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The IdeaPad portfalio comprises of...

Entry-level notebooks and desktops
Enterprise dlass servers
Gaming desktops and workstations

© Standard, thin and light, and gaming notebooks
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Our IdeaPad sub-brand encompasses...

Workstations and desktops
Desktops and laptops.
© Laptops and tablets

Tablets and mobile phones
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The Think brand is most popular among...

Gaming Consumers.
small Business Customers
Low-Cost Consumers

© Enterprise Customers.
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Under the main umbrella brand of Lenovo, we have premium products, such as...

© ThinkPad, ThinkCentre & Yoga

IdeaPad & IdeaCentre
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What does PCIe stand for?

Professional Connecting Interface Express

Published Connector Image Engine

© Peripheral Component Interconnect Express
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Where is RAM installed?

Memory sockets on Motherboard

CPU socket

USB ports
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Which of the following shows the list of components that must be removed before
servicing the LCD panel?

User guide
® Hardware Maintenance Manual (HMM)
Support website

Sales receipt
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What must be removed from the new LCD panel before reassembling the system?

Retai

g screws.

© Protective cover

Hinges

LCD bezel
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Which Lenovo product has revolutionized the standard desktop form factor?

Centre Tiny

Pad Helix 2

ThinkPad X1 Carbon
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The Lenovo Brand Strategy is about being...

Predictable

® Unexpected and enabling progress

Formulaic and boring

‘Working towards an endpoint
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You are servicing a desktop tower system. When you remove the cover, you find
some dust inside. Which of the following tools should you use to clean it?

Dry rag
© Anti-static vacuum
Brush

Damp paper towel
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Which of the following tools will Tikely be used the most out of your PC tool kit?

Thermal paste
® Screwdriver
Tweezers

Power supply tester
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Which of the following is a type of service upgrade that allows Lenovo customers
to keep hard disk drives that may contain customer confidential or sensitive
information, and leaves certain hard disk drives flagged as “customer
retainable”?

© Keep Your Drive Service
Tier 3
Extended Warranty

Tier 2
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You have just performed service to a Lenovo ThinkStation PC. Which things should
you do before exiting the site? (Select all that apply)

I Verify the problem is resolved.
4/ Gather up all items you took onsite.
[ Verify the customer has packed the return parts for pickup by the authorized courier.

[ Tell the customer you are late for another appointment so you can leave quickly.
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Before replacing a FRU on any Lenovo system, you should always do which of the
following?

© Review the FRU process in the HMM
Remove all surrounding FRUs
Reboot the system and see if it fixes itself

Hold the power button down for 3 - 5 seconds
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When filling out a claim, you must choose a Service Type for the warranty services
performed. Which of the following are valid service types? (Select all that apply)

9 Customer Limited Warranty
@ Labor Only
) customer Induced Damage

() spill Damage
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Which of the following should be the primary goal of a Lenovo service technician?

Customer satisfaction

Repaired system

repair

Upselling customers on new products
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Idea product warranties are typically which of the following?

© One year for parts and labor
Three years for parts and labor
One year for parts only.

Three years for parts only
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The start and end dates for any warranty coverage, including upgrades such as
Lenovo Warranty Services, can be found how? (Select all that apply)

I By using the Warranty Lookup feature in the Service Portal.

9l By using the Warranty Lookup feature on Lenovo's Support Site.

() By checking the purchase date on the reciept.

() By running diagnostics with Lenovo Solution Center.
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Self Service Customer Replaceable Units (CRUs) enable Lenovo customers to
quickly complete repairs by doing what?

© Replacing the parts themselves

Sending the system in to a repair depot

Sending a technician out immediately

Repairing the system remotely




image27.png
Which of the following once onsite is necessary for Service Technicians to comply
with Customer Safety and Security Procedures? (Select all that apply)

I present a Photo ID
@ Introduce themselves
() Retina Scan

(5 Fingerprint scan
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Which of the following rules regarding proper dress code apply to all Lenovo
Service Technicians? (Select all that apply)

I No Hats
I Polo or button down shirts or blouses (Lenovo logos only)
© Jeans

) cologne
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What is the first phase of the Service Order Process?

