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1. How would you troubleshoot a "Not Responding"”
application?
A. Restart the computer.

B. Use Task Manager to force close it and check for updates or
reinstall.

C. Delete the application and reinstall it.
D. Wait for the application to respond.

2. How many steps are involved in the cycle of
communication?

A. Two
B. Three
C. Four
D. Five

3. What is an effective method to handle customer frustration
during troubleshooting?

A. Using technical jargon to explain issues.

B. Giving vague answers to avoid confrontation.

C. Active listening and providing clear, calm communication.
D. Redirecting them to online resources.

4. Which practice is crucial for ensuring the longevity of
equipment in terms of shaft movement?

A. Slightly increasing tolerance levels

B. Maintaining strict limits on movement
C. Encouraging random shaft shifts

D. Ignoring alignment issues

5. In a large plant, who typically makes up the
building-maintenance group?

A. Engineers and consultants

B. Electricians, mechanics, plumbers, carpenters, and painters
C. Supervisors and managers

D. Independent contractors
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6. What type of maintenance does proper documentation of
machine performance support?

A. Preventive maintenance
B. Corrective maintenance
C. Routine maintenance

D. Predictive maintenance

7. What is one of the first signs of bearing failure?
A. High bearing temperature
B. Low lubrication levels
C. Excessive vibration
D. Unusual noise

8. What is an effective way to gather information during
troubleshooting?

A. Ask relevant questions and conduct interviews with users
B. Try random fixes and observe the outcomes

C. Replace components until the issue is resolved

D. Ignore user input and focus on hardware tests

9. To prevent damage to fragile tools, they should be stored
in?
A. A cupboard
B. A drawer-type chest
C. A tool belt
D. A box with padding

10. When is it advisable to update drivers?
A. When there are no available updates

B. When hardware is malfunctioning or not recognized by the
oS

C. When the user complains of connectivity issues
D. Only when prompted by the operating system
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Explanations
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1. How would you troubleshoot a "Not Responding"”
application?

A. Restart the computer.

B. Use Task Manager to force close it and check for updates or
reinstall.

C. Delete the application and reinstall it.
D. Wait for the application to respond.

When troubleshooting a "Not Responding" application, utilizing Task Manager to force
close the application is often the most effective first step. This allows you to immediately
stop the application that is causing issues, freeing up system resources and preventing
further complications. After force-closing the application, checking for updates or
reinstalling it can address potential software bugs or incompatibilities that may have
caused the freeze. Keeping applications up to date is crucial since many updates contain
patches for bugs and improvements in performance. Restarting the computer, deleting
the application and reinstalling it, or simply waiting for the application to respond may
not address the immediate issue effectively. Restarting can take time and may not be
necessary if you can quickly resolve the problem through Task Manager. Deleting and
reinstalling could also be a more drastic measure when simpler solutions exist, and
waiting for the application to respond offers no guarantee that it will do so, potentially
leading to frustration while the user is left without functionality.

2. How many steps are involved in the cycle of
communication?

A. Two
B. Three
C. Four
D. Five

The cycle of communication typically consists of four essential steps. This involves the
sender, who encodes a message and transmits it through a chosen channel. The message
is then received by the receiver, who decodes the message to interpret its meaning.
Feedback is an important component of communication, which allows the sender to know
whether their message was understood correctly, and this initiates further clarification
or a response, thus completing the cycle. Understanding these four steps is crucial for
effective communication as it highlights not only the importance of conveying
information but also ensuring that it is understood and responded to correctly. This
awareness can significantly enhance interpersonal interactions and problem-solving
scenarios, vital skills in troubleshooting contexts where clear communication is
mandatory.
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3. What is an effective method to handle customer frustration
during troubleshooting?

A. Using technical jargon to explain issues.
B. Giving vague answers to avoid confrontation.

C. Active listening and providing clear, calm communication.
D. Redirecting them to online resources.

Active listening and providing clear, calm communication is an effective method for
handling customer frustration during troubleshooting because it demonstrates empathy
and acknowledges the customer's feelings. This approach helps build trust and rapport,
allowing the customer to feel heard and understood. By actively listening, you can
identify the root of their frustration and respond more effectively to their concerns. Clear
and calm communication further ensures that the customer comprehends the
troubleshooting process, which can alleviate anxiety and impatience. Overall, this method
promotes a more positive interaction and can lead to a better resolution of the
customer's issue. Using technical jargon can confuse the customer and may exacerbate
their frustration, as it can make them feel less knowledgeable and further removed from
the solution. Vague answers tend to frustrate customers more, as they create uncertainty
and do not address the issue directly. Redirecting customers to online resources might
be useful in certain contexts, but it can come across as dismissive if customers are
seeking personal assistance, thus failing to address their immediate concerns directly.

4. Which practice is crucial for ensuring the longevity of
equipment in terms of shaft movement?

A. Slightly increasing tolerance levels

B. Maintaining strict limits on movement
C. Encouraging random shaft shifts

D. Ignoring alignment issues

Maintaining strict limits on movement is essential for ensuring the longevity of
equipment, particularly concerning shaft movement. When shafts operate within tight
tolerances, they minimize unnecessary wear and tear on both the shaft and its related
components. This controlled movement helps prevent misalignment, which can lead to
increased vibration, heat, and premature failure of bearings and other parts of the
machinery. Shafts that experience excessive movement can create stresses that
compromise the integrity of the entire system. By keeping movement within carefully
defined limits, the equipment runs more efficiently, leading to lower operational costs
and reduced downtime for repairs or replacements. This practice not only extends the life
of the components but also improves overall system reliability and performance, which is
crucial in industrial and mechanical applications. In contrast, other practices such as
slightly increasing tolerance levels, encouraging random shifts, or ignoring alignment
issues can lead to greater wear, misalignments, and eventual failure of the equipment.
Each of these can create conditions harmful to the long-term functionality and reliability
of the machine.
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5. In a large plant, who typically makes up the
building-maintenance group?

