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QUESTION 1

Your customer is asking for amodification of Lookup Types in Service Request. 

You navigate to Setup and Maintenance > Service > Service Request, and click to display all tasks. 

Which four lookups can be modified from this task list? 

A. Manage Service Request Products 

B. Manage Service Request Status Values 

C. Manage Service Request Categories 

D. Manage Service Request Severities 

E. Manage Service Request Queue 

F. Manage Service Request Resolutions 

Correct Answer: ABCE 

 

QUESTION 2

Immediately after your production deployment of Engagement Cloud your users report that the media toolbar is not
being displayed. 

Which are two reasonsfor this behavior? 

A. You have not enabled the Computer Telephony Integration (CTI) service. 

B. The only toolbar enabled is the default one, and you must configure at least two. 

C. You did not enable the vertical toolbar which is required, while the horizontal is optional. 

D. The signed-in user does not have the appropriate access privileges to a toolbar. 

E. You entered a toolbar height that is not more than 70 pixels. 

Correct Answer: AC 

 

QUESTION 3

Your client has noticed that inbound emails from customers are not creating or updatingservice requests. 

Which step should they perform to automate it? 

A. Adjust the inbound message filters. 

B. Enable SVC_SR_INBOUND_EMAIL_AUTO_UPDATE. 
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C. Adjust permissions on all customer\\'s profiles. 

D. Enable SVC_ENABLE_INBOUND_EMAIL_DEFAULT_PROCESSING. 

Correct Answer: B 

 

QUESTION 4

You are creating a shared SmartText entry. Which option do you need to select to define a time period during which the
entry is available to users? 

A. Time Period 

B. Duration 

C. Available 

D. Interval 

E. Start/Stop 

Correct Answer: B 

 

QUESTION 5

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 6

You have been asked about some of the features of CTI notifications. Users want to be efficient in their time use, using
alternate browser pages to carry out other activities when they are not receiving calls. However, the priority remains
answering their client\\'s calls, so they are forced to remain on the Engagement Cloud Page to avoid missing them. 

Perform an analysis on the available features of Engagement Cloud and select the best viable answer to your
customer\\'s issue. 

A. Engagement Cloudsupports push notifications sent to mobile phones, so users can be aware via phone when a client
is calling. 

B. A toast notification option is present, which consists of desktop notifications popping up regarding incoming calls,
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whether they are currentlyon the Engagement Cloud browser page or not. 

C. A floating toolbar notification center can be configured, that is present all the time in the agent\\'s screen to inform
him/her of incoming calls, whether they are currently on the Engagement Cloud browserpage or not. 

D. There is not current feature that may help users be aware of the presence of an incoming call if they are not currently
in the Engagement Cloud browser page. 

Correct Answer: C 

 

QUESTION 7

What four actions do the as-delivered Service Request components included in a Digital Customer Service (DCS)
application enable a DCS user to do? 

A. Chat with an Agent about a ServiceRequest. 

B. View and edit attachments to a Service Request. 

C. Create a Service Request. 

D. Delete a Service Request. 

E. Add a message to a Service Request. 

Correct Answer: ABCD 

 

QUESTION 8

A service agent can create tasks from different system areas. 

Identify three modules where a service agent can create and associate tasks. 

A. Sales opportunities 

B. Notes 

C. Contacts 

D. Social network 

E. Service requests 

Correct Answer: ADE 

 

QUESTION 9

Identify the sequence of steps you must follow to disable the Service Communication channels. 

A. Navigate to Setup and maintenance > Select the Service offering > Select setup at the Administration section > Click
Change configuration > Click the pencil icon in the Features column for Service > Deselect all the options. 
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B. Navigate to Setup and maintenance > Selectthe Service offering > Select setup at the Administration section > Click
Change configuration > Select the "Disable" column in "Service entitlements" 

C. Navigate to Setup and maintenance > Select the Service offering > Select setup at the Administration section > Click
Change configuration > Click the pencil icon in the Features column for Communication Channels > Deselect the
"Communication" option. 

D. Navigate to Setup and maintenance > Select the Service offering > Select setup at the Administration section > Click
Change configuration > Click the pencil icon in the Features column for Service > Deselect the "Communication
Channels" option. 

E. Navigate to Setup and maintenance > Select the Service offering > Select setup at the Administration section > Click
Change configuration > Deselect the "Enable" column in "Communication Channels". 

Correct Answer: C 

 

QUESTION 10

Which two options are true about reporting on milestones? 

A. Administrator-defined milestone data is not included in Analytics. 

B. No standard reports onmilestones are provided. 

C. Milestone reporting is performed via the CRM Service Request Real-Time subject area. 

D. An as-delivered SLA Infolet shows near-overdue and overdue milestones. 

Correct Answer: AD 

 

QUESTION 11

Oracle Engagement Cloud provides tools to add or modify which six types of entities? 

A. Icons 

B. Themes 

C. Object workflow 

D. Exports 

E. Reports 

F. Fields 

G. Objects 

H. Roles and privileges 

Correct Answer: DEFG 
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QUESTION 12

Which two statements are true about system-to-system authentication between Digital Customer Service (DCS) and
Oracle Engagement Cloud? 

A. It does not require matching passwords between Engagement Cloud and DCS. 

B. It is configured exclusively via the Engagement Cloud Security Console. 

C. It enablesanonymous users to search the DCS knowledge base. 

D. It must be configured by a user signed in to the Oracle Visual Builder Cloud Service with a valid developer or
administrator account. 

Correct Answer: BC 

 

QUESTION 13

Which two are true characteristics about the lifecycle of a service request? 

A. If required, users can manually set the "Closed" status for a service request. 

B. Users can reopen a service request when the status is set to "Closed". 

C. Users can reopen a service request when the status is set to "Resolved". 

D. "Closed" status is set by an automaticjob after a specified number of days. 

E. "Customer working" is one of the five seeded status types. 

Correct Answer: CD 

 

QUESTION 14

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. 

Correct Answer: AE 

 

QUESTION 15

Which option describes the automated page presentation for incoming calls? 
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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 
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