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QUESTION 1

Your client decides not to use Groups when setting up staff accounts. 

You are positive that groups should be set up. Therefore, you need to explain the advantages to your 

client. 

Select two advantages of setting up groups. (Choose two.) 

A. routing incidents to groups with business rules 

B. assigning incident queues to a Group 

C. displaying group performance with analytics reports 

D. deactivating staff groups 

Correct Answer: BD 

 

QUESTION 2

Your customer\\'s "Chat Survey Score" report contains valid records; however, all of the average scores seem to be
zero. 

Which two steps will correct this? (Choose two.) 

A. adding values to the Score field in the Survey Questions 

B. ensuring the survey questions are included in the "Chat Survey Score" report 

C. updating the filters in the report 

D. changing the survey questions to a Matrix type 

E. changing the format of the Average Score 

Correct Answer: DE 

 

QUESTION 3

Your customer has two different types of end customers that will be visiting their knowledgebase: free account and paid
account. 

They would like to present additional content inside the knowledgebase answers for paid account customers. 

Choose two items that are required to set up this type of environment. (Choose two.) 

A. Assign both access levels to the answer access level. 

B. Create a conditional section with the answer and select an access level without interface visibility. 
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C. Assign the access level without interface to the answer. 

D. Create an access level without interface visibility. 

E. Create a conditional answer status and assign it to the answers. 

F. Create a conditional section with the answer and select an access level with interface visibility. 

Correct Answer: AF 

 

QUESTION 4

Your customer wants you to create a "Team Member" custom object that will allow more than one agent to be assigned
to a given incident and they want the agents to have an inbox report that shows both the incidents they are the Primary
agent and the incidents they are a Team Member. 

From the following list, which report table structure is necessary? 

A. from the Incidents Table, an Inner Join to the (Assigned) Accounts table, and an Outer Join to the Team Member
table 

B. from the Incidents Table, an Inner Join to the (Assigned) Accounts table, and an Inner Join to the Team Member
table 

C. from the Incidents Table, an Outer Join to the (Assigned) Accounts table, and an Outer Join to the Team Member
table 

D. from the Incidents Table, an Outer Join to the (Assigned) Accounts table, and an Inner Join to the Team Member
table 

Correct Answer: C 

 

QUESTION 5

Your customer ships packages directly to customers using a trackable shipping method. 

When an order is shipped, a tracking number is saved in an incident custom field. 

In order to quickly respond to customers\\' questions about shipping status, your customer has requested 

that a hyperlink control be available on the incident workspace that will load the tracking details of the 

package associated with the incident when clicked. 

The custom field details are below: 

The URL your customer has provided for tracking is https://widgetshippers.com/trackyourpackage?id= 

Of the available options, select the one that satisfies your customer\\'s request. 

A. https://widgetshippers.com/trackyourpackage?id=$p_icf_87 

B. https://widgetshippers.com/trackyourpackage?id=incidents.c$tracking_id 
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C. https://widgetshippers.com/trackyourpackage?id=c$tracking_id 

D. https://widgetshippers.com/trackyourpackage:id=incidents.c$tracking_id 

E. https://widgetshippers.com/trackyourpackage?id=$icf_c$tracking_id 

Correct Answer: D 
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