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QUESTION 1

Your customer has asked you to create a report that will need to be sent to the executive management. 

None of the receipts of this report has access to the system, and the same monthly report should be delivered to all
recipients. 

The management team frequently changes and your customer does not want to alter the report schedule after
configuration. 

After creating the report what two additional steps need to be taken? 

A. Create a schedule record for the report. 

B. Send a notification to the execution team that the report is available. 

C. Set the up staff accounts for the executive team. 

D. Create and add the distribution list to the schedule. 

E. Create a dashboard for the report. 

F. Upgrade the permissions for the report to include the executive team. 

Correct Answer: AD 

Note: *Distribution Lists Email address lists that you can use when scheduling reports, configuring rule notifications,
forwarding incidentsand opportunities, and using CC and BCC in incident responses 

 

QUESTION 2

Which example requires the use of a one to many, parent child custom object application? 

A. Your customer wants to keep track of the end customer\\'s Customer identification Number 

B. Your customer has stated that they want to report on end customers that have similar attributes. 

C. Your customer has stated that they want to track when end customers are contacted by sales associates. 

D. Your customer wants to keep track of all the cars the end customers drive. 

Correct Answer: D 

Explanation: One single customer may use many cars. 

 

QUESTION 3

Your customer has five active agents, one agent profile, three products, and three incident queues (queue1, queue2,
and queue3). 

Their incidents are directed to each queue based on their three products. 
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Each product is assigned a unique queue. 

The priority of queue to be worked are queue 1, queue2, and queue3. 

Identify which two items will solve this problem. 

A. Change the full policy for the agent profile to manual and instruct at least one of the agents to pull queue3. 

B. Change the pull policy for the agent profile to ""First Due. 

C. Create an escalation rule for the agent profile to "First Due". 

D. Create a new agent profile that has a reverse queue order and assign at least one agent to the new profile. 

Correct Answer: CD 

 

QUESTION 4

Your customer is a printing company and every knowledgebase article contains the word "print. 

Which configuration will enable end customer searches to return a single knowledge article result when searching with
"print"? 

A. Add "print" using the stop word editor and add "print" to only one knowledgebase article keyword 

B. Add "print" using the Stop word editor and add "print" to the alias file. 

C. Add "print" to only one knowledgebase article keyword and add "print" to a search priority word and assign multiple
answers. 

D. Add "print" using the stop word editor and add "print" to a search priority word and assign one answer. 

Correct Answer: D 

Explanation: Search Priority Words editor. This feature of Oracle RightNow Knowledge Cloud Service used to be known
as the Topic Words editor in versions released before May2010. This feature (see Figure below) is used to manually 

show an answer at the top of all search results when a certain search term is entered. Entering a search priority word is
helpful when you are confident that you know exactly which answer a customer wants to read when that person enters
a 

particular search term. 

Widely using the Search Priority Words editor is not recommended; instead, use it sparingly for special situations, such
as when you have an umbrella answer. 
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QUESTION 5

Your customerhas asked you to createareport thatshowsallincidents opened within the past month. 

Thereportshould show the following columns: 

Numberofincidents opened inthepast month Numberofincidents opened in the pastweek Numberofincidents openedin
the pastday 

Which two functions are needed in the expressions to create the three columns? 

A. NVL 

B. AVG 

C. IF 

D. DECODE 
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E. SUM 

Correct Answer: CE 

Incorrect: 

Not A:In Oracle/PLSQL, the NVL function lets you substitute a value when a null value is encountered. 

Not D:DECODEcomparesexprto eachsearchvalue one by one. Ifexpris equal to asearch, then Oracle Database returns
the correspondingresult. If no match is found, then Oracle returnsdefault. Ifdefaultis omitted, then Oracle returns null. 
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