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QUESTION 1

What is the most likely benefit of implementing a knowledge management system in a support center?

A. Implementing a knowledge management system allows customers to troubleshoot all of their own incidents.

B. Implementing a knowledge management system helps build rapport among teams in the support center.

C. Implementing a knowledge management system increases the customer\\'s dependence upon support services.
D. Implementing a knowledge management system supports computer-telephony integration.

Correct Answer: B

QUESTION 2

What is the best way to prepare your support center to take international calls?

A. Ask management for budget money to train all of your analysts in the languages that will be required by the project.
B. Find ways to hire analysts that speak all of the languages that will require support services.

C. Interview each analyst to determine whether your analysts want to take international calls.

D. Use industry best practices as a benchmark and study other groups that provide similar support services.

Correct Answer: D

QUESTION 3

Which traits should a Help Desk manager look for an analyst to determine if the analyst can effectively multitask?
A. handles stress andprioritize

B. takes the initiative and is creative

C. takes chances and switches topics

D. changes perspectives often and is self sufficient

Correct Answer: A

QUESTION 4
What are two ways to understand and value cultural difference ? (Choose two)
A. take a course in cross-cultural studies

B. take a course in business administration
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C. study the business practices in relation to the mission statement
D. study the business practices of successful multinational business

Correct Answer: AD

QUESTION 5

Which two actions ensure consistent customer service? (Choose two)
A. acknowledge the benefit of the customer\\'s idea

B. ascertain that priority and severity levels are congruent

C. provide everyone on the Help Desk with similar training

D. ensure that customers are aware of Help Desk contributions

Correct Answer: BC
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