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QUESTION NO: 1
Which is one of the elements of call differentiating?
A. Your customer may be king, but you are the technical wizard.
B. Unresolved psychological issues have a negative effect on problem solving.
C. The customer technical needs must be addressed first and foremost to ensure satisfaction.

D. The customer is always right and should always get their own way.

ANSWER: B

Explanation:

Unresolved psychological issues have a negative effect on problem solving is an element of call differentiating because a
support interaction is not solely a technical transaction. The analyst must recognize the customer’s emotional and behavioral
state—such as frustration, anxiety, urgency, or a sense of not being heard—while also progressing toward resolution. If
those concerns remain unaddressed, they can interfere with communication, fact gathering, shared understanding of the
issue, and the customer’s willingness to accept a proposed solution.

Call differentiating therefore means adapting the support approach to the nature of the contact and the customer’s needs. A
customer who is technically affected by an incident may also have psychological needs for acknowledgement, confidence,
clarity, and control. Addressing those needs appropriately helps the analyst establish rapport, de-escalate tension, and
obtain the accurate information needed for effective diagnosis. This customer-focused communication approach supports
both resolution quality and the overall service experience, consistent with HDI’'s emphasis on professional support skills and
customer interactions. See HDI's education course catalog and the ITIL guidance on the service desk practice at AXELOS
ITIL resources.

QUESTION NO: 2

What behaviour should be avoided when talking with a customer on the telephone?
A. Asking the customer technical questions.

B. Using terms of endearment.

C. Addressing the customer by name.

D. Telling the customer to hold.

ANSWER: B

Explanation:

Using terms of endearment should be avoided because professional telephone support requires respectful, neutral, and
customer-appropriate language. Expressions such as “dear,” “sweetheart,” or similar familiar labels can be perceived as
patronizing, overly personal, or culturally inappropriate, even when the support professional intends to sound friendly. They
can also create discomfort or reduce the customer’s confidence that the interaction is being handled professionally.

HDI-oriented customer support practice emphasizes building trust through clear communication, empathy, respect, and an
appropriate professional tone. A support professional should use the customer’s preferred name or a courteous formal form
of address when appropriate, while keeping the conversation focused on understanding the issue and progressing toward a
resolution. Neutral language helps provide a consistent experience for customers with different expectations, cultures, and
communication preferences. This approach supports positive customer interactions and reinforces the service desk’s
credibility. See HDI's overview of its support-center standards at HDI Standards and its customer-experience resources at
HDI SupportWorld.
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QUESTION NO: 3

What is the best reason for documenting processes and procedures?

A. Documenting processes and procedures enforces workplace culture.

B. Documenting processes and procedures keeps you occupied during down time.
C. Documenting processes and procedures ensures consistent service.

D. Documenting processes and procedures prevents customers from asking for special treatment.

ANSWER: C

Explanation:

Documenting processes and procedures ensures consistent service. In a support environment, documented procedures give
every analyst a shared, reliable method for handling recurring requests, incidents, escalations, and communications. This
reduces unnecessary variation in how customers are served, so outcomes do not depend solely on which individual receives
the contact. Clear documentation also helps analysts follow approved workflows, meet service expectations, apply known
resolutions appropriately, and transfer work between team members without losing essential context. For new personnel, it
provides a practical foundation for learning the organization’s service practices; for experienced personnel, it serves as a
dependable reference when dealing with less frequent tasks or when processes change. Consistency is especially important
because customers expect accurate information and comparable treatment across channels and support interactions. HDI's
service-management approach emphasizes defined, repeatable practices that support quality and reliable customer
experiences. This principle is also reflected in IT service management guidance: documented knowledge and procedures
enable teams to deliver services in a controlled and repeatable way. See HDI and AXELOS ITIL best-practice guidance.

QUESTION NO: 4

What is the best reason for displaying a good service attitude?

A. Displaying a good service attitude will improve customer performance.

B. Displaying a good service attitude will create a positive impression of the Support Centre.
C. Displaying a good service attitude will reflect well in your performance evaluations.

