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QUESTION 1

You are supporting someone from a different culture. How can you improve your communication? (Choose three) 

A. speak slowly and loudly 

B. pause to verify understanding 

C. encourage the person to ask for clarification 

D. use proper/standard language expressions (eliminate slang) 

Correct Answer: BCD 

 

QUESTION 2

What tool commonly found in support centers has the ability to track analyst availability, generate call information, and
transfer calls? 

A. Automatic call distributor 

B. Customer management system 

C. Personal digital assistant 

D. Remote control 

Correct Answer: A 

 

QUESTION 3

Which action is most likely to help you develop clear strategies to help you run your support center? 

A. Attend executive seminars. 

B. Deliver presentations to senior management. 

C. Encourage your staff to participate in interdepartmental projects. 

D. Network with people in other organizations. 

Correct Answer: D 

 

QUESTION 4

What are two benefits of protecting and enhancing the image of the Help Desk? (Choose two) 

A. timely call avoidance 
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B. reduced resolution rates 

C. potential business growth 

D. improved employee morale 

Correct Answer: CD 

 

QUESTION 5

Which two methods are ideal for determining the expectations of key stakeholders? (Choose two) 

A. survey customers 

B. survey focus groups 

C. call other Help Desks 

D. call service providers 

Correct Answer: AB 

 

QUESTION 6

Which three statements about contract staffing are true? (Choose three) 

A. It enhances teamwork 

B. It allows the company to "try before they buy" 

C. It provides the ability to manage periodic peaks in workloads 

D. It can reduce the time it takes for agents to be effective on the phone. 

Correct Answer: BCD 

 

QUESTION 7

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 
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QUESTION 8

Which two items should you consider before making Help Desk operational decisions? (Choose two) 

A. employee opinion 

B. cost versus benefit 

C. personal preference 

D. implications to other business units. 

Correct Answer: BD 

 

QUESTION 9

If individual performance problems continue for an extended time, the Help Desk manager may need to resort to
positive discipline. Positive discipline places responsibility for appropriate performance on the  

A. manager 

B. employee 

C. employee\\'s colleagues 

D. Human Resources Director 

Correct Answer: B 

 

 

QUESTION 10

What is a key principle of negotiation with customers? 

A. Determine the customer\\'s underlying need and seek a mutually beneficial solution. 

B. Focus on the individual rather than on the resolution. 

C. Seek a solution that aligns with support center policies and processes. 

D. Stick to the facts and ignore the customer\\'s emotions. 

Correct Answer: A 

 

QUESTION 11

Which three metric calculations impact customer satisfaction? (Choose three) 

A. Average Talk Time 
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B. Abandonment Rate 

C. First Call Resolution Rate 

D. Average Speed of Answer 

E. AverageAfter Call Work Time 

Correct Answer: BCD 

 

QUESTION 12

What is the first step to take when calculating return on investment (ROI)? 

A. Collect data. 

B. Determine costs. 

C. Identify intangible benefits. 

D. Report results. 

Correct Answer: A 

 

QUESTION 13

Which management task ensures the highest levels of customer satisfaction? 

A. performing reviews of customer survey responses. 

B. Performing periodic reviews of satisfaction survey response 

C. Evaluating customer responses against standards, and then making process changes. 

D. Performing random telephone survey withcustomer\\'s and then recording the responses. 

Correct Answer: C 

 

QUESTION 14

What are three reasons that companies institute security programs? (Choose three) 

A. lower costs 

B. legal mandate 

C. loss potential 

D. corporate responsibility 

Correct Answer: BCD 
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QUESTION 15

Who is ultimately responsible for an employee\\'s success or failure? 

A. the employee 

B. the employee\\'s mentor 

C. the employee\\'s manager 

D. the employee\\'s team leader 

Correct Answer: A 
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