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QUESTION 1

In the following partial case life cycle, a manager must contact a job applicant to schedule an interview. The interview
should be scheduled within 2 business days after the manager qualifies the applicant, although 1 business day is
preferable. 

To meet this requirement, you apply a goal and deadline to the ___________________. 

A. Case type 

B. Schedule Interview process 

C. Interview stage 

D. Schedule Interview step 

Correct Answer: D 

 

QUESTION 2

When an auto accident claim is resolved in the Resolve stage, email notifications must be sent automatically to the
adjuster who inspected the car, to the insured party, and to the insurance agent who verified the claim. How do you
configure the resolve process to support this requirement? 

A. Add a Send Email step as an optional action. 

B. Add a Send Email step and include all required parties. 

C. Route the email to all the recipients in a Collect Information step. 

D. Route an Approval step to the required parties. 

Correct Answer: B 
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QUESTION 3

While running through a case life cycle, a business stakeholder notices a problem in a summary view. The view should
be read-only but half of the form can be edited. How can the business stakeholder communicate this problem to the
development team using Agile Workbench? 

A. Create a comment 

B. Create a bug 

C. Create a note 

D. Create a story 

Correct Answer: C 

 

QUESTION 4

A survey is sent to a customer via email. 

How do you configure a solution to ensure the email includes the case ID for the survey? 

A. Use the Insert Property feature of a Send Email step to add the case ID when composing the message dialog. 

B. Create a process using the Send Email step allowing representatives to quickly add the case ID to the email. 

C. Delegate a business rule so representatives can customize the email content as needed on a case-by-case basis. 

D. Create a required field for the case ID that must be entered by a user during the case process prior to sending the
survey. 

Correct Answer: B 

 

QUESTION 5

In a help desk application, you have the following requirement: The Customer Support Representative must respond to
a help desk ticket within 4 hours 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: D 

 

QUESTION 6
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An airline has the following requirement: 

A passenger requiring a service animal must document the type of animal, the size of animal, and any relevant medical
information the crew may need during the flight. The application prompts the passenger for this information when the 

passenger declares that they will travel with a service animal. 

How do you configure the case life cycle to meet this requirement? 

A. Configure a stage in the case life cycle for service animal accommodation and apply a stage validation condition. 

B. Add a process to the case life cycle for service animal accommodation and apply a condition to determine when to
run the process. 

C. Apply an optional action to the appropriate stage to allow the passenger to provide the information as needed. 

D. Create a child case for service animal accommodation to automatically resolve unless the passenger required the
accommodation. 

Correct Answer: A 

 

QUESTION 7

You are preparing to delegate a number of business rules. What three prerequisite actions must be taken before you
can delegate the business rules? (Choose three.) 

A. Ensure the delegated ruleset exists in the Production rulesets list. 

B. Ensure a ruleset that will contain the delegated rules exists. 

C. Ensure the ruleset exists for the users who will manage the delegated rules. 

D. Ensure an access group exists for the users who will manage the delegated rules. 

E. Ensure the delegated rules are added to a locked ruleset. 

Correct Answer: ACD 

 

QUESTION 8

As part of a purchase order case, after someone completes a purchase, a confirmation email is sent. How do you
design the case life cycle to send the email? 

A. As part of the case configuration 

B. As part of the stage configuration 

C. As a separate process step 

D. As an alternate stage 

Correct Answer: A 
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QUESTION 9

Select the characteristic used to identify candidate rules to be delegated to business users. 

A. Changing business conditions require that the rule be managed without IT intervention. 

B. Ownership of changes to delegated rules changes from work group to work group. 

C. Frequent changes are needed to continuously redefine the user experience. 

D. Changes to business conditions require that the rule be managed with IT intervention. 

Correct Answer: B 

 

QUESTION 10

An application allows consultants to enter their hours on a project on a weekly basis. Consultant hours must be
approved by both their manager and the project supervisor. The approvals can be performed in any order. How do you
configure the approvals in the application? 

A. Add the manager approval to an alternate stage in the case life cycle. 

B. Configure a parallel process for each of the required approvals. 

C. Add an optional process to each approval in the appropriate stage. 

D. Configure a single cascading approval based on an authority matrix. 

Correct Answer: D 
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