
Help Desk 
1. _____ list icons appear to the left of a message heading and indicate the status of the message. 

    A. Status 

    B. Arrangement 

    C. Message 

    D. E-mail 

 

2. The _____ located near the top of Outlook window, is the control center in Outlook. 

    A. Menu 

    B. Toolbar 

    C. Ribbon 

    D. Taskbar 

 

3. A(n) _____ icon in a message heading indicates that the message contains a file attachment. 

    A. paper clip 

    B. staple 

    C. folder 

    D. envelope 

 

4. _____ are words or phrases that describe a document. 

    A. Anchors 

    B. Enhanced ScreenTips 

    C. Keywords 

    D. Metakeys 

 

5. When an e-mail is sent out in mass quantities as a forward or as something the receiver isn't 

expecting, it can be considered _______________. 

    A. Snail Mail 

    B. SPAM 

    C. encrypted mail 

    D. Mass Mail 

 

6. ____ uses customer contact and relationship information to generate additional sales and increase 

levels of customer service and retention. 

    A. CRQ-customer reliability quotient 

    B. CRM-customer relationship management 

    C. CSP-customer satisfaction profile 

    D. CAP-customer administration program 

 

7. A type of call center that receives incoming calls and makes outgoing calls is known as: 

    A. blended 



    B. decentralized 

    C. distributed 

    D. triaged 

 

8. The service desk should provide: 

    A. a physical location to report issues 

    B. customers with a single point of contact 

    C. personnel responsible only for hardware issues 

    D. a place to report help desk problems 

 

9. A Service Desk can be defined as a: 

    A. call center that deals with large volumes of telephone calls 

    B. training center for user demonstrations and technology instruction 

    C. single point of contact to help users and IT employees communicate 

    D. hardware repair facility for electronic equipment 

 

10. A policy is a: 

    A. software library that prevents certain technical security actions 

    B. set of rules and regulations that govern process improvement 

    C. principle or protocol to guide decision making 

    D. document that ensures legal action against an individual 

 

11. Which of these sources of hardware problems is not one of the primary categories that account for 

most hardware support problems? 

    A. hardware malfunctions 

    B. component design problems 

    C. compatibility problems 

    D. installation problems 

 

12. Which tool checks files and informs you whether or not they have been signed by Microsoft? 

    A. Signing Tool 

    B. Microsoft Driver Signer 

    C. Signature Verification Tool 

    D. MS Development Verifier 

 

13. A hardware component that has its jumper pins set incorrectly is an example of a hardware 

    A. design problem. 

    B. compatibility problem. 

    C. malfunction. 

    D. configuration problem. 

 



14. A customer would like to configure their laptop to enter hibernation when they close the lid. You 

instruct them to edit the Power Options, but they complain that when they go to the Advanced tab, 

Hibernate is not listed as an option. What should you instruct them to do? 

    A. Enable hibernation on the Hibernate tab 

    B. Enable ACPI support in the BIOS 

    C. Add more memory to the laptop 

    D. Activate low and critical battery alarms 

 

15. Deskside Support includes which type of device? 

    A. PDA 

    B. network printer 

    C. router 

    D. cell phone 

 

16. What are the advantages of using Up-selling and Cross-selling techniques? 

    A. wider public awareness 

    B. potential marketing agreements with competitors 

    C. requires a smaller sales force 

    D. increased sales 

 

17. Would you like to purchase fries with your sandwich is an example of 

    A. cross selling 

    B. upscaling 

    C. upselling 

    D. bait and switch 

 

18. ____ allows you to control your telephone with your computer. 

    A. SMS 

    B. ACD 

    C. CTI 

    D. CSR 

 

19. _____ is information technology (IT) that is concerned with fixing stationary and mobile computers, 

such as desktops and laptops, along with devices - such as a personal data assistant (PDA). 

    A. Automatic call distribution 

    B. Customer service 

    C. Telephony support 

    D. Deskside support 

 

20. A customer calls you and inquires as to whether or not a certain PCI plug and play sound card will 

work on their Windows XP system. What should you recommend the customer do before purchasing the 

sound card? 



    A. Tell them it will not work because PCI cards are not supported with Windows XP. 

    B. Recommend they purchase an additional type of card to try just in case. 

    C. Check the Windows HCL to make sure the device is compatible with Windows XP. 

    D. Recommend they check their BIOS to see if that card is listed. 

 

21. You are troubleshooting a connectivity problem on an Ethernet network that contains both NetWare 

and Windows servers. A Windows XP client cannot connect to the Internet or any network resources. 

