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Desktop Support Scenario Interview Questions  

In this section we can See 15 Desktop Support Scenario's with examples . 

1. Scenario:An employee's computer suddenly stops connecting to the internet. How 

would you troubleshoot this issue? 

   Example Answer: 

I would start by checking the physical connections, such as cables and network adapters. 

Then, I'd verify if other devices on the same network are working, and if not, I'd contact the 

network administrator. If it's isolated to the employee's computer, I might update network 

drivers or run network diagnostic tools. 

2. Scenario: A user's computer is running slowly. How do you identify and resolve the 

problem? 

   Example Answer:  

I'd begin by checking for resource-intensive applications and processes using Task Manager. 

If needed, I'd uninstall unnecessary software, clear temporary files, and optimize startup 

programs. If the issue persists, I might consider a RAM upgrade or suggest hardware 

maintenance. 

3. Scenario: A user reports that their email isn't syncing correctly. How would you 

troubleshoot this issue? 

   Example Answer: 

I'd first confirm the email client settings and ensure the user's account details are correct. 

Then, I'd check the email server status for any reported outages. If all seems well, I'd guide 

the user through manually syncing or reconfiguring their email client. 

4. Scenario:A user encounters a "Blue Screen of Death" (BSOD) error. What steps 

would you take to resolve it? 

   Example Answer:  

I'd note the error code displayed on the BSOD and search for its meaning. This often points 

to a specific driver or hardware issue. I might update or roll back drivers, check for 

overheating, or run a memory test using tools like Windows Memory Diagnostic. 

5. Scenario: A user accidentally deleted critical files. How would you attempt to recover 

them? 

   Example Answer: 
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I'd first check if the files are in the recycle bin. If not, I might use file recovery software like 

Recuva. If the files were on a network drive, I'd contact the IT department to restore them 

from backups. 

6. Scenario: A user complains about a loud fan noise from their computer. How would 

you address this issue? 

   Example Answer:  

I'd open the computer case and inspect the fans for dust buildup or damage. Cleaning or 

replacing the fans can often resolve the noise issue. Additionally, I'd monitor the temperature 

to ensure the system doesn't overheat. 

7. Scenario:A user's computer is infected with malware. What steps would you take to 

remove it? 

   Example Answer: 

I'd start by isolating the infected computer from the network to prevent further spread. Then, 

I'd run a full-system malware scan using reputable antivirus software and follow any 

recommended removal steps. Educating the user about safe online behavior is crucial. 

8. Scenario:A user reports that they can't print to the office printer. How would you 

troubleshoot this printing issue? 

   Example Answer: 

I'd begin by checking if the printer has paper and is online. I'd verify the print queue for any 

stuck jobs, clear them if necessary, and restart the print spooler service. If the issue persists, I 

might reinstall printer drivers or consult the printer manufacturer's support. 

9. Scenario: A user needs to set up a dual-monitor configuration. How would you assist 

them in achieving this? 

   Example Answer: 

I'd guide the user through connecting the second monitor and then access the display settings 

to extend or duplicate the screen. I'd ensure both monitors are recognized by the system and 

set up in a way that meets the user's preferences. 

10. Scenario: A user's computer displays a "No Bootable Device" error message. How 

would you address this issue? 

    Example Answer: 

I'd first check if any external drives are connected and causing a boot conflict. If not, I'd enter 

the BIOS settings to ensure the correct boot order is selected. If the issue persists, I might 

need to repair the boot sector using Windows recovery tools. 
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11. Scenario:A user wants to secure their computer with strong passwords. How would 

you advise them on password best practices? 

    Example Answer: 

I'd recommend using a combination of uppercase and lowercase letters, numbers, and special 

characters in passwords. I'd also encourage regular password changes and the use of a 

reputable password manager for added security. 

12. Scenario: A user's computer frequently loses Wi-Fi connectivity. How would you 

troubleshoot and resolve this issue? 

    Example Answer:  

I'd start by checking if the Wi-Fi signal strength is adequate. If it's weak, I might recommend 

moving closer to the router or adding a Wi-Fi extender. Additionally, updating Wi-Fi drivers 

and resetting network settings can often help. 

13. Scenario: A user's computer is not recognizing an external hard drive. How would 

you diagnose and fix this problem? 

    Example Answer: 

I'd begin by testing the external hard drive on another computer to rule out hardware issues. If 

it works there, I'd check if the USB port or cable is faulty. Updating USB drivers and 

checking disk management for unrecognized drives can also be helpful. 

14. Scenario: A user is unable to access a specific website. How would you approach this 

issue? 

    Example Answer: 

I'd first check if other users can access the website to determine if it's a global issue or 

specific to the user's computer. If it's isolated, I might clear browser cache and cookies, flush 

DNS, or try accessing the site using a different browser. 

15. Scenario: A user needs to encrypt sensitive files on their computer. How would you 

assist them in setting up file encryption? 

    Example Answer: 

I'd guide the user through Windows BitLocker or a third-party encryption tool, explaining the 

importance of a strong encryption passphrase. I'd emphasize the need to securely store the 

passphrase as it's essential for decryption. 

 