® Service Order Acknowledgement
Arrival onsite
Break/Fix

call Closure
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Think product base warranty terms are typically how long?

Two years for parts and labor
Four years for parts and labor
© One to three years for parts and labor

Three years for parts only
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In order to track completion of an authorization path, what must the user do?

Take the course
Enroll in the course
© Enrollin an authorization path

Pass the authorization exam
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Select the acceptable attire for an onsite Service Technician from the following
Tist.

© Business Casual Attire
Blue jeans
Lenovo hat

Shirt with FSP Logo
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What is the next logical step for a Service Technician to complete after the
customer has stated the problem?

© Restate the problem to ensure clarity
Get right to work on fixing the problem
Display your Lenovo badge

Prepare the work environment
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Where can the suggested path of study to prepare for the authorization exam be
found?

® Education Roadmaps
Hardware Maintenance Manual
Product User Guide

Service Training Manual
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Who provides the shipping container to the customer when a system needs to be
shipped to the service depot?

Lenovo

Service techi

© Service provider

Retailer
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Before removing the defective part from a Lenovo computer system, where should
you put the replacement part in preparation?

© On top of the anti-static mat
on the table
Anywhere nearby

Within reach but out of the way
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What is one of the first things a technician should do before servicing the system
board in any Lenovo product?

Download and review the User Guide
Visit the support site
Download and review the Hardware Maintenannce Manual (HMM)

[®) Begin removing components right away.
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When should Service Technicians wear an Electrostatic Discharge (ESD) wrist
strap?

© During any repairs
Only when working on laptops
When not working on an anti-static mat

When the customer requests it
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As a Service Technician, in many cases you will be a customer’s first or only face-
to-face interaction with a Lenovo employee. What is the best way to get things
started on the right foot?

® Good first impression
Early arrival
A call back after the repair

Wearing a Lenovo shirt
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Using problem determination, what actions can be used to fix a problem?

Settings change
Software update

Edi

a system file

© All of the above
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What is the first step in problem determination?

Identify the Root Cause
© Identify the Problem
Identify the Solution

Request Service
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What are the two major different types of memory modules that will be found
across Lenovo systems?

© DIMMs and SO-DIMMs
DIMMs and MicroDIMMs
SIMMs and SO-DIMMs.

SIMMs and TransFlash
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What is the purpose of the notch in the memory module and the tab in the memory
slot on the system board?

Ensure the module is installed properly

® Lock the memory modul

o place
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What is the main purpose of the anti-static mat?

Surface to place components on
Protective layer to prevent scratching the chassis

© Portable anti-static workspace




image44.png
What is electrostatic discharge?

© The sudden flow of static charge from an object with a higher charge to an object with a lower charge.

The gradual flow of static charge from an object with a higher charge to an object with a lower static chan
‘The sudden flow of static charge from an object with a lower charge to an object with a higher charge.

The gradual flow of static charge from an object with a lower charge to an object with a higher charge.
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What can you do to ensure that you do not forget how the cables are installed
before you service a system?

Use a wiring diagram
© Refer to the HMM
Draw a map

Take a photograph
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Which of the following cable management solutions can be found in desktop
systems? (Select all that apply)

I snap diips
I Twist clips
I Zip ties

) Tape
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Which desktop systems have components stacked tightly together in a very small
package, making it necessary to remove all other components before accessing the
system board?

Tower Desktop
small Form Factor Desktop
© Tiny Desktop

Laptop
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Which of the following storage drives uses NAND memory instead of spinning
magnetic platters?

Hard Disk Drive
Solid State Drive
© Hybrid Disk Drive

Optical Disk Drive
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What is the most common type of storage drive?

® Hard Disk Drive
Solid State Drive
Hybrid Disk Drive

M.2 Solid State Drive
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If a system has an internal battery, but no process to disable it, what should be
done before servicing the system?

Nothing. Service the system as-is

perform a power cycle

© Disconnect the interal battery from the system board
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In order to disable the internal battery on a system, you must boot the system into
which of the following?

Diagnostics Mode
© BIOS Setup
Maintenance Utility

Lenovo Solution Center
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What credentials are need to access the website needed to acquire system board
utilities?

