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QUESTION 1

Your customer wants agents to automatically receive an incident private note that explains how to handle specific
responses from customers. 

These incidents would be identified by specific terms in the subject line. 

Select three steps needed to accomplish this. 

A. Use an Incident Business Rule to append standard text to the uncommitted response buffer. 

B. Add a workspace rule that checks for identified terms in the subject line. 

C. Create Standard Text with instructions. 

D. Use an Incident Business Rule to append standard text to Customer Thread. 

E. Add the Standard Text as Private Note to Thread in the workspace rule. 

Correct Answer: BCE 

 

QUESTION 2

Yourcustomer has five differentincidents queues: 

Help Tier 2 Escaped Accounting VIP 

The Help and VIP queueshave the quickestresponse goals. 

Which two configurations will ensure that an agent\\'s profile pulls incidents assigned these queues first using a single
agent profile? 

A. Create an agent profile to only work these two queues. 

B. Add all five queues to the agent\\'s profile. 

C. Add all five queues to the agent\\'s profile with Helper and VIP being the first two in the list. 

D. Use the First Due Pull Policy 

E. Use the Strict Priority Pull Policy 

Correct Answer: BE 

 

QUESTION 3

Your customerhas requested a workflow with the following requirements: 

All workflows have a return event thatallows users to exit the workflow Every return eventleads to a wrap up script thatis
positionedjust before theincident workspace Every exit takes the agent to theincidentworkspace Thereisa"return to
script" button on the workspace to take the agent to a workspacelisting all availablescripts. 
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Identify the requirement that could not be met. 

A. The workflow must take the agent to an incident workspace to finish their work. 

B. The workflow must allow the agent to restart the workflow from the ending Initial workspace. 

C. There must be a single script that all agents see to finish their conversation with the end customer. 

D. The agent can exit any script in the workflow, go to the workspace, and return to the script page that they originally
left from. 

Correct Answer: D 

Note: *Oracle RightNow Desktop Workflow Cloud Service helps agents switch context during interactions. WithOracle
RightNow Desktop Workflow Cloud Service, you design workflows that span the ful interaction from start to finish. These
interaction flows can present the agent with a sequence of workspaces and scripts dynamically as the context of the
interaction evolves. As your workspaces become more tailored to specialized contexts, Oracle RightNow Desktop
Workflow Cloud Service becomes an essential means of switching between workspaces 

 

QUESTION 4

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

None of the receipts 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? 

A. Create a schedule record for the report. 

B. Send a notification to the execution team that the report is available. 

C. Set the up staff accounts for the executive team. 

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

E. Create a dashboard for the report. 

F. Upgrade the permissions for the report to include the executive team. 

Correct Answer: AD 

Note: *Distribution Lists Email address lists that you can use when scheduling reports, configuring rule notifications,
forwarding incidentsand opportunities, and using CC and BCC in incident responses 

 

QUESTION 5

Your customer is a printing company and every knowledgebase article contains the word "print. 

Which configuration will enable end customer searches to return a single knowledge article result when searching with
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"print"? 

A. Add "print" using the stop word editor and add "print" to only one knowledgebase article keyword 

B. Add "print" using the Stop word editor and add "print" to the alias file. 

C. Add "print" to only one knowledgebase article keyword and add "print" to a search priority word and assign multiple
answers. 

D. Add "print" using the stop word editor and add "print" to a search priority word and assign one answer. 

Correct Answer: D 

Explanation: Search Priority Words editor. This feature of Oracle RightNow Knowledge Cloud Service used to be known
as the Topic Words editor in versions released before May2010. This feature (see Figure below) is used to manually 

show an answer at the top of all search results when a certain search term is entered. Entering a search priority word is
helpful when you are confident that you know exactly which answer a customer wants to read when that person enters
a 

particular search term. 

Widely using the Search Priority Words editor is not recommended; instead, use it sparingly for special situations, such
as when you have an umbrella answer. 
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