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Topic Break Down

Topic No. of Questions
Topic 1, IT Support Job Tasks and Responsibilities | 14

Topic 2, Troubleshooting 18

Topic 3, Computer Hardware 7

Topic 4, Operating Systems and Software 12

Topic 5, Networking 2

Topic 6, Security 16

Total 69
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QUESTION NO: 1 - (SIMULATION)

A customer cannot scan documents and pictures to a Windows laptop. When you open Device Manager, you see the 600dpi
scanner listed under Other devices , as shown in the image.

iy Audio inputs and outputs
E8 Computer
- Disk drives
4 Display adapters
= DVD/CD-ROM drives
== IDE ATA/ATAPI controllers
% Imaging devices
—= Keybcards
) Mice and other pointing devices
Ed8 Monitors
¥ Network adapters
v K Cther devices
§4 600dpi USB Scanner
W Ports (COM & LPT)
7= Print queues
» 7= Printers
D Processors
0 Software devices
i Sound, video and game controllers
S Storage controllers
Ba System devices

Evaluate the image and answer the questions by selecting the correct option from each drop-down list.

Note : You will receive partial credit for each correct selection.
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Answer Area

What is the problem? -
The scanner is not connected to the correct port.

o
o The approprnate device drivers are not installed.
. : .
The scanner is not recognized by the operating system.

What should you do in Device Manager to resolve the issue? b
Dizable the device.

Update the driver.
Connect the scanner to a different port.

ANSWER: See the explanation for the answer

Explanation:
Selections:

The scanner is detected by Windows because it appears as 600dpi USB Scanner, but it is under Other devices and has
a yellow warning icon. This indicates that Windows does not have a suitable driver installed or configured for it. In Device
Manager, update/install the scanner driver.

QUESTION NO: 2

A user can open a shared department folder from their Windows computer but receives an Access Denied message when
attempting to create a new file. Other members of the department can create files in the same folder.

What is the most appropriate action?

A. Request or assign the required write permission through the approved access-control process.
B. Map the shared folder to a new drive letter.

C. Restart the file server.

D. Grant the user full control of the shared folder.

ANSWER: A

Explanation:

Request or assign the required write permission through the approved access-control process. The user can already reach
and view the shared folder, which shows that network connectivity and the folder path are working. The inability to create a
file indicates that the user's effective permissions do not include the required write or modify access.

Mapping the drive again does not change permissions, and restarting the file server would affect other users without
addressing the access-control issue. Granting full control would provide more access than needed and would not follow the
principle of least privilege when write access is sufficient.

QUESTION NO: 3 - (DRAG DROP)

A customer purchased a new motherboard for a desktop computer. The customer needs help installing the correct
components. The customer sends you a picture of the motherboard, which is shown in the answer area.

You need to assist the customer in identifying the installation location of three components.
To answer, move the appropriate components from the list on the left to the correct locations on the right. You may use each

component once more than once, or not at all.
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Note: You will receive partial credit for each correct response.

Compenents Answer Area
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ANSWER:

Components Answer Area

Orpu |

Dby pansion Card
1

?:!nlema' Disk Drve

ih;ﬂema' Dick Drve

Explanation:

The three callouts identify installation or connection locations by matching each component to the physical interface visible
on the motherboard. The upper-right callout points directly to the long, parallel blue DIMM slots. These slots are designed to
accept memory modules, so the correct component for that location is RAM. DIMM slots are positioned beside the processor
socket to provide the memory channels used by the system processor. Cisco’s hardware overview describes RAM as the
system’s working memory, installed in dedicated memory sockets on the motherboard: Cisco hardware overview.
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The lower-left callout points to the square processor socket in the center of the board. This socket includes a retention
mechanism that holds the processor in position and provides the electrical contacts between the CPU and motherboard.
Therefore, CPU is the component that belongs at this marked location. The board’s layout also places voltage-regulation
components around this socket, which is characteristic of a processor installation area.

The lower-right callout points to the small blue SATA connectors on the motherboard edge. SATA is the standard internal
data interface used to attach a hard disk drive or solid-state drive, making Internal Disk Drive the correct component for this
target. A SATA data cable runs from one of these ports to the drive installed elsewhere in the computer case. The Serial
ATA International Organization explains that SATA provides the connection interface for storage devices: SATA-IO Serial
ATA. Thus, the correct completed mapping is RAM to the DIMM slots, CPU to the processor socket, and Internal Disk Drive
to the SATA connectors.

QUESTION NO: 4 - (SIMULATION)

You need to help a Windows user close some Microsoft Edge pages that are no longer responding.
You guide them to Task Manager to perform the action.

In the answer area, select the tab that will allow the user to close a task.

Note: There might be multiple ways to complete this action.

