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QUESTION 1

What is the best description of the support center\\'s role in the problem management process? 

A. The support center advises customers of how to best avoid problems. 

B. The support center documents incidents and problems as they occur. 

C. The support center fixes all reported problems as rapidly as possible. 

D. The support center keeps management informed of all reported problems. 

Correct Answer: B 

 

QUESTION 2

What are three functions of an effective support organization in managing unresolved support issues? (Choose three) 

A. recording unresolved issues 

B. resolving customer issues 

C. escalating unresolved issues 

D. monitoring unresolved issues 

E. communicating the status of issues 

Correct Answer: CDE 

 

QUESTION 3

What is the best way to manage multiple demands on your time? 

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 4

What is the best way to get audience participation during a presentation? 

A. Ask the audience 
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B. Distribute handouts to the audience. 

C. Show the audience slides. 

D. Tell the audience jokes. 

Correct Answer: A 

 

 

QUESTION 5

Which three actions demonstrate the Support Center management\\'s effectiveness in problem reduction? (Choose
three) 

A. performing customer assessments 

B. implementing preventive measures 

C. identifying daily, weekly, and monthly trends 

D. ensuring that customer contacts are logged 

Correct Answer: BCD 
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