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Operating System and Application Issues: This part targets an Operating System Support Specialist and
addresses resolving Windows and macOS issues, such as display settings, updates, permissions, power
management, and data backup using cloud tools. It covers troubleshooting mobile device problens on i0S
and Android operating systems and provides an understanding of virtualization and cloud concepts
including major providers and virtual machines. This section also covers resolving common application
issues like installation and security concerns.
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Job Roles: This section evaluates an I'T Support Technician’s ability to use remote access tools (such as
Remote Desktop, Cisco Webex, and TeamViewer) to assist users and perform support activities. It also
includes utilizing troubleshooting tools and resources, such as Al research, search engines, technical
foruns, and knowledge bases, while being aware of ethical, privacy, and security considerations related to
Al and other technologies.
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Connectivity and Resource Access Issues: This section measures skills of a Network Support Technician
and involves assisting users to establish access to network resources, understanding directory services like
Active Directory and cloud access management platforms, and managing multifactor authentication. It also
includes troubleshooting connectivity problems with peripherals such as printers, scanners, and
teleconferencing devices, as well as verifying basic network settings and diagnosing connectivity using
various network commands and tools.
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Common Threats and Prevention: This domain measures the knowledge of an IT Security Support
Technician and covers recognizing end-user security threats including phishing, malware, and unauthorized
access attempts. It emphasizes basic investigation steps, helping users run malware scans, promoting strong
password practices, understanding social engineering tactics targeting help desk roles, and the importance
of company policies and confidentiality guidelines to protect sensitive data.
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AZ #132
You have just finished assisting a customer with a network connectivity issue that was resolved by updating router firmware and
adjusting network settings. How should you document this interaction for your IT support logs?

e A. Summarize the customer's problem, note the diagnostics performed, detail the actions taken (including settings adjusted
and firmware updated), and describe the resolution's impact on the issue

¢ B. Provide an extensive narrative of the customer's initial description of the problemand a detailed history of their network
setup

e C. Include only the final action taken and the outcome, assuming the diagnostics are implied in the solution provided

¢ D. Record every nteraction with the customer and all technical steps in a verbose format to ensure nothing is omitted
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Correct Answer. B. Summarize the customer’s problem, note the diagnostics performed, detail the actions taken (including settings
adjusted and firmware updated), and describe the resolution's impact on the issue This method effectively communicates the key
elements of the support interaction--problem, diagnostic steps, actions taken, and resolution--in a manner that is both concise and
comprehensive, suitable for future troubleshooting and reference.

Option A is incorrect. An extensive narrative on the customer's history can dilute the focus away from the troubleshooting process
and solution.

Option C is incorrect. Omitting diagnostics oversimplifies the documentation and loses important details about the process that led to
the resolution.

Option D is incorrect. A verbose account may include unnecessary details, making it difficult to extract useful information quickly.

HAE #133
A user wants to upgrade their PC's memory and needs to check the existing RAM type and speed. Which section of the Windows
System Information tool should the IT support technician instruct the user to access to find this information?

A. Components > Memory
B. System Summary

C. Hardware Resources

D. Components > System
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Correct Answer. D. Components > System In the Windows System Information tool, the

"Components > System'' section provides detailed information about the system, including the type and speed of the installed RAM.
This section is critical for users who need to understand their current hardware configuration to ensure compatibility with potential
upgrades.

Option A is incorrect because the System Summary provides an overview of the system but does not offer detailed memory
specifications.

Option B is incorrect because Hardware Resources primarily deals with conflicts and sharing issues, not detailed RAM
specifications.

Option C is incorrect because there is no specific "Memory" subsection under "Components" that provides RAM type and speed
details directly.
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AE #134
A technician is troubleshooting an issue where only one side of a pair of headphones is working when connected to multiple devices.
What is the most likely cause of the problem?

A. The devices need an audio driver update
B. The headphone jack is dirty

C. The headphones have a damaged wire
D. The audio balance settings are incorrect
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Correct Answer. B. The headphones have a damaged wire If the problem persists across mutltiple devices, it suggests a hardware
issue with the headphones themselves, most likely a damaged wire, which is a common cause of one-sided audio output.

Option A is incorrect. Incorrect audio balance would likely affect all devices in the same way if changed, but this setting is often
device-specific and should not be consistently incorrect across muiltiple devices.

Option C is incorrect. Driver updates would affect device performance but wouldn't consistently cause one-sided audio issues
across multiple devices.

Option D is incorrect. A dirty headphone jack could cause connectivity issues, but this would typically affect audio output
intermittently rather than consistently on one side only.

HE #135

A customer support representative receives an email froma client that contains their full name, address, and credit card details and a
request to update their billing information.

Which action should the representative take?

A. Store the data in encrypted storage.

B. Openly share the information with the accounting department.

C. Reply to the user and tell them to call the accounting department.
D. Store the data on a personal device.
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Payment card data and other sensitive personal information must be protected according to security policies and compliance
requirenrents (e.g., PCI DSS). Storing the data in approved encrypted storage ensures it remains secure and accessible only by
authorized personnel.

AE #1306
During an inventory check, a technician needs to differentiate between USB-B and USB-B Mini cables.
‘What key physical characteristic should the technician look for to identify a USB-B Mini cable?

A. A rounded and reversible connector

B. A longer and thinner connector than standard USB-B

C. A symmetrical and flat connector

D. A smaller and more rectangular connector than standard USB-B
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Correct Answer. A. A smaller and more rectangular connector than standard USB-B USB-B Mini cables are characterized by their
smaller, more rectangular connectors compared to the square- shaped and relatively larger standard USB-B connector. This feature
helps in quickly identifying them during hardware audits or setups.

Option B 1s incorrect because USB-B Mini connectors are not longer and thinner; they are simply smaller in size than standard
USB-B connectors.

Option C is incorrect because rounded and reversible connectors describe features of USB-C, not USB- B Mini.

Option D is incorrect because symmetrical and flat connectors describe USB-A characteristics, not USB- B or USB-B Mini.
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