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QUESTION 1

Which incident field is designed to be used by your customer to standardize tracking of how incidents are resolved? 

A. Response Message 

B. SLA Instance 

C. Severity 

D. Disposition 

E. Source 

Correct Answer: A 

Explanation: When you add an incident, you create a record of both the customer\\'s question and your response, which
can helpyour organization track how the incident is resolved. 

 

QUESTION 2

Your customer supports three different brands and needs to be able to send and receive emails using differently
branded email. 

The end customers may not know that the three brands are supported by the same company or that the Oracle
RightNow CX Cloud Service is being used. 

Identify the three configurations that must be made to enable this requirement. 

A. Use SMTP Forwarding from your customer\\'s mail server to the default service mailbox. 

B. Create three service mailboxes on the console, and use SMTP forwarding from your customer\\'s mail server. 

C. Use the Friendly From/Branded Address. 

D. Use the custhelp.com email address as the Reply To Address. 

E. Use your customer\\'s branded email address as the Reply To address. 

Correct Answer: BCE 

Note: 

*Key Elements of the RightNow CX August 2011 Releaseinclude: 

Enhanced Mailbox Branding - Provides a "Friendly From/Branded Address" field to increase personalization and
relevance for service and marketing emails. 

 

QUESTION 3

After an implementation of a Chinese Knowledge base, yourcustomer notices there are somesearch terms that are not
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found when searching through the knowledgebase under any use case. 

You have verified that there are answers for the search terms being searched, but you also verify that answers are not
being returned correctly. 

Identify the configuration change you would make to mitigate this problem. 

A. Update the answer keywords 

B. Verify that all selections of the target answer(s) contain the search terms you\\'re looking for. 

C. Create hidden div tags inside the answer\\'s question section to promote the matching of a given target search term
that isn\\'t being matched. 

D. Create entries for the word and its syntax in the dictionary file. 

E. Create alias and thesaurus entries with the correct target search terms. 

Correct Answer: E 

 

QUESTION 4

When using standard reports within the Analytics module there is a limit to what can be edited in each report. 

Select the two items that are editable on a standard report. 

A. Schedules 

B. Report Heading 

C. Non Selectable Filters 

D. Column Headings 

E. Graphs 

F. Permissions 

Correct Answer: AB 

Explanation: A: chooseEdit ReportDefinition 

In edit mode, on the Home tab, choose Scheduling. 

?Choose Add Schedule, and then change the format to HTML Email (Images/Charts sent in email) 

?Name the schedule, fill in your e-mail address, and set the recurrence to weekly. 

?Save your report. 

 

QUESTION 5

Your customer has a complex workspace that has 60 + tabs, 100 + data fields and over 200 + rules that are fired based
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on agent actions for their different business functions. 

Your customer has told you that their workspace is painfully slow and the call center agents cannot do their work. 

The customer would like to keep using a single profile for all their agents to simplify administration. 

You have condensed many of the rules in the workspace into named events to try and speed things up, but on the call
center agents\\' workstations its still just too slow. 

Which three options will speed up the agents\\' workspace? 

A. Reduce the number of tabs that need to be rendered 

B. Utilize workflow to split the workspace into more than one 

C. Reduce the number of data fields on the workspace 

D. Utilize a single workspace per business function and assign it to the profile 

E. Create workspace rules to hide unused tabs when the workspace loads. 

Correct Answer: ACE 

Explanation: *In many cases, a workspace contains many fields or controls that are applicable only in certain scenarios.
Set the default state (visibility, required setting, and read-only setting) to match the most-common cases, and then use
rules to handle the uncommon cases by dynamically showing/hiding/changing required or read-only settings. When
using rules to show or hide multiple fields/controls, try to group these items onto tabs or panels and hide/show just that
tab or panel. By following these best practices, you will make your rules easier to maintain and you will minimize
workspace flickering that can happen when you first show and then hide fields and controls. 

*Oracle RightNow Contextual Workspaces Cloud Service is a very powerful add-in option that gives you the ability to
tailor your workspaces to meet complex enterprise business needs. It can also make your agents more productive, by
providing them with what they need, when they need it. For example, you can show only the information and fields that
are relevant, based on ?What type of interaction it is ?Who the customer is ?Who the agent is ?What is happening
during the interaction 
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