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QUESTION 1

Your customer has team leads who are responsible for creating business rules and managing staff 

accounts. 

However, they should not be allowed to create or modify any profiles. 

Which two options can be used to configure the Navigation Set for these team leads? (Choose two.) 

A. Add the Configuration items of Rules and the Staff Account by Group report into the Home Tab and remove the
default Navigation Set. 

B. Keep the default Configuration Items in the Navigation Set and let the profile handle this. 

C. Create a navigation set that only has "Rules" and all "Staff Management" items in the Navigation Set. 

D. Add the Configuration items of Workspaces/ Workflows, Rules and the Staff Account by Group report into the Home
Tab and remove the default Navigation Set. 

Correct Answer: CD 

 

QUESTION 2

An incident needs to be assigned manually to an agent who is not listed on the assignment field menu. Which three
options do you need to verify so that the agent\\'s name is displayed? (Choose three.) 

A. Check if a business rule is removing the agent\\'s name from the assignment field. 

B. Check if the agent has an active (not disabled) user account. 

C. Verify if a workspace rule is hiding the agent\\'s name from the assignment field menu. 

D. Verify in the agent\\'s profile if the option "Appear in Menus" is selected. 

E. Verify that the agent is part of a distribution list. 

Correct Answer: BCE 

 

QUESTION 3

During your customers\\' busiest hours, it is common for a supervisor to move agents from one queue to another to
attend to more critical incidents. 

Which four options allow the supervisor to meet this Requirement? (Choose four.) 

A. The supervisor could include or exclude queues from the agent\\'s profile and the agent can log out and log back in. 

B. The supervisor adds a business rule that sets the queue. 

C. The supervisor could manually change the queue of a group of incidents to the queue the agents are working. 
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D. Agents have access to a custom report that can filter and display all queues as directed by the supervisor. 

E. The supervisor can delete a queue, so any incidents in that queue will requeue. 

F. Agents can remove SLAs from the Organization records. 

G. Agents can log out of the console and log in again with a different user account with access to the needed queue. 

Correct Answer: ABCG 

 

QUESTION 4

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

None of the recipients 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? (Choose two.) 

A. Update the permissions for the report to include the executive team. 

B. Create a dashboard for the report. 

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

D. Set up staff accounts for the executive team. 

E. Send a notification to the executive team that the report is available. 

F. Create a schedule record for the report. 

Correct Answer: AB 

 

QUESTION 5

Your customer has a report that seems to be showing a variety of duplicate records. You checked the filters and they
are correct. You checked the database and there are not duplicate records in the database that correspond to the
duplicates that the report is showing. 

How would you resolve this issue? 

A. Add an additional report filter around the field that seems to be duplicating. 

B. Create a Group Filter in the Level menu options. 

C. Create a Level Filter in the Level menu options. 

D. Add a roll-up element to the report. 
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E. Add a data slice element to the report. 

F. Select Group Results in the Level menu options 

Correct Answer: D 

 

QUESTION 6

Your customer has linked products and dispositions together on their site. On the agent\\'s incident workspace the list of
dispositions is not being filtered. 

Select the two actions that will assist in troubleshooting this issue. (Choose two.) 

A. The client has not refreshed the incident in the incident workspace. 

B. The incident workspace does not have a filter workspace rule assigned. 

C. Your customer\\'s agents must log out and log back in. 

D. The Auto-Build product-disposition links is not selected. 

E. The enable product-disposition linking is not selected. 

Correct Answer: CE 

 

QUESTION 7

Your customer has asked that all incidents be "scanned" for words that may revolve around product defects and injuries
so that they can alert their risk management team of any possible product issues or liability. The customer accepts that
100% accuracy is not attainable, and accepts that they will be false positives and a margin for error. 

They have provided you the following words to be "scanned": 

1. 

Mouth 

2. 

Jaw 

3. 

Cheek 

4. 

Jowl 

5. 

Chin 
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6. 

Oral 

7. 

Palate 

The customer requires the following: 

You decide to use a regular expression to search for these words in all incoming emails. 

^mouth[,|.|\\'|"|;|:| |!|?|and]|\ jaw[,|.|\\'|"|;|:| |!|?|and]|\ cheek[,|.|\\'|"|;|:| |!|?|and]|\ jowl[,|.|\\'|"|;|:| |!|?|and] |\ chin$[,|.|\\'|"|;|:|
|!|?|and]|\ 

oral[,|.|\\'|"|;|:| |!|?|and]|\ palate[,|.|\\'|"|;|:| |!|?|and] 

Identify the three words that will be correctly matched to this regular expression. (Choose three.) 

