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QUESTION 1

Your customer has a special business process where their agents will put incidents into a waiting status for a period of
one week on a regular basis. 

Your customer would like these incidents to remain in the waiting status until the agent has finished researching the
incident(s). 

Your customer does not want these incidents to close until 7 calendar days have passed. 

Which configuration setting needs to be modified from its default value in order to prevent the system from closing the
waiting incident automatically? 

A. PURGE_DELETE_INCIDENTS 

B. DORMANT_INCIDENTS 

C. CI_WAITING_CALC_DAYS 

D. CI_HOURS 

E. MYQ_REOPEN_DEADLINE 

Correct Answer: CD 

 

QUESTION 2

Your client wants to measure agent performance based on feedback from their end customers. 

If their end customer provides negative feedback, their incident needs to be reopened automatically. 

Identify three tasks to fulfill these requirements. (Choose three.) 

A. Create a broadcast survey. 

B. Schedule a survey to run on a daily basis. 

C. Set an incident business rule to send the survey when an incident is closed. 

D. Create a new queue for unhappy customers. 

E. Create a transactional survey. 

F. Create a report of survey responses. 

G. Assign scores to the survey questions and set the status field based on the values of the responses. 

Correct Answer: CFG 

 

QUESTION 3
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You are asked to identify how a question has been scored upon a search result. 

While researching the question, you identified possible answer attributes to review. 

Identify three items that affect the score of the answer and, therefore, should be reviewed. (Choose three.) 

A. Status 

B. Question 

C. Access Level 

D. Categories 

E. Summary 

Correct Answer: BDE 

 

QUESTION 4

Your customer wants to send out a post incident survey using a business rule. Which two options would prevent them
from completing their rule? (Choose two.) 

A. The rule contained a Send Email Response to Sender action within the Then statement. 

B. No transactional survey has been created, so the "Send Transaction Survey" action is not available. 

C. A "Transition State" action was added in the rule before the "Send Transaction Survey" was added so the action
button is no longer available. 

D. The "IF" condition section includes a check of the previous status. 

E. The rule was created in a function state as opposed to a normal rule state. 

Correct Answer: AD 

 

QUESTION 5

Your customer has two types of end customers that will be visiting their knowledgebase website: public 

customers and registered customers. 

They would like to present additional knowledgebase answers to the registered customers. 

Choose the three statements required to set up this type of environment. (Choose three.) 

A. Create a special public answer status for the registered customer answers. 

B. Ensure registered customers sign in to the knowledgebase website. 

C. Set up an access level without customer visibility and assign it to the registered customer answers. 

D. Create special Products and Categories for the registered customer answers. 
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E. Set up an access level without customer visibility and assign it to all the customer answers. 

F. Ensure each registered Customer has the correct service level with this access level assigned to their account. 

Correct Answer: BCF 
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