D. Displaying a good service attitude will help meet service levels.

ANSWER: B

Explanation:

Displaying a good service attitude will create a positive impression of the Support Centre. Every interaction is an opportunity
for the customer to form an opinion not only of the individual support professional, but also of the entire support organization.
A courteous, attentive, confident, and respectful attitude communicates that the customer’s issue matters and that the
Support Centre is committed to helping them. This perception is particularly important when a resolution requires time,
escalation, or follow-up: a constructive service attitude helps preserve customer confidence throughout the support
experience.

HDI’s customer-support approach emphasizes customer-focused communication, relationship building, and the delivery of a
consistently professional support experience. Service professionals represent the Support Centre through their conduct,
tone, listening, ownership, and responsiveness. Therefore, displaying a good service attitude has value beyond a single

transaction: it strengthens the organization’s reputation and supports a positive customer relationship. See HDI's
professional development and support-service resources at HDI and its overview of support-center training at HDI Education.

QUESTION NO: 5

Which statement best describes a team?
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A. A team is a forum for creativity and self expression.
B. A team is a group of people working to accomplish the same goals.
C. A team is an open, honest environment.

D. A team is a group of strong personalities.

ANSWER: B

Explanation:

A team is a group of people working to accomplish the same goals. This description captures the essential feature that
distinguishes a team from merely a collection of individuals: members are connected by a shared purpose and coordinate
their efforts to achieve common outcomes. In a customer support environment, team members may have different
responsibilities and expertise, but they work together toward goals such as resolving customer issues effectively, meeting
service-level commitments, and improving the customer experience. Effective teams establish shared objectives,
communicate and collaborate so that work is aligned, and recognize mutual accountability for results. These characteristics
help support professionals coordinate handoffs, share knowledge, and address issues that cross individual or functional
boundaries. The definition is consistent with widely used team-development guidance: a team is formed around a common
purpose and relies on the combined contribution of its members to deliver results. See the HDI Customer Support Specialist
certification overview and the Atlassian Team Health Monitor for guidance on shared goals and effective team collaboration.

QUESTION NO: 6

Why is it important for you to demonstrate confidence when dealing with others?
A. Demonstrating confidence maximises talk time.

B. Demonstrating confidence increases first contact resolution.

C. Demonstrating confidence minimises conflicts with customers.

D. Demonstrating confidence establishes credibility with customers.

ANSWER: D

Explanation:

Demonstrating confidence establishes credibility with customers. In a support interaction, customers need to feel that the
analyst understands the issue, can guide the conversation effectively, and will take appropriate action. A calm, assured
manner helps create trust in both the analyst and the support organization. Confidence is communicated through clear
language, an organized approach to troubleshooting, realistic statements about next steps, and ownership of the customer’s
concern. It does not mean pretending to know an answer or making promises that cannot be kept; credible confidence
includes being transparent about what is known, what must be investigated, and when the customer can expect an update.
This approach supports a professional customer experience because the customer can rely on the information and direction
provided. HDI’s customer-service guidance emphasizes building trust and rapport through professional communication and
managing customer expectations. The importance of trust in service relationships is also consistent with the service-
management principle of focusing on value and maintaining clear, transparent engagement with stakeholders. See HDI
Customer Service Representative training and AXELOS: ITIL guiding principles.

QUESTION NO: 7

Which best describes your responsibility in supporting customers?
A. Work to achieve priorities set by customers.

B. Decide which calls are correctly processed by level 2 support.

C. Ensure that analysts close all calls.
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D. Screen calls that are received by the Support Centre.

ANSWER: A

Explanation:

Work to achieve priorities set by customers is correct because customer support exists to help customers realize the
outcomes that matter to them. A qualified customer support specialist should understand the customer’s stated needs,
business impact, service expectations, and urgency, then organize communication and support activity around those
priorities. This customer-centered approach means taking ownership of the interaction, setting appropriate expectations,
maintaining progress updates, and coordinating the right resources so that the customer can return to productive work as
effectively as possible.

HDI’s support-training approach emphasizes service quality, effective communication, customer experience, and aligning
support work with customer needs rather than treating support as only a sequence of technical or administrative tasks.
Customer priorities provide essential context for assessing impact and urgency, determining how to communicate, and
ensuring that the support experience delivers value. Working toward those priorities also supports trust: customers need
confidence that the support specialist understands what is important to their work and is actively progressing the request
toward a useful outcome. See HDI's HDI Qualified Customer Support Specialist course information and the HDI Support
Center Analyst course overview.

