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QUESTION 1

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

A. performing customer assessments 

B. ensuring that all customer contacts are logged 

C. implementing preventive measures 

D. identifying daily, weekly, and monthly trends 

Correct Answer: BCD 

 

QUESTION 2

Analysts play a large part in ensuring that the Help Desk provides consistent service to customers. Which two regularly
scheduled events ensure that your analysts provide consistent service? (Choose two.) 

A. analyst focus groups 

B. analyst training 

C. analyst reviews 

D. analyst interviews 

Correct Answer: BC 

 

QUESTION 3

What destroys the reputation of the Help Desk and ruins the integrity of the company? 

A. poor business plans 

B. poor confidentiality 

C. poor flexibility 

D. poor problem resolution 

Correct Answer: B 

 

QUESTION 4

What are three ways to maintain a balanced and positive outlook when adapting to new situations, priorities, or
demands? (Choose three.) 
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A. identify trends in service, and then develop resources to meet those trends 

B. create a personal network of advisors with whom you can share problems and concerns 

C. concentrate on common goals during times of disagreement 

D. develop interests outside of work to provide a stress-free zone 

Correct Answer: BCD 

 

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 
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