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Written Evaluation for Prospective Employees
Hudson Software provides technical support over the telephone to customers of our clients.  In other words, we are a company that other companies outsource their technical support to.  We also do quality assurance (QA) testing for clients, helping them to get the bugs out of software before it is shipped.
When you do phone support, or QA testing, you must know how to do basic things, such as checking what tasks are running on someone’s system, or finding out whether the user has the correct files on his disk.  Additionally, you have to know how to do these things in several different operating system variations and be able to help someone else do those things over the phone, regardless of their skill level.
The single most important characteristic we are looking for is “problem-solving skills.”  Figuring out why a piece of software isn’t working is a problem solving challenge.  You may be supporting many products at once.  You won’t be able to be an expert about every product you support.   Many problems can only be handled with your knowledge of computers, not by specific product knowledge.

The Evaluation
The evaluation on the following pages covers a lot of ground.  Don't be concerned if you can't answer all of the questions immediately.  Take it home, and use any reference materials you like.  You usually have up to a week to finish it.  We are looking for someone who is a problem solver; consider this evaluation your first problem to solve. 

How These Evaluations Are Graded

We look at four things when we get back your written evaluation:  

(1) Whether your answers are correct. If they are wrong, we look to see why it is wrong.  We also look to see whether you copied things from a book, or whether you are able to explain the answers in your own words.

(2) How good your writing skills are.  Whether you use complete sentences, correct punctuation and generally can write a clear explanation of whatever you are asked.

(3) How your document is formatted.  Whether you are comfortable using a computer to complete a task.  Can you present your answers in a pleasing, professional format with a word processor?

(4) Your problem solving ability.  How you handled questions where you didn’t know the answer.  How much work you did to get the answer.  How careful you were in your answer.

Please return the evaluation as a Word document, or other word processing document.   It isn’t necessary to re-type the questions, just put in the section headings and number your answers.  Email your completed evaluation to emailus@hudsonsoft.com.
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Evaluation for Prospective Employees
General Knowledge of Computers 
(1) Would there be any advantage of having two physical hard drives of 30 GB each, rather than a single 60 GB drive?  Explain.

(2) Corporate or workstations for a school lab are often ordered to be as inexpensive as possible.  How might these systems be different from a standard PC?  Which components might be missing?  Contrast that computer with a computer designed for someone who plays a lot of games.
(3) What utility within Windows would you use to partition and format a hard drive?

Windows Knowledge
(1) There were many complaints when Windows 95 came out about how it wasted a lot of disk space.  The solution, we heard, was to physically partition the disk into two or more drives.  How did that accomplish anything?  Does Windows 98 or Windows 2000 use space more efficiently?
(2) Name three ways to switch from one task to another in Windows. 

(3) What goes on the "Clipboard" in Windows.  What common menu commands use the Clipboard?

(4) Sometimes, the solution to a problem users are having with a program is to tell them to restart Windows and try again.  Why is this helpful?  Give as much detail as possible.

(5) Sometimes, the solution to a problem users are having with a program is to tell them to reinstall the program.  Describe what may possibly have gone wrong with the program that reinstalling would  fix. Give as much detail as possible.

(6) If a user says he is sure a certain program is installed on a system, and that he has used it before, but now he is trying to start the program and he doesn’t see it on the Start Menu, what do you conclude? How do you solve the problem?

(7) Where can you see how much memory each application is using?

(8) If a program took over the entire screen in Windows XP so that the task bar was invisible and could not be retrieved, how could you switch to another program without closing or minimizing the first program?
Internet / Web Questions

1. What does the following mean: “Cannot find server or DNS Error”?  Include in the answer a description of what DNS is, and what are some things that cause this error to occur.

2. If someone gives you a URL like this:  http://209.94.117.71:2000, what does that mean?  What is the significance of seeing numbers instead of words?   

3. Explain how caching for Internet sites works.  Why is it done?
4. When attempting to access a website, you get an Error 404.  What does this mean?  

5. Explain why you might need to use the refresh button on a browser.

6. If you have more than one Internet Browser on your machine, how would you change what your default browser is?

Thinking Questions

These questions are designed to get a sense of your thinking processes and of your ability to handle unusual situations.  Please note that there is no correct answer for this question.  We are interested in your thought process even if you aren’t able to create an estimate.
(1) Each year, computers get more capable (i.e. faster, with more memory and bigger hard drives and more sophisticated software) but usually go down in price.  Explain why this is possible.  Why doesn’t this happen with other products, such as automobiles or food?

(2) (The following question is a favorite interview question at Microsoft, where there are looking for people who can think “outside the box” to solve problems).  Develop an estimate of how many gas stations there are in the United States.  Show how you derived your number.  If you can’t do the estimate without further information, let us know how you would get that information.
(3) Nowadays we see more vulnerabilities popping up in the Windows Operating System.  Microsoft’s answer is to continually update the operating system and release service packs to patch these vulnerabilities.  There have been instances where these patches have caused  problems within Windows such as when Service Pack 2 caused a number of programs to stop working within Windows XP.  Do you agree with Microsoft’s method of operation?  What would you do if you were Microsoft ?
Human Relations Questions
1. Suppose the boss wants you to complete a document by the end of the day.  To complete this document, you need information from a colleague, who said he would get you the information, but so far hasn’t gotten you what you need.  Your colleague doesn’t report to your boss.  It is now 4:00 p.m.  What is the right way to handle the situation?

2. Suppose you are on the phone with a customer who has a bad stutter.  What is the right way to handle the situation?

3. Your boss has a bad temper, and you have to bring him some bad news about something he really needs to know.  What is the right way to handle the situation?

Windows Programs and Utilities

1. Describe what Installshield does and how it is used.  Name any other programs that perform a similar function in Windows.

2. If you wanted to capture part of a screen display for inclusion in a report, how would you do that?

3. If you needed to know what character number the copyright symbol was in a certain font, what accessory would you use to look it up.

4. What does the expression  “ghosting” or “ghost imaging” refer to?  Name two commercial products that do this.  What value would such a product be in a home environment?
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