[image: image1.jpg]


CCND02:  Chapter 02:  Help Desk
Online Study Guide 
	


	2.1
	Help Desk Technician

	2.1.1
	

	
	1. What is a top priority for businesses?
	

	
	2. Where is the first place a user or business turns to for help when they are having trouble connecting to the Internet or getting mail?
	

	
	3. What are the three levels of customer support at an ISP?
	

	
	4. 
	

	
	5. 
	

	2.1.2
	

	
	6. What are the five duties and responsibilities of the Level 1 technician? 
	

	
	7. 
	

	
	8. 
	

	
	9. 
	

	
	10. 
	

	
	11. What are three duties of the on-site installation and support technician?
	

	
	12. 
	

	
	13. What is a SLA (Service Level Agreement)?
	

	2.1.2.3
	

	2.1.3
	

	
	14. What four skills are necessary for a help desk technician? 
	

	
	15. 
	

	
	16. 
	

	
	17. 
	

	
	18. What is involved in incident management?
	

	2.1.3.3
	

	2.2
	

	2.2.1
	

	
	19. What are the seven layers of the OSI model?
	

	
	20. 
	

	
	21. 
	

	
	22. 
	

	
	23. 
	

	
	24. 
	

	
	25. 
	

	
	26. Which layer defines optical, electrical, and mechanical characteristics?
	

	
	27. At which layer are logical network addresses?
	

	
	28. Which layer encrypts and compresses date?
	

	
	29. What are the two parts of the OSI model?
	

	
	30. 
	

	
	31. What do the upper layers deal with?
	

	
	32. What do the lower layers of the OSI model handle?
	

	
	33. At what layer do hubs operate?
	

	
	34. At what two layers do switches operate?
	

	
	35. At what three layers do routers operate?
	

	
	36. At what four layers do firewalls operate?
	

	
	37. At what layers do end stations operate?
	

	2.2.2
	

	
	38. Which 3 layers are responsible for ensuring that the message is placed in a format that can be understood by the application running on the destination host?
	

	
	39. What is encoding?
	

	
	40. What happens at layer 4?  
	

	
	41. What occurs at layer 3?
	

	
	42. What do routers use to direct packets across the network along the appropriate path?  
	

	
	43. Where does the hardware address get added to the frame?
	

	
	44. What causes layer 2 issues to occur?
	

	
	45. At what layer is the frame converted to 1s and 0s for transmission on the medium?
	

	
	46. What enables the devices to distinguish the bits as they travel across the medium?
	

	2.2.2.4
	Activity 
	

	2.2.3
	Troubleshooting Using the OSI Model
	

	
	47. What are the basic problem-solving procedure steps?
	

	
	48. What are some of the common layer 1 problems?  
	

	
	49. What are the three most common command line tools used at layer 3?
	

	2.2.3.5
	

	2.3
	

	2.3.1
	

	
	50. What are some of the most common help desk calls?
	

	
	51. What is a very common cause of email problems? 
	

	2.3.1.3
	

	2.3.2
	

	
	52. When does the information gather and recording process start?
	

	2.3.3
	

	
	53. What are the four steps an on-site technician should perform before beginning any troubleshooting or repair at the customer site?
	

	
	54. What information is given to the customer when the job is finished?
	

	
	55. What must be attained before the problem can be fully resolved? 
	

	2.5.1
	Quiz
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