QUESTION 3

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

A. gap analysis 

B. analyst analysis 

C. project analysis 

D. job analysis 

Correct Answer: A 

 

QUESTION 4

How can you pursue continuous learning to stay current with industry standards? (Choose two.) 

A. create an individual development plan 
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B. conduct monthly performance reviews 

C. volunteer for projects that require you to learn new information 

D. communicate a need for change by providing a compelling business rationale 

Correct Answer: AC 

 

QUESTION 5

How can you provide direction in times of confusion or ambiguity? 

A. create a sense of control in subordinates by allowing team leaders to make critical decisions without guidance 

B. centralize communication to ensure that all team members get accurate information 

C. create a sense of trust in subordinates by not personally making decisions 

D. authorize the team leader to conduct team building activities to strengthen team ties 

Correct Answer: B 

 

QUESTION 6

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

A. Call Management Systems 

B. web 

C. telephone 

D. e-mail 

E. broadcast messaging devices 

Correct Answer: AE 

 

QUESTION 7

Which three statements about contract staffing are true? (Choose three.) 

A. It can reduce the time it takes for agents to be effective on the phone. 

B. It provides the ability to manage periodic peaks in workloads. 

C. It allows the company to "try before they buy." 

D. It enhances teamwork. 
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Correct Answer: ABC 

 

QUESTION 8

Which technology reduces Help Desk call volumes? 

A. e-mail 

B. voice mail 

C. telephone 

D. self-service 

Correct Answer: D 

 

QUESTION 9

When marketing a support center, what should be clearly communicated to stakeholders? 

A. infrastructure requirements 

B. return on investment 

C. implementation timelines 

D. staffing requirements 

Correct Answer: B 

 

QUESTION 10

Which two service parameters are normally addressed in a Service Level Agreement? (Choose two.) 

A. days and hours of service 

B. call flows 

C. training material 

D. products supported 

Correct Answer: AD 

 

QUESTION 11

Who is ultimately responsible for an employee\\'s success or failure? 

A. the employee 
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B. the employee\\'s team leader 

C. the employee\\'s manager 

D. the employee\\'s mentor 

Correct Answer: A 

 

QUESTION 12

What are three characteristics of performance measurement? (Choose three.) 

A. reliable 

B. subjective 

C. inflexible 

D. objective 

E. realistic 

Correct Answer: ADE 

 

QUESTION 13

A key component of being a qualified Help Desk manager is flexibility. In order to be a flexible Help Desk manager, you
should demonstrate creative thinking, be prepared to provide answers on undocumented procedures, and . 

A. be willing to participate 

B. be able to multitask 

C. use personal abilities and resources 

D. be positive 

Correct Answer: B 

 

QUESTION 14

Your support organization has 20 frontline analysts. The Call Management System produces performance reports that
show the amount of time each analyst is on the phone, performing wrap- up work, and not available. Reports also show
the number of calls taken and the average talk-time per agent. Based on these reports, what should the manager do to
improve the support organization\\'s performance? 

A. publish trend reports for the group as a whole 

B. recognize and reward the individual who has the least "not available" time 

C. recognize and reward the individual who handles the most calls 
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D. publish a list of agents ranked by who has the most talk time 

Correct Answer: A 

 

QUESTION 15

External outsourcing by a third party is the preferred method of support in which situation? 

A. Your support organization is going through a rollout of new desktops and you anticipate that you may need to
increase your staff from 20 to 25 for a three-month period. 

B. Your support organization supports a large number of remote desktops using standard office software that requires
24-hour service. Information Technology priorities do not allow management time to focus on support issues. 

C. Your support organization would like to transfer support responsibility to an outside organization. Management
requires that all support be performed on the premises. 

D. Your support organization supports a number of proprietary applications and has significant security restrictions. 

Correct Answer: B 
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