Lenovo.com Email Address
Lenovo AD credentials

© Lenovo Field Servicer credentials
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Where is the Serial Number or SN found? (select all that apply)

() Etched into the keyboard
4/ On the label of the system
() on the Lenovo splash screen

I In the BIOS system information tab
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Why is it important to tighten heat sink screws in a cross pattern?

To avoid dama

g the system board

To assure that the thermal compound spreads evenly

® To apply even pressure between the processor and the socket
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Which method is suggested for the removal of thermal compound?

© 1sopropyl alcohol wipes or a cotton swab dipped in isopropyl alcohol
Warm water and a microfiber cloth

Damp paper towel

Window cleaner and sponge




image55.png
An exceptional customer service experience is where the service provider tried
to.

© Understand the customer and resolve the problem quickly and in 3 timely manner

Swap out the part and get out the door to the next service call as quickly as possible.

Complain with the customer about the company issues and lack of resolutions.
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It is important to understand how to provide good customer service because...

© A customer is not someone to argue with.

Customer sevice has no impact on business growth or success.

Customer service adds no value to a product or building customer loyalty.
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The bootable CD version of Lenovo Linux diagnostics...

Requires a Windows operating system
Requires your system to be very slow
© Runs on all Lenovo ThinkPad, ThinkCentre, ThinkStation, ThinkServer, and IdeaPad systems.

Runs only on a Linux operating system
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Who is responsible for offering web-based training and testing, as well as being
the central location for maintaining training records?

® Lenovo Global Product Education
Contact Center
Your Company

profile Administrator
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Before showing up on-site to fix a Lenovo ThinkPad laptop, a technician should
download which document that provides valuable information on error codes and
parts lists, as well as removing and replacing FRUs?

® Hardware Maintenance Manual (HMM)
Diagnostics ReadMe.
User Guide

Owner's Manual
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A comprehensive list of system features and specifications can be found in which
of the following documents?

® Hardware Maintenance Manual (HMM)
Owner's Manual
Warranty Documentation

Quick Start Guide
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Once you have entered or selected the product you are supporting on the Lenovo
Support Website, where can you find solutions by symptom or component?

Drivers and Software

Documentation

® How To's and Sol

Warranty and Rep:
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A Hardware Maintenance Manual (HMM) contains information on which of the
Following topics?

© Hardware removal and replacement.
Diagnostics and troubleshooting
Replacement part numbers

Operating system installation
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When updating a system serial number, the information must be entered in what?

Hexidecimal
Lower case letters
© Capital letters

Numbers only
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Select the correct description of a Customer Replaceable Unit(CRU)?

© Replacement parts that are determined to be simple enough for a non-trained person to remove and replace.

Replacement parts that must be removed and replaced by a trained technician.

addi

Replacement parts that requi al parts to be replaced with them.

Special replacement parts that must be ordered separately from other parts.
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The Lenovo Learning website provides access to what resources? (Select all that
apply)

9/ Training Courses
¥ Authorization Exams
() Hardware Maintenance Manual (HMM)

() ser Guide
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Personal Systems Reference (PSREF) sheets reveal comprehensive information on
the features and technical specifications of Lenovo products. What technical
information is included in these sheets? (Select all that apply)

@I processor
@ Memory
I storage

() serial number
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You are working on a Lenovo ThinkPad W541 that will not connect to any wireless
networks. You have determined that the problem is most likely a defective WLAN
card. You have never worked on a system like the W541 and you want to find
training for this system. Where is the best place to find this training?

® LenovoserviceTraining.com
Lenovo Support Site.
Lenovo.com

YouTube
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You can use a Lenovo UEFI bootable USB for...

32-bit Atom processors for tablets

64-bit processors

© Both 32-bit Atom and 64-bit processrs
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The presence of a lock icon next to an item on the Lenovo Support site denotes a
restricted document or utility. What information on Lenove Support is considered
restricted? (Select all that apply)

I Engineering change announcements

I Hardware maintenance uti

() Hardware Maintenance Manual (HMM)

() User Guides
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The Lenovo Support Site allows access to Maintenance Diskettes, tips, and known
issues for contact centers. Which of the following best describes what you will
need to access these?

® Asecure login

-speed Internet connection

A Lenovo.com email address

A ThinkPad Laptop
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A secure login is required to access certain areas of the Lenovo Support site.
Which of the following requires a secure login?

