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QUESTION 1

A purchase request case is created by an employee. After submitting, the case is assigned to the manager for review. If
approved, the case is assigned to the Accounts Payable department where an agent will review and, pending audit, will
approve payment. 

To determine what type of routing to apply to each assignment, what question do you ask yourself? 

A. Is any special correspondence needed? 

B. Can the work be delegated to other users? 

C. How long does the work take to complete? 

D. Who should do the work? 

Correct Answer: D 

 

 

QUESTION 2

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 

 

QUESTION 3

In a job application case for a call center position, all customer service agents must speak English, but positions for
Spanish, French, and German speakers are also available. During the interview process illustrated below, the Conduct
Interview assignment task must be routed to an interviewer who speaks the same language as the applicant. 
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What is the best way to design routing so the correct interviewer is assigned the task? 

A. Route the job application to a specific user using the Use business logic option. 

B. Route the job application to an operator within a skilled group using the Specific user option. 

C. Route the job application to a specific queue using the Use business logic option. 

D. Route the job application to an appropriately skilled operator using the Specific user option. 

Correct Answer: D 

 

QUESTION 4

Which two dependencies do you enforce with a Wait step? (Choose Two) 

A. Pausing a case until a predetermined time expires 

B. Preventing a case from resuming until an automated decision executes 

C. Preventing a case from entering a stage until a condition is met 

D. Pausing a case until another case (or all cases) reach a specified status 

Correct Answer: AD 

 

QUESTION 5

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 
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C. As a separate process step 

D. As an alternate stage 

Correct Answer: C 

 

 

QUESTION 6

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: A 

 

QUESTION 7

How do you provide users with guidance for completing a form and avoid the need for application training? 

A. Send a notification to the assigned user. 

B. Add an instruction to the assignment. 

C. Add an optional action to the case to explain the task. 

D. Add the corresponding step to an appropriate stage. 

Correct Answer: B 

 

QUESTION 8

DRAG DROP 

Select each use case on the left and drag it to the appropriate router on the right. 

Select and Place: 
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Correct Answer: 

 

 

QUESTION 9

A life insurance company has satellite offices in various countries. Each satellite office has its own work queue.
Company policy requires that life insurance underwriting is assigned to offices based on the residence of the policy
owner. Which routing approach supports this requirement? 

A. Route the assignment to the correct work queue using skill-based routing. 

B. Route the assignment to a specific underwriter based on business logic. 

C. Route the assignment to the correct work queue using an authority matrix. 

D. Route the assignment to the correct work queue based on business logic. 
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Correct Answer: D 

 

 

QUESTION 10

Consider the following scenario: 

An employee submits a request to purchase equipment. The request is sent to the manager for review. If approved, the
request is forwarded to the Fulfillment department. 

How do you name the step where the request is sent to the manager? 

A. Approve Employee Request 

B. Review Request 

C. Manager Approves Request 

D. Request Approval 

Correct Answer: B  
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