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Important Note
Please Read Carefully

For demonstration purpose only, this free version Chinatag study guide contains 10 full length questions selected
from our full version products which have more than 200 questions each.

This Study guide has been carefully written and compiled by Chinatag certification experts. It is designed to help you
learn the concepts behind the questions rather than be a strict memorization tool. Repeated readings will increase
your comprehension.

For promotion purposes, all PDF files are not encrypted. Feel free to distribute copies among your friends and let
them know Chinatag website.

Study Tips

This product will provide you questions and answers along with detailed explanations carefully compiled and written
by our experts. Try to understand the concepts behind the questions instead of cramming the questions. Go through
the entire document at least twice so that you make sure that you are not missing anything.

Latest Version

We are constantly reviewing our products. New material is added and old material is revised. Free updates are
available for 90 days after the purchase. You should check the products page on the http://www.chinatag.com
website for an update 3-4 days before the scheduled exam date.

Please tell us what you think of our products. We appreciate both positive and critical comments as your feedback
helps us improve future versions. Feedback on specific questions should be send to feedback@chinatag.com.

Thanks for purchasing our products and look forward to supplying you with all your Certification training needs.

Good studying!
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Question: 1
Which action best illustrates responsible team behaviour?

A. Logging every call.

B. Reporting security violations.

C. Sharing knowledge.

D. Taking more than your share of calls.

Answer: C

Question: 2
What is a best practice for establishing effective relationships with your customers?

A. Ensure that your customer understands the SLA.
B. Provide technical language guidance.

C. Show your customer sympathy.

D. Understand your customer business.

Answer: D

Question: 3
What is a best practice for helping an emotional caller?

A. Ask the customer to talk about their personal problems.
B. Help the customer focus on the Incident and resolution.
C. Maintain a professional approach according to the SLA.
D. Move the conversation carefully on to general issues within the company.

Answer: B

Question: 4
Why is it important for you to demonstrate confidence when dealing with others?

A. Demonstrating confidence establishes credibility with customers.
B. Demonstrating confidence increases first contact resolution.

C. Demonstrating confidence maximises talk time.

D. Demonstrating confidence minimises conflicts with customers.

Answer: A

Question: 5

When made by a customer, which comment, is most likely to indicate that a conflict is
developing?

A. | am tired of my computer always being down.

B. | don't understand what you mean.

C. | see what you are saying to me.

D. You need to slow down.

Answer: A

Question: 6
What is a best practice when writing e-mail?

A. Use animation to emphasise your point.
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B. Use different colours to improve readability.
C. Use emoticons to convey empathy.
D. Use standard headers and footers for consistency.

Answer: D

Question: 7
When is it most appropriate to escalate an Incident to a manager?

A. Escalate an Incident if the customer begins to complain.

B. Escalate an Incident the customer is emotional.

C. Escalate an Incident if the customer asks to speak to a manager.
D. Escalate an Incident if the Service Desk is short of staff.

Answer: C

Question: 8
What is the best reason for using proper grammar and spelling when documenting Incidents?

A. Not using proper grammar and spelling is sloppy.

B. Not using proper grammar and spelling will anger the customer.
C. Using proper grammar and spelling is professional.

D. Using proper grammar and spelling will impress your supervisor.

Answer: C

Question: 9
What is a best practice for handling phone calls?

A. Clear your desk of any clutter.

B. Show the customer sympathy.

C. Use a standard greeting.

D. Use formal titles when greeting customers.

Answer: C

Question: 10
Which of the following is most likely to be a barrier to communication?

A. The customer ability to use self-help systems.

B. The customer previous experience with the Service Desk.
C. The customer position in the business.

D. The level of support provided by the Service Desk.

Answer: B
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