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QUESTION 1

What contributes most to creative and effective problem solving? 

A. practice 

B. technical training 

C. education 

D. standard resolutions 

Correct Answer: A 

 

QUESTION 2

Which three methods clarify understanding of organizational missions, strategies, strengths, weaknesses, and
capabilities? (Choose three.) 

A. consistent and high-impact feedback to team members 

B. interviews with key stakeholders, customers, and leaders 

C. focus groups 

D. round-table meetings with employees 

Correct Answer: BCD 

 

QUESTION 3

To which three types of data do companies restrict access? (Choose three.) 

A. network shares 

B. personnel records 

C. payroll information 

D. proprietary information 

Correct Answer: BCD 

 

QUESTION 4

Which three statements describe how to use recognition and rewards to retain people with optimal skills and good
personal traits? (Choose three.) 

A. link rewards to specific behaviors in a timely fashion 
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B. highlight both individual and team contributions at staff or team meetings 

C. publicly post individual performance rankings 

D. reward actions that support the team\\'s vision and business goals 

Correct Answer: ABD 

 

QUESTION 5

What should you use to define a Help Desk\\'s role in an organization? 

A. vision and mission statement 

B. development plans 

C. job descriptions 

D. goals and objectives 

Correct Answer: A 

 

QUESTION 6

What are two advantages of Computer Telephony Integration applications? (Choose two.) 

A. It enables intelligent routing of calls. 

B. The manual logging of call-related information can be used for invoicing purposes. 

C. It reduces costs by increasing productivity. 

D. It allows effective communication over the Internet. 

Correct Answer: AC 

 

QUESTION 7

What can a Help Desk manager do to encourage Help Desk analysts to keep current with industry developments?
(Choose three.) 

A. prevent open discussions of new technologies at work 

B. promote information sharing and learning 

C. put processes in place for encouraging creativity 

D. put procedures in place for screening potential ideas 

E. require a formal plan before consideration of new ideas 
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Correct Answer: BCD 

 

QUESTION 8

Organizational development needs are determined by which three methods? (Choose three.) 

A. individual assessment 

B. position profiling 

C. skill gap analysis 

D. project analysis 

Correct Answer: ABC 

 

QUESTION 9

Which three statements about effective inter-departmental relationships are true? (Choose three.) 

A. Information is shared among departments within your organization. 

B. You treat people in your organization as if they were your customer. 

C. Other departments are supported even when they make a mistake. 

D. Management responsibilities are shared. 

Correct Answer: ABC 

 

QUESTION 10

What are two ways to understand and value cultural differences? (Choose two.) 

A. study the business practices in relation to the mission statement 

B. take a course in cross-cultural studies 

C. take a course in business administration 

D. study the business practices of successful multinational businesses 

Correct Answer: BD 

 

QUESTION 11

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

A. maintaining normal voice modulation with the customer 
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B. matching voice modulation with the customer 

C. empathizing with the customer during problem resolution 

D. instructing the customer in problem resolution 

Correct Answer: AC 

 

QUESTION 12

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. recognize and reward the individual who handles the most calls 

B. publish a list of agents ranked by who has the most talk time 

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

D. publish trend reports for the group as a whole 

Correct Answer: D 

 

QUESTION 13

What should the Help Desk consider when working with different customers? 

A. Customers who work for the same company have similar expectations. 

B. All customers consider their problem to be an emergency. 

C. All customers are unique individuals with their own perceptions. 

D. All customers have similar expectations regarding quality service. 

Correct Answer: C 

 

QUESTION 14

What should be clearly communicated to stakeholders when marketing a support center? 

A. the support center\\'s staffing requirements 

B. the support center\\'s implementation timelines 

C. the support center\\'s infrastructure requirements 

D. the support center\\'s effect on operational productivity 
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Correct Answer: D 

 

QUESTION 15

Which three statements about effective inter-departmental relationships are true? (Choose three.) 

A. You treat people in your organization as if they were your customer. 

B. Other departments are supported even when they make a mistake. 

C. Information is shared among departments within your organization. 

D. Management responsibilities are shared. 

Correct Answer: ABC 
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