However, other computers on the same subnet as the client can access network resources and the 

Internet. You issue the ipconfig command at the workstation and find that the IP addressed assigned to 

the system's network adapter is 169.254.184.25 and its subnet mask 255.255.0.0. This IP network and 

subnet are different from the IP network and subnet that other computers on the same segment are 

using. Which option is the most likely problem? 

    A. The client selected the IP address using APIPA. 

    B. The client obtained the IP address from a DHCP server it found on the Internet. 

    C. The client obtained the IP address from a Windows server. 

    D. The client obtained the IP address from a NetWare server. 

 

22. You are a desktop engineer for your company. You want to configure a new Windows XP 

Professional client computer to connect to the company's local area network (LAN) by using a virtual 

private network (VPN) connection. You connect the client computer to the Internet. What should you 

do? 

    A. use the IPCONFIG command 

    B. use the NETSH command 

    C. use the new connection wizard 

    D. use a Web browser 

 

23. You move your computer from the Development subnet to the Research subnet, which resides in a 

different building. You turn on the computer and attempt to connect to a computer named COMP5 on 

the Development subnet, but you are unable to do so. However, you can connect to all of the other 

computers on the Research subnet, and other Research computers can connect to COMP5 on the 

Development subnet. What would explain your computer's communications problem? 

    A. the Domain Name System (DNS) 

    B. the Windows Internet Name Service (WINS) 

    C. the LMHOSTS file 

    D. the HOSTS file 

 

24. Your 100BaseT network uses the TCP/IP protocol suite exclusively, and workstations on your 

network obtain addresses dynamically from a server. From your computer, you can contact all servers 

and workstations on your own network segment, but you are unable to gain access to network 

resources on other segments. What factor should you investigate? 

    A. the frame types 

    B. the switches 



    C. IP address conflicts 

    D. the default gateway 

 

25. You are setting up a 100BaseT network. Which of the following cable types can you use? 

    A. cat 4 

    B. cat 3 

    C. cat 5 

    D. cat 2 

 

26. You start the "Map Network Drive" wizard in Windows XP. How do you specify the Work folder on 

Computer 1 without having to take the time to browse the whole network? 

    A. \\Computer1\Work 

    B. \\Work\Computer1 

    C. //Computer1/Work 

    D. //Work/Computer1 

 

27. When you want to restrict Internet users from accessing private data on your network, which of the 

following should you install? 

    A. a router 

    B. a gateway 

    C. a local security policy 

    D. a firewall 

 

28. You are troubleshooting a client connectivity problem on an Ethernet network. The client system has 

intermittent connectivity to the network. You discover that the UTP patch cable is run 75 feet from the 

wall outlet, passes through the ceiling and over several florescent light fixtures before reaching the 

client system. Which of the following may be a cause of the connectivity problem? 

    A. Crosstalk 

    B. The UTP cables do not support transmission distance of 75 feet without a repeater. 

    C. EMI Interference 

    D. A faulty patch cable 

 

29. Managing the lifecycle of incidents is considered: 

    A. trend analysis 

    B. problem analysis 

    C. incident identification 

    D. incident management 

 

30. An interview question to obtain information about a customer's age and ethnicity is 

    A. directed question 

    B. an illegal question 

    C. scenario question 



    D. an EEOC question 

 

31. Which factor most influences customer perception when people are communicating over the 

telephone? 

    A. tone of voice 

    B. verbal communication 

    C. nonverbal communication 

    D. prompt answering of the telephone 

 

32. What is the primary responsibility of a level-one technician? 

    A. determining the cause of complex computer problems 

    B. resolving computer problems that require opening up the computer 

    C. gathering information from the customer 

    D. using remote diagnostic software to connect to the customer computer 

 

33. You have been on the phone with a user in a remote office for 30 minutes troubleshooting their 

minor desktop problem. No matter how many times you explain the solution to them, they do not 

understand what you are saying. What should you do? 

    A. Drive to the user's site. 

    B. Suggest they call back and get another technician. 

    C. Suggest they call back tomorrow. 

    D. Ask to talk to their manager. 

 

34. What is the best way to make sure that you understand the needs of a customer? 

    A. Listen to the customer until you feel you have enough information to fix their problem, then start 

troubleshooting to get the fastest turnaround time possible, even if they are still talking. 