A. Engineers and consultants

B. Electricians, mechanics, plumbers, carpenters, and painters
C. Supervisors and managers

D. Independent contractors

The building-maintenance group in a large plant is generally comprised of skilled
tradespeople such as electricians, mechanics, plumbers, carpenters, and painters. This
diverse group brings together various expertise necessary for the day-to-day upkeep and
repair of the facility. Each of these trades plays a crucial role; for instance, electricians
handle electrical issues, plumbers manage water and drainage systems, and carpenters
take care of structural and fixture repairs. In contrast, the presence of engineers and
consultants is typically more focused on design, planning, and operational efficiency,
rather than direct maintenance. Supervisors and managers are involved in overseeing
teams and operations but do not usually engage in the hands-on maintenance work
themselves. Independent contractors provide specialized services but do not represent
the primary, ongoing maintenance team found within a plant. The internal maintenance
team is essential for ensuring that the facility remains operational and safe, making the
skilled tradespeople the correct answer for this question.

6. What type of maintenance does proper documentation of
machine performance support?

A. Preventive maintenance
B. Corrective maintenance
C. Routine maintenance

D. Predictive maintenance

Proper documentation of machine performance supports preventive maintenance. This
type of maintenance involves regularly scheduled inspections, servicing, and repairs
designed to prevent unexpected breakdowns and prolong the life of equipment. By
maintaining accurate records of machine performance metrics, such as operating hours,
wear patterns, and past maintenance activities, technicians can identify trends and
anticipate when maintenance tasks should take place. This proactive approach allows for
the planning of maintenance activities before issues become critical, thus minimizing
downtime and reducing the likelihood of equipment failure. In contrast, the other
options focus on different approaches to maintenance: corrective maintenance addresses
issues after they arise, routine maintenance refers to regular checks and upkeep without
necessarily being predictive, and predictive maintenance relies on data trends and
condition monitoring to anticipate failures. While all types of maintenance are
important, the role of performance documentation is fundamentally linked to the
proactive strategies employed in preventive maintenance.
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7. What is one of the first signs of bearing failure?
A. High bearing temperature

B. Low lubrication levels
C. Excessive vibration
D. Unusual noise

High bearing temperature is one of the first signs of bearing failure because it often
indicates that the bearing is experiencing increased friction or inadequate lubrication.
When a bearing begins to fail, it generates excessive heat due to the breakdown of its
lubricating properties or the introduction of contaminants. This rise in temperature is
typically a precursor to more severe issues, such as wear and tear, which can ultimately
lead to complete bearing failure if not addressed promptly. Monitoring bearing
temperatures is therefore crucial in preventive maintenance, as early detection of
abnormal temperature increases can help in taking corrective actions before the
situation escalates into more significant damage or a total breakdown.

8. What is an effective way to gather information during
troubleshooting?

A. Ask relevant questions and conduct interviews with users
B. Try random fixes and observe the outcomes

C. Replace components until the issue is resolved

D. Ignore user input and focus on hardware tests

Asking relevant questions and conducting interviews with users is an effective way to
gather information during troubleshooting because it allows the technician to obtain
specific insights regarding the issue. Users who experience problems can offer detailed
descriptions of what occurred, when it happened, and any changes that might have led to
the issue. This qualitative information is crucial for diagnosing the problem accurately
and efficiently. By engaging with users, technicians can also identify patterns or
recurring problems that might not be evident through technical tests alone. This
collaborative communication not only aids in understanding the problem but also helps
in building rapport with users, which can be beneficial for future interactions. Utilizing
direct user insights is vital in a troubleshooting process as it leads to a more informed
and targeted approach to resolving the issue at hand.
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9. To prevent damage to fragile tools, they should be stored
in?
A. A cupboard
B. A drawer-type chest
C. A tool belt
D. A box with padding

The best choice for storing fragile tools is a box with padding. This method provides a
cushioned environment that helps absorb shocks and prevent impact damage, which is
critical for fragile items. Padding can also help keep tools from moving around within the
storage container, reducing the risk of breakage. While a drawer-type chest may provide
some level of protection, it typically does not include padding and may cause tools to
jostle against each other, increasing the chance of damage. Similarly, a cupboard
generally offers storage but lacks specifically designed cushioning for delicate tools.
Lastly, a tool belt is designed for convenience and easy access during use, but it is not
suitable for long-term storage of fragile tools, as they could easily become damaged from
being carried around or from friction against other items.

10. When is it advisable to update drivers?
A. When there are no available updates

B. When hardware is malfunctioning or not recognized by the
oS

C. When the user complains of connectivity issues
D. Only when prompted by the operating system

Updating drivers is particularly advisable when hardware is malfunctioning or not
recognized by the operating system. This is because outdated or corrupted drivers can
lead to improper communication between the operating system and the hardware,
resulting in functionality issues. For instance, if a printer isn't recognized by the OS, it
could be due to an outdated driver that doesn't support newer OS updates or features.
Updating the driver in such cases can resolve these issues by providing the latest
compatibility and improvements that facilitate smoother operation. In situations where
the system is functioning well and no issues have been reported, such as not having
available updates or prompts from the operating system, updating might not be
necessary and could potentially introduce new problems or conflicts. Similarly, user
complaints about connectivity issues may not always indicate a driver issue; other factors
such as network settings or hardware failures could be the root cause. Thus, the most
critical scenario for updating drivers is when there are clear signs of malfunction or
hardware recognition problems.
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