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SCHOOL OF EDUCATION AND BUSINESS STUDIES
DIPLOMA IN INFORMATION COMMUNICATION TECHNOLOGY 
UNIT CODE/NAME: DCT 025: HARDWARE SUPPORT AND MAINTENANCE
May - August 2025/2026 End Semester Exams  		-   Time: 2 Hours
Instructions:  Answer Question ONE (Compulsory) and any other TWO questions.
QUESTION ONE (30 Marks) [Compulsory]
a) Define the following terms:								(3 Marks)
i) Motherboard
ii) Case form factor 
iii) Troubleshooting								
b) Outline five factors that one should consider before purchasing a laptop 		(5 Marks)
c) Discuss how the following computer problems contributes to slow computer performance and how to overcome them:
i) Hard disk fragmentation 								(2 Marks)
ii) Insufficient main memory							(2 Marks)
d) As a computer laboratory technician advise users on five safety precautions to be undertaken to protect users from harm while using computers in the laboratory 			(5 Marks)
e) Assume you have been contracted as an IT specialist by an organization to maintain their computer laboratory. Describe five maintenance activities that you can undertake to improve the performance of those computers. 								(5 Marks)
f) A company workstation utilizing a standard mechanical Hard Disk Drive (HDD) has been running continuously for three years without any maintenance. The employee reports that finding and opening files now takes significantly longer than before. A quick check reveals that the local C: drive is nearly 95% full of mixed user files, temporary browsing histories, and outdated software installation fragments.
i) Explain the mechanical and performance consequences of a hard disk becoming completely full.									(2 Marks)
ii) Propose a step-by-step software maintenance plan using specific operating system utilities (e.g., Disk Cleanup, Disk Defragmenter) to restore the system’s performance. Clearly define what each utility achieves physically or logically on the drive. 		(4 Marks)
iii) The technician decides to partition a secondary hard drive to allow the workstation to run dual operating systems. Explain why partitioning is required for this setup. 	(2 Marks)


QUESTION TWO (15 Marks)
a) Differentiate between the following printer types:
i) Impact and non-impact printers							(2 Marks)
ii) LaserJet and inkjet printers							(2 Marks)
b) A local graphic design agency has updated its primary editing software to a newer, memory-demanding version. Since the upgrade, the designers complain that their older computers have become extremely slow, frequently freezing when opening multiple heavy applications simultaneously. The IT department decides to purchase and install new internal memory modules to improve performance.
i) Explain the technical relationship between the system's speed and the short-term memory component involved here and justify why opening too many programs create a bottleneck when this component is insufficient? 							(6 Marks)
ii) Differentiate between the primary memory (RAM) and the central processor's specialized internal Cache Memory in terms of their roles in reducing latency during data processing. 
(2 Marks)
iii) When handling and installing the new memory modules onto the motherboard slots, outline three critical physical handling rules that must be followed. 				(3 Marks)
QUESTION THREE (15 Marks)
a) Highlight the step-by-step procedure for installing a new hard drive into a personal desktop computer.											(4 Marks)
b) Highlight the role of the following hardware components.
i) BIOS
ii) CMOS battery
iii) Power supply unit								(3 Marks)
c) Computers have been designed in a way that their functionality can be expanded by connecting external devices through the available ports. List any four types of ports found in computers that support video										(4 Marks)
d) Describe four roles and responsibilities that a PC technician will play during the course of their career.											(4 Marks)
QUESTION FOUR (15 Marks)						
a) TELSA is all rounded company with its main office in Nairobi Kenya. You have been hire as an IT support to handle customer complains as well as troubleshooting daily computer problems in the main office. Briefly explain how you can apply good communication skills to handle the following kind of customers. 								(4 Marks)
i) Talkative customers
ii) Rude customers
iii) Knowledgeable customers
iv) Inexperienced customers
b) A financial services firm suffers an incident where several employee workstations suddenly experience a massive slowdown. Files are disappearing automatically from shared directories, strange dialog boxes are popping up randomly, and some computers are completely failing to boot into the operating system. An investigation reveals that an employee brought in a personal flash drive from home to copy a document.
i) Classify the type of malicious software that has likely infected the system and outline how it manifests it’s within the computer system. 						(2 Marks)
ii) It is highly recommended to protect your PC from cyber-threats or Malware. Describe five best ways to prevent virus infections.							(5 Marks)
iii) If you were to formulate an organizational IT security policy, discuss four rules or technical safeguards (including network and hardware controls) that the firm should implement to prevent similar breaches in the future. 						(4 Marks)
QUESTION FIVE (15 Marks)	
a) Define the term Disk partitioning as applied in computer maintenance. 		(1 Mark)
b) Discuss five reasons why Computer users are highly advised to maintain their computers on a frequent basis.										(5 Marks)
c) An administrative assistant turns on a desktop computer at the start of the workday. There are no lights on the system case, no fan sounds, no beep codes, and the monitor remains entirely blank. The assistant notes that there was a massive thunderstorm with several power outages the previous evening.
i) Outline the immediate first steps you should take before opening the computer case to narrow down the source of the issue. 								(2 Marks)
ii) Identify the internal computer component that has most likely failed due to the thunderstorm, explain its primary function, and discuss why failure of this specific component is common in areas with unstable electrical grids. 						(3 Marks)
iii) If you decide to replace this component, list four essential safety guidelines and "Dos and Don'ts" you must follow during the repair process to prevent injury or secondary damage to other components. 									(4 Marks)
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