    B. Allow the customer to explain their full problem and then restate it back to them as you understand 

their problem to be. 

    C. Take notes on the conversation. 

    D. Help the customer stay focused by interrupting the customer if they start to explain things using 

unnecessary information. This will help you stick to the root of the problem and best understand the 

situation. 

 

35. An organization's code for help desk performance should: 

    A. promote a customer-centered focus within the organization 

    B. discourage code innovation 

    C. include procedures to disregard the code 

    D. be based on internal experiences instead of best practices 

 

36. What is a customer satisfaction policy? 

    A. opinions, comments, and expressions of customers merged into a single document 

    B. a set of interacting activities that transform inputs to outputs 



    C. a database of technical advice for customer service representatives 

    D. the overall plan for managing and responding to customer complaints 

 

37. A pharmaceutical help desk in a physical location requests that customers remain in a certain area 

before speaking with a pharmacist. This is an attempt to secure which one of the following for every 

customer? 

    A. privacy 

    B. disclosure 

    C. respect 

    D. confidentiality 

 

38. Which one of the following is not a benefit of a structured root cause analysis? 

    A. problem identification, including actual and potential impact 

    B. identification of corrective and preventive actions that will prevent reoccurrence 

    C. alignment of IT services to the Continual Service Improvement process 

    D. creation of a knowledgebase that can be used by others as a resource 

 

39. Motivators or drivers that cause customers to seek out specific types of products or services driven 

by marketing are 

    A. needs 

    B. wants 

    C. service options 

    D. stimulators 

 

40. ___ are used to record customer contacts, purchase records, and preferred purchases. 

    A. Customer evaluations 

    B. Customer databases 

    C. Customer profiles 

    D. Customer feedback systems 

 

41. _____ is junk e-mail that you don't want, that you didn't ask for, and that gets in your way. 

    A. Spam 

    B. A virus 

    C. Spyware 

    D. Adware 

 

42. In order to make effective use of a new or upgraded computer system, a user may require 

    A. facilities management. 

    B. a computer operator. 

    C. user training. 

    D. programming. 

 



43. What should be done before upgrading from Windows 2000 to Windows XP? 

    A. Download a legitimate XP authentication key. 

    B. Detach all the peripheral devices. 

    C. Back up all the data files. 

    D. Update all the device drivers. 

 

44. Active listening skills, verbal skills, customer service skills, problem-solving skills, and temperament 

are known as: 

    A. diverse communication styles 

    B. soft skills 

    C. troubleshooting strategies 

    D. assessment skills 

 

45. _______ is the process for reducing customer emotion in situations when frustration or anger exists. 

    A. Customer defection 

    B. Emotion-reducing model 

    C. Anger management model 

    D. Problem-solving model 

 

46. Local, state, or federal regulations that prevent a service provider from satisfying a customer's 

request even though the provider would normally do so are called 

    A. accommodations 

    B. sensors 

    C. prohibitions 

    D. stimulators 

 

47. A series of decisions an individual makes about how he or she wants to communicate is their 

    A. customer-service ethic 

    B. leadership style 

    C. personal communication style 

    D. self-reliance strategy 

 

48. ____ is an effective strategy for dealing with an emotional customer. 

    A. Empathy 

    B. Disagreement 

    C. Confrontation 

    D. Sympathy 

 

49. The first step of the communication process is 

    A. translation of the message 

    B. creation of the message 

    C. response to the message 



    D. transmission of the message 

 

50. This refers to physical symptoms caused by excessive and repetitive use of hands, wrists, arms, and 

thumbs? 

    A. reactionary 

    B. repetitive stress 

    C. maladaptive 

    D. carpal tunnel 

 

51. _____________ is a standard that governs the ways in which a server can send non-ASCII files to a 

client. 

    A. MIME 

    B. Active X 

    C. API 

    D. MAPI 

 

52. Which technology is only included with Microsoft web servers? 

    A. Active Server Pages (ASP) 

    B. JAVA 

    C. Javascript 

    D. PERL 

 

53. Which of the following is used to segment a network and reduce traffic by examing the hardware 

address of the packet? 

    A. Router 

    B. Hub 

    C. Bridge 

    D. Firewall 

 

54. You have recently been having trouble with users downloading viruses onto their local computers 

from the Internet. You would like a way to prevent downloading files from all web sites except for those 

that you specifically identify. How can you do this? 

