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QUESTION 1

In a job application case for a call center position, all customer service agents must speak English, but positions for
Spanish, French, and German speakers are also available. During the interview process illustrated below, the Conduct
Interview assignment task must be routed to an interviewer who speaks the same language as the applicant. 

What is the best way to design routing so the correct interviewer is assigned the task? 

A. Route the job application to a specific user using the Use business logic option. 

B. Route the job application to an operator within a skilled group using the Specific user option. 

C. Route the job application to a specific queue using the Use business logic option. 

D. Route the job application to an approximately skilled operator using the Specific user option. 

Correct Answer: C 

 

QUESTION 2

Using the following Refund case life cycle, how do you design this case to skip the Item Return stage if the item will not
be returned? 
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A. Add an Item Retention alternate stage and define a process for retention of item. 

B. Add a decision in the Item process to change the stage when a return is not necessary. 

C. Add a condition to skip the Item Return stage when a return is not necessary. 

D. Replace the Wait step in the Item Return stage with a Change Stage step. 

Correct Answer: C 

 

QUESTION 3

An applicant submits a loan request. The system validates information on the loan application and calculates the credit
score of the applicant based on credit reports and the account history with the bank. 

If the credit score is unacceptable, the customer is notified of the result and the loan application is closed. 

If the credit is acceptable, the loan application is forwarded to a loan officer for review. 

If the loan officer approves the loan request, the loan application is sent to the underwriting department for processing. 

If the loan officer rejects the loan request, the customer is notified of the result and the loan application is closed. 

Select the case life cycle design that most closely follows the guidelines for identifying and naming stages for the use
case. 

A. Option A 

B. Option B 

C. Option C 

D. Option D 
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Correct Answer: A 

 

 

QUESTION 4

Consider the following user story: 

As an account owner, I want to be able to add a member to my account so I can give the member temporary access. 

Which two questions help you define the fields for the user view? (Choose two.) 

A. Will field information about the temporary member be stored in an external database? 

B. What fields does the account owner need to see to be able to add a temporary member? 

C. How do the fields for the temporary member need to be displayed? 

D. Do the fields about the temporary member need to be displayed in multiple languages? 

Correct Answer: BC 

 

QUESTION 5

A survey is sent to a customer via email. 

How do you configure a solution to ensure the email includes the case ID for the survey? 

A. Use the Insert Property feature of a Send Email step to add the case ID when composing the message dialog. 

B. Create a process using the Send Email step allowing representatives to quickly add the case ID to the email. 

C. Delegate a business rule so representatives can customize the email content as needed on a case-by-case basis. 

D. Create a required field for the case ID that must be entered by a user during the case process prior to sending the
survey. 

Correct Answer: B 
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