Interview Cheat Sheet

Scope: Wo is affected?

| npact: How severe is it?

Change: What changed recently?

Aut henti cation: How do they | ogin?

Connectivity: Can they reach the service?
Service Health: Is the service actually running?
Evi dence: What do | ogs show?

Fi x: Inplement one change at a time.

Verify: Confirmrestoration.

Docunent: Record root cause and resol ution

Scenario 1: User unable to log into Microsoft 365

e WWhat is the error nessage?

e | s anyone el se inpacted?

e Did you recently change your password?

e \WWhere are you connecting fronf?

els this the first time you have seen this error? when did it start?

e WWhen was the last tinme you were able to successfully I og in? Have you
returned froma break?
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