    A. Configure Internet zones using Internet Options. 

    B. Enable Windows Firewall on each system. Include exceptions to control access. 

    C. Disable cookies on all computers. 

    D. Configure the Local Security Policy. 

 

55. What is a cookie? 

    A. A malicious program that disguises itself as a useful program. 

    B. An executable file that runs in the background and tracks Internet use. 

    C. A malicious program that runs when you read an e-mail attachment. 

    D. A file saved on your hard drive that tracks Web site preferences and use. 



 

56. Customer Satisfaction Surveys are most important to a firm's finances because: 

    A. they can improve and streamline a firm's billing procedures 

    B. they can help to identify process problems in the finance department 

    C. they can help with customer retention, which translates to higher revenues 

    D. they can connect customers to service representatives to follow up unpaid invoices 

 

57. Which one of the following is a privacy law ensuring that certain security standards for technology 

for healthcare providers are met? 

    A. HIPAA 

    B. USHCC 

    C. DHCP 

    D. QARP 

 

58. Which one of the following is the most likely responsibility of a Tier III help desk technician? 

    A. providing basic troubleshooting and repair steps that are outside of a script 

    B. asking for verification that the caller is employed within the company 

    C. read through standard problem solving scripts, asking callers to reset their computers 

    D. reconfiguring server settings for an email security update 

 

59. The error control process iteratively diagnoses known errors until they are eliminated. In this case, 

iteratively diagnostics means that they are performed: 

    A. subsequently 

    B. repeatedly 

    C. occasionally 

    D. carefully 

 

60. A questionnaire that attempts to measure how satisfied users are with the support services they 

have experienced is the 

    A. self-evaluation 

    B. user satisfaction survey 

    C. customer adaptation 

    D. customer certification 

 

61. Courtesy includes: 

    A. making any suggestion that might help the customer 

    B. speaking clearly 

    C. taking a genuine interest 

    D. interrupting only when needed 

 

62. Customers of a help desk include: 

    A. employees and current and past customers 



    B. current customers 

    C. employees 

    D. past customers 

 

63. What is the best reason to use a standard greeting when answering the help desk telephone? 

    A. save time 

    B. required by management 

    C. set expectations for the call 

    D. required in documentation 

 

64. When replying to a customer with e-mail it is important to: 

    A. use grammar and spell checker 

    B. use terminology appropriate for the technology 

    C. all of the answers are correct 

    D. use full detailed explanations 

 

65. The first step in processing a user report is to: 

    A. get equipment specs 

    B. get user data 

    C. confirm the problem 

    D. get software configuration 

 

66. The help desk should operate as: 

    A. an isolated group with separate policies to avoid company bias 

    B. an overseer of development departments to stay ahead of issues 

    C. an outsourced entity 

    D. an integral enterprise-wide part of the company 

 

67. What action defines excellent customer service? 

    A. actively listening to a customer's problems and concerns 

    B. bragging about accomplishments 

    C. performing unrelated task while listening to the customer 

    D. feeling sorrow for your customers 

 

68. Which is not a benefit derived from a Help Desk implementation? 

    A. user satisfaction analysis 

    B. technical problems analysis 

    C. cost analysis 

    D. user preferences analysis 

 

69. Which one is the most important to consider when setting incident priority? 

    A. location of the customer 



    B. incident complexity 

    C. urgency for a resolution 

    D. availability of a work around 

 

70. Help desk support is generally not provided by the use of: 

    A. Web sites 

    B. phone 

    C. e-mail 

    D. social media 

 

71. All of the following are characteristics of a positive service attitude except: 

    A. offering alternative options for difficult customer requests 

    B. presenting a happy and relaxed tone with body language in a deskside help desk 

    C. immediately transferring a call if it is clear that someone else needs to take it 

    D. extending a greeting to customers before introducing yourself 

 

72. A formal organization that represents the interests of a group of professionals and provides services 

to its membership is a 

    A. specialized committee 

    B. professional association 

    C. identification group 

    D. work committee 

 

73. Successful teams do not have 

    A. clear goals 

    B. open communication 

    C. hierarchies of control 

    D. defined roles 

 

74. The best customer service starts with a(n) 

    A. assertive personality 

    B. confidence 

    C. superior attitude 

    D. positive attitude 

 

75. Time management does not mean 

    A. making a to do list 

    B. saying no to some obligations 

    C. understanding your most productive time 

    D. eliminating social time 

 

