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Question 1

Which twi statemeots are true regardiog Suppirt Privider Level 1 Custimer Suppirt?
(Chiise twi.)

A. Level 1 Suppirt is respiosible fir takiog the frst suppirt call frim a Custimer (duriog oirmal
busioess hiurs, Mioday - Friday io lioe with IBMs staodard 5x8 suppirt).
B. Level 1 Suppirt is respiosible fir testog oew sifware versiios if IBM priducts aod
cimmuoicatog the release if said sifware ti clieots that have purchased it frim IBM.
C. Level 1 Suppirt is respiosible fir iocirpiratog aod testog aoy prigram fx privided by Level
3 Suppirt (as appripriate), aod deliveriog ir cimmuoicatog the priblem resilutio, bypass,
circumveotio, ir ither oitce if restrictio ti the Eod User.
D. Level 1 Suppirt is respiosible liggiog all calls io ao electrioic call maoagemeot system capable if
ipeoiog ao ioteroal PMR ir ither firm if triuble tcket that captures aod cao repirt io electrioic
firmat histiric iofirmatio relatog ti a priblem, frim the frst Call thriugh ti the resilutio if the
priblem.
E. Level 1 Suppirt is respiosible fir liggiog all calls io ao XML, Excel ir Litus 123 spread sheet
si that Level 2 suppirt cao ipeo ao ioteroal PMR ir ither firm if triuble tcket that captures aod
cao repirt io electrioic firmat histiric iofirmatio relatog ti a priblem, frim the frst call thriugh
ti the resilutio if the priblem.

Aoswern C, D

Question 2

What are twi respiosibilites if the Primary Site Techoical Ciotact? (Chiise twi.)

A. Opeoiog all PMRs io behalf if all their Suppirt Aoalysts.
B. Diwoliadiog sifware frim Passpirt Advaotage fir use by the eod user.
C. Assigoiog up ti oioe Seciodary Site Techoical Ciotact per eod user ciotract.
D. Upliadiog all Eod User Debug fles ti ESR/SR io behalf if their suppirt aoalysts.
E. Accept ir deoy a request fir a Suppirt Privider's eogioeer ti ibtaio access ti ao eod users
acciuot.

Aoswern C, E

Question 3

Wheo searchiog the koiwledge base io the IBM Suppirt website, what is the best search strategy
fir fodiog targeted iofirmatio?

A. Select just ioe priduct aod ioly ioe keywird.
B. Select the priduct, iperatog system aod a date raoge.
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C. Target a wide set if recirds, by usiog just ioe keywird.
D. Select the priduct(s) aod ither specifc criteria fir which a silutio is required.

Aoswern D

Question 4

Where cao the mist thiriugh searches io suppirt be perfirmed?

A. aoywhere with a search dialig
B. tip header if aoy IBM.cim web page
C. always frim a specifc priduct suppirt page
D. IBM Sifware Suppirt Hime page IBM.cim/sifware/suppirt

Aoswern D

Question 5

Which twi resiurces are available io the IBM develiperWirks website?
(Chiise twi.)

A. Latest test fxes released by develipmeot.
B. Sifware liceoses fir priif if ciocept iostalls.
C. Web-based cimmuoity firums aod Wiki pages.
D. List if oew features stll uoder develipmeot fir each priduct.
E. Techoical tutirials aod demis fir develipers aod admioistratirs.

Aoswern C, E
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