The Art of Technical Support

Review Questions
Day 2: Problem Solving
Answer each question in a few words. Hand in your answers (please use a word-processor

and printer if possible; or at least write very neatly) to the instructor after the quiz at the
start of Day 3.

1. What are the two fundamental objectives of problem solving?

2. If someone asks you how to do something technical but you don’t know why they want to do
it, what question should you ask? Why should you ask that?

3. A user says, “Can you erase all the information on my hard disk for me?” How should you
respond? Why?

4. Alfred Baker tells you that the copy of Lotus they’re running is defective. Turns out that
Alfred has never tried this spreadsheet on any other copy of Lotus. What error or reasoning
has Alfred made?

5. What should you do if someone tells you, “Bob’s terminal is broken. He says it’s glowing
green.”?

6. Your friend Charlie Delta tells you he recently put some HyperTox high-octane gas in his
car, “and now it doesn’t run right. I should never have bought that HyperTox gas!” What is
Charlie’s hypothesis about the reason for his car’s “not running right?” What error of
reasoning is Charlie making? How could you clarify the situation? Can you think of some
ways of testing Charlie’s hypothesis?

7. Explain why it is generally accepted in discussions of the scientific method that all we can do
is disprove, but never prove, hypotheses.

8. List at least two benefits of tracking the details in problem solving.

9. What is a patch? List three places where you might find out about patches.
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