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QUESTION 1
External outsourcing by a third party is the preferred method of support in which situation?
A. Your support organization supports a number of proprietary applications and has significant security restrictions.

B. Your support organization is going through a rollout of new desktops and you anticipate that you may need to
increase your staff from 20 to 25 for a three-month period.

C. Your support organization would like to transfer support responsibility to an outside organization. Management
requires that all support be performed on the premises.

D. Your support organization supports a large number of remote desktops using standard office software that requires
24-hour service information Technology priorities do not allow management time to focus on support issues.

Correct Answer: D

QUESTION 2

You want to be prepared for a potential decrease in workforce scheduling based on a decrease in customer service
requests. What are the three most likely reasons for a reduction in call volume? (Choose three)

A. Customers are better trained

B. Customers are more experienced

C. Business functions are outsourced

D. Systemare more stable and mature.

E. Overall business/workforce is reduced.

Correct Answer: ABD

QUESTION 3

What is the best description of a critical thinker?

A. A critical thinker critiques in order to redesign and remodel.

B. A critical thinker expresses sympathy to meet the needs of customers.
C. A critical thinker is able to discover weaknesses and risks.

D. A critical thinker leverages intuition appropriately.

Correct Answer: A

QUESTION 4
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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 5

What is the primary advantage of using self-help tools in a support center?
A. Self-help tools encourage more customers to call for support.

B. Self-help tools improve the rapport between customers and analysts.

C. Self-help tools keep customers dependent on the support center.

D. Self-help tools provide consistent responses to repetitive requests.

Correct Answer: D
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