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QUESTION 1

What deductive reasoning based on? 

A. Internet research 

B. Future trends predication 

C. Logical steps and analysis 

D. A general consensus of opinion 

Correct Answer: C 

 

QUESTION 2

How does a Computer Telephony Integration system interface with a Customer Management System to make trouble
reporting more effective? 

A. It automatically solves customer problems. 

B. It eliminates the need for monitoring call volume. 

C. It eliminates the need for training Help Desk analysts. 

D. It automatically exchanges accurate and useful information. 

Correct Answer: D 

 

QUESTION 3

Which technology reduces Help Desk call volumes? 

A. e-mail 

B. telephone 

C. voice mail 

D. self-service 

Correct Answer: D 

 

QUESTION 4

A key component of being a qualified Help Desk manager is flexibility. In order to be a flexible Help Desk manager, you
should demonstrate creative thinking, be prepared to provide answers on undocumented procedures, and  

A. be positive 
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B. be able to multitask 

C. be willing to participate 

D. use personal abilities and resources 

Correct Answer: B 

 

 

QUESTION 5

Your Help Desk is 24x7 and covers support for many areas throughout the country. An upcoming snow storm is
expected to cause power outages. What helps you prepare for the upcoming days? 

A. call answer plans 

B. contingency plans 

C. UPS usage reports 

D. Gap analysis reports 

Correct Answer: B 
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