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QUESTION 1

What is the benefit of outsourcing compared to insourcing? 

A. improved quality 

B. improved average speed of answer 

C. greater control of support resources 

D. lower capital cost for equipment and systems 

Correct Answer: D 

 

QUESTION 2

What should analysts db to ensure that a shared work environment is effective? 

A. use discretion and courtesy 

B. play music to reduce stress levels 

C. makes the environment as comfortable as possible with pictures and colors. 

D. Allow employees to adjust their workstations to meet their personal needs 

Correct Answer: A 

 

QUESTION 3

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

A. Multitasking is dealing with incidents and problems simultaneously. 

B. Multitasking is managing the support center without help from your team. 

C. Multitasking is taking as many calls as possible with the fewest number of analysts. 

D. Multitasking is the ability to work on a number of tasks simultaneously while remaining effective. 

Correct Answer: D 

 

QUESTION 4

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 
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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 5

What is the relationship between the support center\\'s average speed to answer and its abandon rate? 

A. If the average speed to answer is high then the abandon rate is likely to be high. 

B. If the average speed to answer is high then the abandon rate is likely to be low. 

C. If the average speed to answer is low then the abandon rate is likely to be high. 

D. The average speed to answer has no effect on the abandon rate. 

Correct Answer: A 
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