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QUESTION 1

Which three methods clarify understanding of organizational missions, strategies, strengths, weaknesses, and
capabilities? (Choose three.)

A. consistent and high-impact feedback to team members
B. interviews with key stakeholders, customers, and leaders
C. focus groups

D. round-table meetings with employees

Correct Answer: BCD

QUESTION 2

Which two tools can the Help Desk most effectively use to provide key information to all customers and communicate
the severity of a problem rapidly? (Choose two.)

A. instant messenger

B. white boards

C. overnight express mail
D. voice mail

E. e-mail

Correct Answer: DE

QUESTION 3

What should you do to ensure that your Help Desk support strategies align with the organization being supported?
A. consider the impact of the proposed services on the success of the organization as a whole

B. propose the highest level of support possible

C. study best practices for top performing organizations and set your strategies accordingly

D. minimize cost

Correct Answer: A

QUESTION 4

An analyst comes to you with several ideas on how to solve your slow network-connection problem. Your network-
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support team is responsible for solving this problem and is presently working on it. You decide to let the analyst fix the
problem. Which three leadership practices did you use? (Choose three.)

A. encourage participation

B. encourage others to take initiative

C. encourage others to be creative

D. encourage positive perspective within teams

Correct Answer: ABC

QUESTION 5

How can you motivate others to seek guidance?

A. evaluate performance of team members and provide support to facilitate optimum performance
B. provide incentives that are challenging yet attainable

C. emphasize changing behaviors rather than people

D. use personal visits as an opportunity for employee feedback, support, and mentoring

Correct Answer: D
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