Lesson 11



Answers for Knowledge Assessment 

Fill in the Blank
1. Desktop
2. Watson Feedback Platform
3. Watson Bucket ID
4. initial startup
5. Boot Configuration Data (BCD)
6. Startup Repair
7. msconfig
8. POST
9. Advanced Boot Options
10. driver or service
True/False
1. False. An unauthorized user who takes control of a computer using Remote Assistance can cause almost unlimited damage. However, Remote Assistance is designed to minimize the dangers.
2. False. Windows Vista allows up to two simultaneous Remote Desktop connections without the need for a separate license.
3. False. Pressing F8 repeatedly, immediately after the POST completes and before the progress bar appears, displays the Advanced Boot Options menu, from which you can select the Last Known Good Configuration or, if that does not work, one of the Safe Mode options. To suppress startup applications, press the Shift key while logging on, and hold it down until the icons appear on the desktop.
4. True
5. False. By itself, the Windows Error Reporting engine in Windows Vista can only send its problem reports directly to Microsoft. However, there is a product called Microsoft System Center Operations Manager 2007 that enterprise administrators can use to redirect client problem submissions to an internal management server first.
6. False. Boot logging is not enabled by default.
7. True
8. True

9. True
10. False. User error is a common cause of problems that might at first seem to be hardware related.
Answers for Review Questions 

1.
(a) Only a person receiving an invitation from the client is capable of taking control of a remote computer. (b) The user on the client computer must explicitly grant the expert access to the computer. (c) The user on the client computer can disconnect the expert at any time.
2.
Power-on self test (POST) phase

Initial startup phase 

Windows Boot Manager phase 

Windows Boot Loader phase 

Kernel loading phase 

Logon phase 
Answers for Case Scenarios 

Scenario #1: Assigning Troubleshooting Priorities
The Order Entry department’s email problem should be addressed first because the company’s income depends directly on incoming orders. Although the user with the mouse problem called first, the problem is minor and affects no one else. While the Marketing vice president might demand (and receive) faster service, the file server problem is less immediately critical to the operation of the company. Although it affects multiple users, the Sales department’s problem is relatively minor, and the number of actual calls received about it should not be relevant.
Scenario #2: Isolating the Problem
1. If Ralph can connect to a server on the Internet using the Ping tool, this means that the hardware is all functioning, that the Internet is accessible, and that the problem rests with Internet Explorer.

2. If Ralph is able to connect to one of the other computers on the local network but cannot access the Internet, then the problem must lie in the hardware providing the Internet connection or the Internet service provider.

3. If Ralph is able to access the Internet from another computer on the network, then the problem must involve Ralph’s computer or its network connection.
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