QUESTION NO: 8

What is a best practice when helping a customer whose native language is different to yours?
A. Pause to allow time for understanding

B. Avoid asking the customer for clarification.

C. Avoid using remote control.

D. Take regular breaks during the call.

ANSWER: A

Explanation:

Pause to allow time for understanding is the best practice because communication across language differences often
requires additional time to hear, interpret, and confirm information. A deliberate pause lets the customer process what has
been said and formulate a response without feeling rushed. It also gives the support specialist an opportunity to notice
uncertainty, listen carefully for the customer’s intended meaning, and verify shared understanding before proceeding with
troubleshooting or next steps. This supports a respectful, patient customer experience and reduces the chance that an
incorrect assumption will lead to an ineffective resolution.

In HDI-aligned support practice, effective communication means adapting the interaction to the customer’s needs, using
active listening, and ensuring expectations and actions are understood. Allowing appropriate silence is a practical active-
listening behavior: it creates space for comprehension rather than treating silence as a signal to move on. The specialist can
then use clear, plain language and confirmation questions as needed to keep the interaction accurate and customer focused.
This approach aligns with the communication and customer-experience skills developed in HDI's Qualified Customer
Support Specialist training: HDI Qualified Customer Support Specialist. Guidance on using clear, accessible language is also
available from the Plain Language Guidelines.

QUESTION NO: 9

What is the most important benefit of being empathetic towards your customers?
A. Your customers will want to talk to you whenever they call.

B. Your customers will know that you understand how they feel.
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C. Your customers will know that you can fix their problem for them.

D. Your customers will know that you feel sorry for them.

ANSWER: B

Explanation:

Your customers will know that you understand how they feel. Empathy is the ability to recognize and communicate an
understanding of another person’s feelings and perspective. In a customer-support interaction, its central value is that it
reassures the customer that the analyst has heard the impact of the issue, not merely its technical details. This
acknowledgment helps establish rapport and trust, particularly when the customer is frustrated, worried, or inconvenienced.
An empathetic response can use attentive listening, an accurate reflection of the customer’s concern, and respectful
language that validates the experience without making unwarranted promises.

For a qualified customer support specialist, empathy supports a customer-focused interaction: the analyst can clarify the
issue effectively, set appropriate expectations, and work collaboratively with the customer toward resolution. Understanding
how a customer feels is distinct from pity; it is a professional communication skill that demonstrates respect and helps the
customer feel listened to. HDI's Qualified Customer Support Specialist course emphasizes communication and customer-
service skills as core capabilities for support professionals. See HDI Qualified Customer Support Specialist and the HDI
resources library for related customer-support guidance.

QUESTION NO: 10

Which statement best describes unsuccessful teams?

A. Unsuccessful teams have sufficient time to perform tasks.
B. Unsuccessful teams contain unmotivated team members.
C. Unsuccessful teams set clear goals.

D. Unsuccessful teams are proactive.

ANSWER: B

Explanation:

Unsuccessful teams contain unmotivated team members. Motivation is a core condition for effective team performance
because it drives members to take ownership of service outcomes, contribute reliably, collaborate with colleagues, and
follow through on commitments. In a customer-support environment, motivated people are more likely to engage actively in
resolving customer issues, share knowledge, seek needed assistance, and maintain a constructive service focus during
demanding work. When motivation is low, team members may disengage from shared responsibilities and invest less
discretionary effort in communication, problem solving, and continuous improvement. This weakens the team’s ability to
deliver consistent, timely support and to meet its collective objectives. HDI's professional-development resources emphasize
the importance of employee engagement, collaboration, and service ownership in building high-performing support
organizations. Motivation is therefore not simply an individual preference; it directly affects the quality and dependability of
team execution. For additional context on HDI education and support-service practices, see HDI Education. Practical
guidance on assessing team health, including engagement and shared commitment, is also available in the Atlassian Team
Health Monitor.

