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ITEss 4.1: Basics of Preventive Maintenance and Troubleshooting Online Study Questions
	



	CUR
	Question
	Answer

	4.1
	Explain the purpose of preventive maintenance

	
	1. Preventive maintenance is used to reduce problems in what two areas? 
	

	
	2. 
	

	
	3. What might cause overheating in hardware?
	

	
	4. Many organizations don’t allow updates immediately when they are released.  What are they worried the updates might cause problems with?
	

	
	5. List three hardware maintenance procedures.
	

	
	6. 
	

	
	7. 
	

	
	8. List three software maintenance procedures.
	

	
	9. 
	

	
	10. 
	

	
	11. List four benefits to preventative maintenance.
	

	
	12. 
	

	
	13. 
	

	
	14. 
	

	
	15. Be _________ in computer maintenance and data protection.
	

	
	16. What two things might a high-traffic network need to be scanned for?

	

	4.2
	Identify the steps of the troubleshooting process

	
	17. Troubleshooting requires an __________ and ____________ approach to solving problems.
	

	
	18. 
	

	
	19. Troubleshooting is a skill that you refine __________. 
	

	
	20. List the steps in the Troubleshooting Process
	

	
	21. 
	

	
	22. 
	

	
	23. 
	

	
	24. 
	

	
	25. 
	

	4.2.1
	Explain the purpose of data protection

	
	26. What is the FIRST thing a technician should try to protect when troubleshooting?
	

	
	27. Some repairs, such as ____________ or ___________ can put data at risk.
	

	
	28. 
	

	
	29. What four things should you verify with the customer about their backups?
	_____________ of the last backup 
__________________ of the backup 
Data __________________ of the backup 
_________________ of all backup media for a data restore 

	

	30. What should you make the customer sign if they don’t have a current backup and you are not able to create one?
	

	4.2.2
	Gather data from the customer

	
	31. List three of the guidelines for talking with customers.
	

	
	32. 
	

	
	33. 
	

	
	34. Why should you NOT use industry jargon when talking to customers?
	

	
	35. What types of questions are used to obtain general information?
	

	
	36. What type of questions require a "yes" or "no" answer?
	

	
	37. Why should you write down anything that you think may be important for you or another technician?
	Often, the __________________ details can lead to the solution of a difficult or complicated problem.

	
	38. Where on the system is information about user and software errors updated?
	

	
	39. What are the four types of data you can gather from the computer?
	1. _______________messages
2. _______________ sequences
3. _______________
4. _______________ 

	
	40. If your computer boots and stops after the POST, which settings should you investigate to find the problem?
	

	
	41. When system, user, or software errors occur on a computer, what is updated with information about the errors?
	

	
	42. What will show you all the devices configured on a computer?
	

	
	43. What punctuation mark indicates an error?
	

	
	44. What punctuation mark indicates a disabled device?
	

	
	45. Who determines the Beep Code sequence for hardware failures?
	

	
	46. What does one beep indicate as the system proceeds through POST?
	

	
	47. What does multiple beep codes indicate?
	

	
	48. Where would you look to find a solution if the computer boots and stops after the POST?
	

	
	49. Where can you find diagnostic tools?
	

	4.2.3
	Establish a theory of probable cause

	
	50. What should you do even if the customer thinks there is a major problem?
	

	4.2.4
	Determine an Exact Cause
	

	
	51. What are the probable causes you need to test?
	

	
	52. 
	

	
	53. 
	

	
	54. 
	

	
	55. 
	

	
	56. 
	

	
	57. What should you do (but rarely ever is done) with every “solution” that you try?
	

	4.2.5
	Implement the Solution
	

	
	58. What should you do if a quick solution does fix the problem?
	

	
	59. What should you do if the quick solution does NOT work?
	

	
	60. When prioritizing solutions, which one should go first?
	

	4.2.6
	Verify Solution and Full System Functionality

	
	61. What should you do whenever possible after you have verified the error is corrected?
	

	4.2.7
	Document findings

	
	62. After repairs are complete, list three of the steps you complete to finish the troubleshooting process?
	

	
	63. 
	

	
	64. 
	

	
	65. T/F  It is not necessary to verify the solution with the customer.
	True     False

	
	66. What should your documentation include?
	The _______________________ of the problem 

	
	67. 
	The ________________  to resolve the problem 

	
	68. 
	The components used in the _____________________
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