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QUESTION 1

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
"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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QUESTION 2

Your customer would like a high, medium, or low severity level assigned to each incident. The agents will service the
incidents using a queue representing each severity. Which option shows the minimum steps required to satisfy the
requirements? 

A. Create incident queues and severities 

B. Create incident statuses, queues, and severities 

C. Create incident severities 

D. Create incident statuses and queues 

Correct Answer: A 

 

QUESTION 3
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Your customer has asked that all of the knowledge base answers be updated with new address and contact details. 

There are about 500 answers existing to date and your client informs that they will be moving again at the end of the
year and do not have the man power to keep this up to date on an ongoing basis. Your client has three interfaces for
each of their lines business that will all have differentinformation. 

What do you tell your client to configure? 

A. Search for all answers with the address and update them. 

B. Call support and have them run a search and replace on the database. 

C. Create variable and update all answers to include it. 

D. Create a standard text to include the new addresses and update all the answers to include it. 

Correct Answer: D 

 

QUESTION 4

Which are two true statements about chat surveys? 

A. You can create a chat rule to email a transactional survey to the customer at the end of a chat. 

B. Sending a link to a survey can only be done by the agent during or at the end of chat. 

C. You can create a chat rule to pop up a transactional survey at the end of a chat. 

D. When displaying a link to a chat survey, customer information cannot be linked back to the chat. 

Correct Answer: AC 

Note: *Chat Surveys Oracle RightNow Chat Cloud Service facilitates real-time chat sessions between your agents and
customers visiting your Website. Completion of a chat session is a prime time to gather feedback measuring the
effectiveness of the chat channel and to gain deeper insight into your online customer experience. Configurable chat
business rules enable you to present customers with a Website link survey when the chat session is complete or when
the chat is canceled(C). A transactional survey may also be e-mailed to the customer after the chat is completed instead
of "popping" the survey to the screen.(A) 

*As part of the Oracle RightNow CX Cloud Service solution, there are at least 11 different ways to listen to your
customers: transactional surveys, broadcast surveys, Website link surveys, chat surveys, voice surveys, surveys by
proxy, answer feedback, site feedback, social monitor, support community, innovation community, and periodic review
of incidents. 

 

QUESTION 5

Identify the four guidelines that are relevant with regard to web accessibility. 

A. Support increased text sizes. 

B. Ensure color alone is not used to convey content. 

C. Avoid background sound. 
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D. Ensure no underlined content exists. 

E. Provide multiple methods for finding content. 

F. Ensure all alternate text is unused. 

Correct Answer: ABCE 
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