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QUESTION 1

Which statement is correct when describing the process of adding assignment rules from Service Setup? 

A. Use the "Manage Service Assignment Rules" task, access the appropriate rules sets, create new rule (s), add
conditions and actions, save andpublish. 

B. Use the "Manage Service Request Assignment Object" task, access and lock the appropriate objects, create new
rule set(s), add conditions and actions, save and publish. 

C. Use the "Manage Service Assignment Rules" task, access and lock the appropriate rules sets, create new rule(s),
add conditions and actions, save and close. 

D. Use the "Manage Service Request Assignment Object" task, access the applicable service requests, create and
apply new rule set(s) to the service requests, add conditionsand actions, save and close. 

Correct Answer: D 

 

QUESTION 2

Your customer has warned you that non-English speakers are going to get access to articles but all your articles are
written in English. 

Whichoption allows the customer to address the problem, so that all users can get articles in their native language? 

A. Modify the original base locales of the articles to match the target language. 

B. Deploy the Auto-Translate option on existing articles andturn on the "auto-Translate new articles" feature. 

C. Enable new locales for the languages to be used and provision designated users to translate the articles. 

D. Diagnose the usage of the articles to eliminate all nonused documents to avoid unnecessary translations. 

Correct Answer: C 

 

QUESTION 3

Which three steps are required to configure the system to send an email notification when a milestone has reached
warning status? 

A. Add an extension column to the milestone object to hold the warning threshold value. 

B. Configure an analytics report showing milestones in warning status. 

C. Specify the warning threshold for the milestone in the standard coverages. 

D. Create standard text to be posted to the message thread. 

E. Configure the email template to be used for notification. 

F. Configure an object workflow action to send the email when the milestone status changes to warning. 
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Correct Answer: BCE 

 

QUESTION 4

Your customer asked you to modify the default severity value for new service requests. Which three steps should you
follow to make the change? 

A. Navigate to Setup andMaintenance > Service > Service Request > Manage Service Request Profile Options. 

B. Select the profile SVC_SR_DEFAULT_SEVERITY_CD. 

C. Lock the Profile Option for editing. 

D. Modify the Profile Value and save. 

E. Unlock and publish the new selected profilevalue. 

F. Select View > Detach. 

Correct Answer: BDE 

 

QUESTION 5

If you want to disable the ability to delete activities for all users, what action should you perform? 

A. Remove the "delete activities" button from all pages used by the users who have this access. 

B. Remove the "delete activities" role from all the users who have this role. 

C. Remove the "delete activities" privilege from all the roles for users who have this access. 

D. Remove the users of the roles who have the "delete activities" access. 

Correct Answer: D 

 

QUESTION 6

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 
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E. Title, Category, Severity 

Correct Answer: C 

 

QUESTION 7

Your customer noticed that all incoming messages containing MIME attachments that are either text or HTML are not
beingreceived. 

What is the problem? 

A. An administrator needs to set the profile option SVC_EMAIL_PROCESS_UNKNOWN_CUST to Y and schedule the
process. 

B. The configured frequency to retrieve emails is too long. 

C. Incoming messages have a custom filter. 

D. Incorrect configuration of the inbound profile option: SVC_INBOUND_EMAIL_MAX_ATTACH_SIZE. 

Correct Answer: C 

 

QUESTION 8

One of your service agents needs a new search filter on his Service Requests\\' list page. How can the agent achieve
this? 

A. Add fields from the advanced search functionality. 

B. Grant the agent Administrator permissions to addnew search filters. 

C. Create a new search through the application composer. 

D. Create several personalized searches and create them to each other. 

Correct Answer: C 

 

QUESTION 9

Which two statements are true regarding the Audit History tab of a Service Request? 

A. It is enabled by default. 

B. It is available only toauthorized administrators. 

C. It is searchable by date range, username, event type, event severity, and event duration. 

D. It is exportable to Excel. 

E. It allows users to save searches for later reuse. 
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Correct Answer: AE 

 

QUESTION 10

Your client needs to associate a product item to a product group but cannot make the association. Whatshould you
check to identify the cause? 

A. Validate that the product item is active and published. 

B. Verify that Eligible for Service is selected on the product item. 

C. Verify that Root Catalog is selected on the product groups. 

D. Validate that AllowDuplicate is selected on the product item. 

Correct Answer: A 

 

QUESTION 11

Which three statements are true about building Digital Customer Service (DCS)applications? 

A. Many DCS applications can be active in production at the same time. 

B. DCS includes a "reference implementation template" that illustrates recommended implementation practices. 

C. Only one version of a DCS application can be active in production at any time. 

D. DCS application can be embedded in other sites. 

Correct Answer: BCD 

 

QUESTION 12

Which option describes the automated page presentation for incoming calls? 

A. a feature that displays a caller-appropriate application page based on your customer\\'s native language when you
answeryour phone 

B. a feature that displays a caller-appropriate application page based on a set of navigation rules defined for your
customer when you answer your phone 

C. a feature that displays a detailed caller profile based on a customizable set of parameters defined for your customer
when you answer your phone 

D. a feature that displays a detailed caller profile based on your customer\\'s country when you answer your phone 

Correct Answer: D 

 

QUESTION 13
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Identify two correctstatements about the way Visual Builder Cloud service (VBCS) and Digital Customer Service (DCS)
are related. 

A. VBCS is a visual development tool for creating applications in DCS. 

B. DCS is an Offering in Engagement Cloud and VBCS is another Offering in Engagement Cloud. 

C. DCS is an Offering in Engagement Cloud and VBCS is part of that Offering. 

D. DCS is a visual development tool for creating applications in VBCS. 

Correct Answer: AC 

 

QUESTION 14

What is the main function of the Data Security Policies? 

A. defines the data a particular user can see and/or modify 

B. defines the views the application can access 

C. defines the privileges and roles a particular user can have 

D. defines the views or functionalities the user can access 

E. defines the actions a particular user can do 

Correct Answer: D 

 

QUESTION 15

Which six Digital Customer Service (DCS) parts can be modified using Visual Builder Cloud Service (VBCS)? 

A. Object triggers 

B. Templates 

C. Business objects 

D. Languages 

E. Object workflows 

F. Pages 

G. Themes 

H. UI components 

Correct Answer: ABCEFG 
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