76. The customer service representative does not 



    A. maintain customer account be recording account information 

    B. suggest information about other products and services 

    C. attract potential customers by answering product and service questions 

    D. conduct major publicity campaigns 

 

77. All of the following are objectives of teamwork except 

    A. Individual promotion 

    B. strategic planning 

    C. brainstorming 

    D. effective communications 

 

78. All of the following are characteristics of successful teams except 

    A. freedom of expression 

    B. formal atmosphere 

    C. clear goals 

    D. unity of purpose 

 

79. Successful leaders 

    A. expect others to perform without feedback 

    B. assign tasks according to people's skills and interests 

    C. are not afraid to put forth more effort than others 

    D. expect top-notch results from people 

 

80. ______ a summary of the aims of Problem Management within that organisation and high level 

process to achieve those aims. 

    A. Knowledge management 

    B. Access management process 

    C. Release and deployment management process 

    D. Problem management process 

 

81. At what speed does the average person speak in words per minute? 

    A. 70-90 

    B. 90-120 

    C. 160-200 

    D. 120-160 

 

82. Which one of the following best defines the term process management? 

    A. impedes employee creativity 

    B. set of rules that can never be changed 

    C. accomplishing a task that can be tested, reported, and improved 

    D. a formal concept 

 



83. Low customer satisfaction is a result of: 

    A. high production 

    B. poor service 

    C. agent availability 

    D. talk time 

 

84. What is the purpose of product Quality Assurance? 

    A. deployment scheduling 

    B. issue accountability 

    C. availability 

    D. functioning as intended 

 

85. Which one of these incident management responsibilities belongs to the CSR? 

    A. produce performance report 

    B. define process standards 

    C. owns the incident 

    D. ensures compliance with process standards 

 

86. The request fulfillment process can involve: 

    A. a specific user resolution 

    B. an automated service request 

    C. a custom service requests 

    D. an emergency release 

 

87. Why would you maintain confidentiality in the work place? 

    A. prevent others from knowing your skill level 

    B. shield management from blame 

    C. meet help desk targets and goals 

    D. protect customers from embarrassment 

 

88. ITIL was a set of standards created by the government of which country? 

    A. United States 

    B. England 

    C. none was created as a global IT standard 

    D. Japan 

 

89. A Service Level Agreement is a service contract between: 

    A. a network device and a router 

    B. a network device and an end user device 

    C. any two devices that communicate over a port connection 

    D. a customer and a service provider 

 



90. An Operational Level Agreement is between: 

    A. internal departments within an organization 

    B. a network and an end user device 

    C. a network group and an outside customer 

    D. a customer and a service provider 

 

91. First Level issues are often handled with the use of: 

    A. all answers are correct 

    B. manuals 

    C. FAQ references 

    D. knowledge based answers 

 

92. A problem is: 

    A. an incident with a known solution 

    B. not that serious and can be handled without a time frame 

    C. an incident for which a cause has not yet been discovered 

    D. a supervisor level issue 

 

93. Which one of the following is a best practice for call management? 

    A. Forward the call to management. 

    B. Listen to the customer describe the problem. 

    C. Ask the customer to e-mail you. 

    D. Provide the customer with the SLA. 

 

94. The main focus of managing a call is: 

    A. rushing customers off the phone 

    B. getting the problem resolved 

    C. spending a lot of time on a call 

    D. multitasking during calls 

 

95. What is the best way to use silent time? 

    A. work on other problems 

    B. check your e-mail and play on your phone 

    C. run to the bathroom 

    D. build trust and rapport with your customer 

 

96. Objective data about user support operation often directly related to the user support mission 

statement is called 

    A. mission statement 

    B. performance appraisal 

    C. performance statistics 

    D. professional association 



 

97. The process of evaluation for a user support worker according to established criteria that is related 

to the support group's mission and position description is the 

    A. performance appraisal 

    B. reflection model 

    C. feedback model 

    D. validation process 

 

98. Change management does not involve 

    A. resistance to change 

    B. preparing for change 

    C. managing change 

    D. reinforcing change 

 

99. Finding the best compromise between customer service and the cost to the company is 

    A. arbitration 

    B. remediation 

    C. mediation 

    D. service level management 

 

100. Preparing for change involves all of the following activities except 

    A. develop your sponsorship model 

    B. define change management strategies 

    C. prepare change management team 

    D. prepare to take action 
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