® Hardware Maintenance U

Hardware drivers

Hardware Maintenance Manual (HMM)

User Guides
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The Lenovo Support Site gives a technician access to which of the following?
(Selet all that apply)

I Device Drivers
I Diagnostics
I Hardware Maintenance Manuals

[ Lenovo Product Training
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If you are looking for training on a system you have never worked on and a
product video is not available on LenovoServiceTraining.com what should you do?

© Request a new video from Lenovo Global Product Education
Use a YouTube video

Use a video with a previous version of the machine and the HMM

Speak with your service manager
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Where can a technician find the Hardware Maintenance Manual (HMM) for a
particular Lenovo Computer?

© Lenovo's Support Website
In the box the computer came in.
You can order it from Lenovo.

It is provided by the FSP.
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Users are responsible for replacing what types of parts?

Optional Service CRUs
® Self-Service CRUS
FRUS

Product Updates
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What are the two types of Customer Replaceable Unit(CRU)? (Select all that apply)

¥ seff-service
I optional Service
() same Day Service

() Field Replaceable
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What is the quickest way to find system support content on the Lenovo Support
site?

© Enter the machine type and model into quick path
Login to my products
Use the detect my product feature

Browse for your product
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Which document provides the list of parts that are classified as CRUs?

® Hardware Maintenance Manual (HMM)
Service and Support Guide
Owner's Manual

User Guide
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The Final Result Code in LSC.

Helps to indicate if the test for a particular part passed or failed

© Helps toindicate a long lst of pass or fail results for all components tested by the customer

Appears when a single component s tested
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While talking to the customer, it is important that your tone of voice is...

® assertive
Concerned
Fast

Loud
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In the customer service technique, the F of DEFUSE stands for Focus on Facts.
This includes...

Offering more than one solution.
Asking a lot of questions.
Using a positive can-do approach.

© Using open-ended and close-ended questions to obtain relevant information to actively solve the actual
problem
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When we are put in situations that are uncomfortable or upsetting to us, we tend
to overlook the skills that we have learned, especially if the situation involves an
angry or difficult customer. For this reason, we use a technigue that makes it easy
for us to remember the steps we need to take to stay calm and focused. This
technique is abbreviated as.

LISTEN
© DEFUSE

None of the above
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In the customer service technigue, the first E of DEFUSE stands for...

Evaluate
Explain

© Empathize
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Which hardware device on a motherboard can be updated through software?

Data Bus
System BIOS
IDE Controller

® Chipset
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What will happen when you boot a computer with a failed CMOS battery?

Computer will not boot

Computer is destroyed

© cMoS Configuration information is lost

Motherboard is damaged
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Which of the following components retain data contents when the computer is shut
down? (Select all that apply)

@ co/ovo-RoM
I Hard Disk Drive
I USB Flash Drive

 ram
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BIOS is a form of that provides support for all of the major hardware
devices in a computer.

Diagnostics
® Firmware
Memory

Processor
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Which of the following components is least Tikely to be replaced in a laptop?

LCD panel
RAM
®

Hard disk drive
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Which of the following should a technician check first before upgrading RAM in a
workstation?

© Motherboard specifications
BIOS version
Operating system version

Front side bus speed
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You would run UEFI bootable diagnostics when...

© You have a ThinkPad with a blue screen error
The system does not display 3 boot menu

The system is a ThinkPad manufacturet

2005
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The only way to replace the chipset in a computer is to replace which component?

© The System Board (Motherboard)
Hard Disk Drive
Py

RAM
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A technician needs to install an operating system from a CD. Which of the
following settings need to be changed in the BIOS before this can happen?

Enable TPM
Disable TPM
Enable BIOS password

© Boot sequence
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A customer has a computer that is spontaneously rebooting, but is not giving a
blue screen STOP error. Which component should you check FIRST?

® Power Supply
Hard Disk Drive
Video Card

Py
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You have just arrived on-site to perform a repair on a laptop. The office has
carpeted flooring. Which of the following would best protect from random
electrostatic discharge?

Inverter
Surge suppressor
Grounded three prong AC wall sockets

© £sD Mat