Answer Area

Task Manager O w

File Cptions View

e

OFroresss Osrlammancs Apg hiflary stirfup Uoert Details “Service

[ o0 m =

% T 63% 1% 0%
& Gocgle Cnrome (45 0.1% 1L65TAMB  DIMES  OfMeps
1 Cecking Window Manager 0.2%. 576.0 ME 0 ME/s aMEeps
B ' Runtirme Brower {7 0.1% 134.0 ME 0 M8/ 0 MEps
i Micresoh Lage (@ o 931 ME 0 ME/ i MEps
[ michiee Framework Hast Service 0% EC 4 WB 0 ME/s 0 MEps
I Micosoft PowerPoin 3] 0% 76.0 ME 0 BB/ a3 Megs
5 el D3 Wi ns (153 99.9 ME 0.1 MEfs 0 MEgs
®1 Cell Instrumentation s 3.0 WB 0 ME/s O MEps
m Windows Exploner s 476 MB 0 B/ 0 Meps
8- Supportiss ot 18 428 ME 0 ME/: 1 MEps
Tazk Manager 0% 410 ME 0 ME#s 1 MEps
W Oell Dala Marager rs 40,8 ME 0 MB/s 0 Mg
B tiews and intesests (T § 0% 361 ME 0 MBS  MEps
Senvce Hast Diagnostic falioy (158 322 ME 0 ME/s IMbps
L] >

ANSWER: See the explanation for the answer

Explanation:

Select the Processes tab in Task Manager.
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On this tab, select Microsoft Edge and choose End task to close the nonresponsive Edge pages.

QUESTION NO: 5

A network technician suspects that a client's Windows computer is not correctly connecting to the office network.
To diagnose the issue, the technician runs the ipconfig command on the client's computer.

Which two pieces of information can the technician expect to obtain by running this command? (Choose two.)
A. The encryption type used by the Wi-Fi network.

B. The IP address assigned to the computer.

C. The wireless network SSID.

D. The firewall settings currently applied.

E. The default gateway address configured on the computer.

ANSWER: B E

Explanation:

The IP address assigned to the computer and the default gateway address configured on the computer are both shown by
the standard Windows ipconfig command. For each active network adapter, ipconfig displays the IPv4 and, where
applicable, IPv6 addressing details currently configured on that interface. This lets a technician quickly verify whether the
device has received a valid address appropriate for the office network or has an unexpected addressing configuration.

The command output also includes the default gateway for the adapter. The default gateway is the router address the
computer uses to send traffic destined for networks outside its local subnet, including many office resources and the internet.
Confirming that this value is present and matches the expected network gateway is a fundamental connectivity-
troubleshooting step. Additional details, such as subnet mask and DNS suffix information, may also appear depending on the
command parameters and adapter configuration. Microsoft documents ipconfig as a command that displays the current
TCP/IP network configuration, including IP address and default gateway information. See Microsoft Learn: ipconfig and
Microsoft Learn: IP address management.

QUESTION NO: 6

John indicates that he cannot edit the file Test.docx, which is stored on a network shared drive. John can access and edit
other files on the shared drive. You review permissions for the file and see the permissions shown in the following
screenshot.
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MHame E'\Test docx

Owner Compary Pro [RANBOWRAVC ompany Fra) [
Parmissions Auditing Effactive Access

Far additional infermation, double-click a permission entry. To madify 2 permission entry, select the entry and click Edit (# available).

Permission entries:

Principal Hype Arcear nherted frnm
; John Douglas (RAINE OWRA  daouglas)) Dany Read & axacube MNone

8 Admimstrators (RAINEOWRA \Admimistrators]  Allow  Full control E

AR SYSTEM Allew Fuill eanteal E

O Authenticated Users Allcw Modrly EA

£R Users (RAINBOWRA Usersh Allow  Read & execute E\

Add

Cisable inhentance

(oK Cancel Apply

Which change will allow John to access and edit the Test.docx file, while retaining account-level control?
A. Move the file to a different folder on the same shared drive.

B. Modify the NTFS permissions on the file to allow read & execute.

C. Modify the share permissions on the file to give John full control.

D. Tell John to modify the NTFS permissions on the file to allow read & execute.

E. Modify the NTFS permissions on Test.docx to remove the explicit Deny entry for John and grant his account Modify
permission.

ANSWER: E

Explanation:

Modify the NTFS permissions on Test.docx to remove the explicit Deny entry for John and grant his account the Modify
permission. NTFS permissions can be assigned directly to an individual user account, which preserves account-level control
for this specific file. The displayed explicit Deny permission takes precedence over applicable Allow permissions, including
permissions John may receive through group membership or inheritance. Removing that denial is therefore necessary
before an Allow permission can give him effective access.

The Modify permission is the appropriate level for editing a document because it includes the capabilities needed to read,
write, modify, and delete the file, without granting the ability to change permissions or take ownership. Assigning Modify
directly to John after removing the explicit denial enables him to open and save changes to Test.docx while keeping
administration of the file ACL under the control of an authorized administrator. Microsoft documents that explicit deny
permissions override allow permissions and that effective access is determined by the combined applicable NTFS entries.
See Microsoft icacls documentation and Microsoft Windows file security documentation.
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