A. Chin 

B. Jaw 

C. Mouth 

D. Cheek 

E. Jowl 

F. Oral 

G. Palate 

Correct Answer: BDE 

 

QUESTION 8

Your customer has performed a search on the knowledgebase and has stated that they are getting strange results.
Every time they search for the word "widget" the correct answer appears as the 10th answer on the search results and
not at the top of the first page. 

How can you increase the value of the word "widget" in the knowledgebase search results? 

A. Set the display position to "Place at top." 

B. Assign all products and categories to the knowledgebase answer. 

C. Set the display position to "Fix at top." 

D. Add the search term to the keyword field of the knowledgebase answer. 

Correct Answer: D 
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QUESTION 9

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 

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 

 

QUESTION 10

Incidents received via email cannot be reopened after the MYQ_REOPEN_DEADLINE has expired. What is the time
default set by this configuration? 

A. 120 days (4 months) 

B. 720 hours (30 days) 

C. 365 days (1 year) 

D. 168 hours (7 days) 

Correct Answer: D 

 

QUESTION 11

Your client wants to allow the Administrator and Limited Administrator profiles to prevent user timeout until 

60 minutes of inactivity. All other user profiles should be logged out after 15 minutes. 

Which two steps must be performed to configure this? (Choose two.) 
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A. Set the Session Timeout field to 3600. 

B. Set the Session Timeout field to null. 

C. Set the Session Timeout field to 60. 

D. Set the SESSION_MANAGEMENT_ENABLED Configuration Setting to Enabled. 

E. Set the SESSION_MANAGEMENT_ENABLED Configuration Setting to Disabled. 

F. Set the CLIENT_SESSION_EXP field to 60. 

Correct Answer: AD 

 

QUESTION 12

You have set up a business rule auto response with standard text to send an email to customers when they select
specific categories while asking a question on the customer portal page. 

When you activate the new business rule, your standard text for the email starts showing up with the Smart Assistant
responses on the customer portal when a customer is submitting a question. 

How do you resolve this? 

A. Update the business rule that sends the auto response to "If Incidents.category not equal Smart Assistant." 

B. Change the business rule that creates the Smart Assistant Response to "If Incident.Source equals Ask a Question." 

C. Change the business rule that creates the auto response to "If Incident.Source equals Ask a Question." 

D. Change the business rule that creates the auto response to "If incident.source equals Ask a Question or
Incident.Source equals Smart Assistant on Ask a Question." 

E. Change the business rule that creates the Smart Assistant Response to "If Incident.Source equals Smart Assistant
on Ask a Question." 

Correct Answer: A 

 

QUESTION 13

Your customer has a complex workspace that has 60+ tabs, 100+ data fields, and over 200+ rules that are fired based
on agent actions for their different business functions. 

Your customer has told you that their workspace is painfully slow and the call center agents cannot do their work. 

The customer would like to keep using a single profile for all their agents to simplify administration. 

You have condensed many of the rules in the workspace into named events to try and speed things up, but on the call
center agents\\' workstations it\\'s still too slow. 

Which three options will speed up the agents\\' workspace? (Choose three.) 

A. create workspace rules to hide unused tabs when the workspace loads 
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B. utilize a single workspace per business function and assign it to the profile 

C. reduce the number of data fields on the workspace 

D. utilize workflow to split the workspace into more than one 

E. reduce the number of tabs that need to be rendered 

Correct Answer: ADE 

 

QUESTION 14

To manage widgets, you need to access the menu link "Widgets" on the Customer Portal Admin page shown in the
picture below: 

Select three answers that match the options you expect to see when you click Widgets. (Choose three.) 

A. Widgets details 

B. Create a new widget 

C. Browse widgets 

D. Change widget version 

E. Syndicated widgets 

Correct Answer: BCE 

 

QUESTION 15

When using standard reports within the Analytics module there is a limit to what can be edited in each report. 

Select the two items that are editable on a standard report. (Choose two.) 

A. Permissions. Graphs 

B. Column Headings 

C. Report Heading 

D. Schedules 

E. Non Selectable Filters 

Correct Answer: AE 
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