QUESTION NO: 11

What is the benefit of good teamwork to an organisation?
A. Improved overall quality of service provided.

B. Enhanced career opportunities across the organisation.

C. Increased capability for technical support and delivery.

-Page 5of 7


https://vtsimu.com/exam/hd0-400/
https://www.thinkhdi.com/education/courses/hdi-qualified-customer-support-specialist.aspx
https://www.thinkhdi.com/resources/
https://www.thinkhdi.com/resources/
https://www.thinkhdi.com/education
https://www.atlassian.com/team-playbook/health-monitor
https://www.atlassian.com/team-playbook/health-monitor

D. Better employees with more skills.

ANSWER: A

Explanation:

Improved overall quality of service provided. is the key organizational benefit of good teamwork. In a support environment,
effective teamwork enables people to share relevant information, coordinate work, use colleagues’ expertise, and maintain
consistent handling when an issue moves between individuals or teams. This reduces avoidable delays and gaps in
communication while helping the organization deliver accurate, reliable, and customer-focused outcomes. Team members
can also identify recurring issues and apply shared learning, strengthening service processes over time. These outcomes
directly affect the quality experienced by customers: requests are handled more smoothly, expectations are managed
consistently, and solutions are more likely to address the customer’s actual need. HDI’s certification curriculum emphasizes
the capabilities needed to provide a positive customer support experience, including communication, collaboration, and
effective service delivery. Good teamwork therefore contributes not merely to individual performance, but to the
organization’s overall ability to provide dependable, high-quality support. See HDI’s certification resources and the World
Health Organization’s discussion of how collaborative practice strengthens service outcomes in its Framework for Action on
Interprofessional Education and Collaborative Practice.

QUESTION NO: 12

Which statement best characterises an assertive person?
A. An assertive person respects operating procedures.
B. An assertive person respects status.

C. An assertive person respects authority.

D. An assertive person respects the rights of others.

ANSWER: D

Explanation:

An assertive person respects the rights of others. Assertiveness is a communication approach in which an individual
expresses their own needs, views, boundaries, and feelings directly and appropriately while also recognising that other
people have legitimate needs, perspectives, and boundaries. In a customer-support setting, this means communicating
clearly and confidently, setting realistic expectations, and maintaining professional boundaries without becoming passive,
dismissive, or confrontational. Respect for others’ rights is central because assertive communication aims for mutual respect:
the person can advocate for an appropriate action or decision while allowing the customer, colleague, or stakeholder to be
heard and treated with dignity. This behaviour supports constructive problem-solving, reduces avoidable conflict, and helps
build trust during difficult interactions. The UK Health and Safety Executive describes assertiveness as standing up for one’s
own or other people’s rights in a calm and positive way, without either being aggressive or passively accepting wrong.
Similarly, Mind notes that assertiveness involves communicating one’s views while respecting the thoughts and beliefs of
others. HSE: Work-related stress—what to do Mind: Assertiveness and communication resources

QUESTION NO: 13

What is a best practice to follow when leaving a voice message?

A. Leave an amusing sound bite to make the customer laugh.

B. Provide the customer with an incident or call reference number.
C. Give the customer your opinion of the second level support team.

D. Provide the address for the Support Centre Web site.
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ANSWER: B

Explanation:

Providing the customer with an incident or call reference number is a best practice because it gives the customer a clear,
unique identifier for the support interaction. If the customer needs to call back, check the status, add information, or speak
with another analyst, the reference number enables the support organization to locate the relevant record efficiently and
accurately. It also reassures the customer that the contact has been documented and is being managed through the
established support process.

An effective voice message should be concise, professional, and actionable. Along with the reference number, an analyst
would normally state their name, the support organization, a brief reason for the call, and an appropriate callback method.
The reference number is especially useful when voice messages are retrieved later, when the original analyst is unavailable,
or when the case must be coordinated across teams. This practice supports traceability, continuity of service, and a
smoother customer experience—core aims of structured incident management and customer support operations. HDI’s
professional-development resources emphasize consistent, customer-centered support practices: HDI. For incident-
management context and the role of recorded incident information, see AXELOS ITIL incident management guidance.
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