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QUESTION 1

A user reports that after uninstalling software the computer is displaying \\'cannot find a file on startup\\'. According to
the troubleshooting theory, which of the following should the technician do NEXT? 

A. Take notes that uninstalling the software is most likely the cause. 

B. Document the actions that were taking to resolve the issue. 

C. Ask the user if they have made any changes before this error has occurred. 

D. Verify that the system is completely operational. 

Correct Answer: A 

 

QUESTION 2

A user\\'s smartphone is experiencing limited bandwidth when at home. The user reports to a technician that the device
functions properly when at work or in the car. Which of the following troubleshooting steps should the technician take
NEXT? 

A. Reset the device\\'s network settings 

B. Check the data usage statistics on the device 

C. Verify the SSID with which the device is associated 

D. Run any pending application or OS updates 

Correct Answer: C 

 

Verify the SSID with which the device is associated - Most likely, the user\\'s smartphone is connecting to a neighbor\\'s
wireless network instead of their own. This network likely has a lower signal strength since it is outside the home, and
this is causing the limited or slow bandwidth. Therefore, you should first verify that the user is connected to the proper
wireless network before conducting any additional troubleshooting. 

 

QUESTION 3

An IT manager receives a call from a user who states a technician completed work on a department laptop within the
last week. The user indicates the technician tried to explain the issue with the laptop, but the user was unable to
understand because the technician used a lot acronyms. Additionally, the user claims the technician spoke too quickly
when explaining the issue and seemed preoccupied with a cell phone. The IT manager wants to address an email to the
IT department to ensure the user\\'s complaints are conveyed to the team. 

Which of the following should the IT manager recommend in the email to the team? (Select TWO). 

A. Technicians should avoid using technical jargon when speaking to users. 

B. Technicians should avoid trying to explain complex issues to users. 
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C. Technicians should avoid speaking to users who have complex issues. 

D. Technicians should avoid setting an expectation for project completion in front of the user. 

E. Technicians should avoid distractions when speaking with users. 

F. Technicians should avoid working in front of users. 

Correct Answer: AE 

 

QUESTION 4

Which of the following encryption methods is used by WPA2 to improve data security as compared to previous wireless
encryption protocols? 

A. AES 

B. TKIP 

C. S/MIME 

D. 3DES 

Correct Answer: A 

 

QUESTION 5

After installing an application on a smartphone, a user starts receiving pop-up ads for recently visited physical stores.
The user also receives prompts to install other applications. Which of the following permissions should be revoked to
disable the unwanted notifications? 

A. Account access 

B. Mobile data 

C. Location access 

D. Contacts access 

Correct Answer: C 
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