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QUESTION 1

A help desk ticket case type is defined as follows:

e Y Y

1. Enter Ticket Details =W 1. Process ticket 1. Close dcket

2 Werify solution

If the Process ticket step is configured to set the status to Pending-Verification, when is the status of the case set to
Pending-Verification?

A. When Verify solution step starts

B. When the Process ticket step starts

C. When the Process ticket step completes
D. When the Triage stage completes

Correct Answer: B

QUESTION 2

In a help desk application, you have the following requirement: The Customer Support Representative must response to
a help desk ticket within 4 hour after a customer submits a ticket.

Where do you configure the service level to meet this requirement?
A. The stage

B. The step

C. The case type

D. The process

Correct Answer: B

QUESTION 3
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In a purchase order case the vendor assigned might not respond to a customer\\'s query in the desired amount of time
required by policy. The vendor must respond within the time required according to policy. Both the vendor and customer
should be notified at each milestone. To satisfy this requirement, create a service level that specifies two of the following
options. (Choose Two)

A. Set the goal to be the required response time based on policy and send notifications to both parties.

B. Set the deadline to be the desired response time based on policy and sends notifications to both parties.

C. Set the deadline to be the required response time based on policy and send notifications to both parties.

D. Set the goal to be the desired response time based on policy and send notifications to both parties.

Correct Answer: CD

QUESTION 4

You are assigned to a pega implementation project as a pega business architect.
Which task are you expected to perform?

A. Organize the project Kickoff meeting.

B. Help to refine ahead of a sprint.

C. Identify the initial of case types.

D. Identify the scope of the initial release.

Correct Answer: B

QUESTION 5

How do you adjust the urgency value of an aging assignment to increase the likelihood that the assignment la
completed before the deadline?

A. Apply an urgency adjustment to the goal interval.

B. Apply an urgency adjustment to the deadline interval.
C. Adjust the default assignment urgency.

D. Add an escalation action to the goal interval.

Correct Answer: A
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