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QUESTION 1

Which two are true characteristics about the lifecycle of a service request? 

A. If required, users can manually set the "Closed" status for a service request. 

B. Users can reopen a service request when the status is set to "Closed". 

C. Users can reopen a service request when the status is set to "Resolved". 

D. "Closed" status is set by an automaticjob after a specified number of days. 

E. "Customer working" is one of the five seeded status types. 

Correct Answer: CD 

 

QUESTION 2

Your customer has noticed thatemails are being retrieved every day only at 3:00 PM. This behavior began three days
ago and no configuration changes were made during that time. 

What is the cause of this new behavior? 

A. a configured job to process inbound emails 

B. an inbound message filter per time schedule 

C. a configured profile option to schedule the retrieval of emails 

D. an inbound message filter per sender 

Correct Answer: B 

 

QUESTION 3

A service agent can create tasks from different system areas. 

Identify three modules where a service agent can create and associate tasks. 

A. Sales opportunities 

B. Notes 

C. Contacts 

D. Social network 

E. Service requests 

Correct Answer: ADE 
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QUESTION 4

To create a service request, you log in to Engagement Cloud, navigate to service > Service Request and then click
"Create Service Request". 

Which set of field must be completed to save the service request (assume as-delivered field properties have not been
changed)? 

A. Title, Status 

B. Title 

C. Title, Category, Severity, Status 

D. Title, Status, Problem Description 

E. Title, Category, Severity 

Correct Answer: C 

 

QUESTION 5

What three things should you do once you have established a global default coverage? 

A. Createan ESS job to Monitor Service Request Milestones. 

B. Create an ESS job to Aggregate Service Requests. 

C. Use Application Composer to configure warning emails about milestone compliance events. 

D. Use Application Composer to include milestones on the Service Request Layout if desired. 

Correct Answer: ABD 
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