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QUESTION 1

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

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

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

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

A. DORMANT_INCIDENTS 

B. CI_WAITING_CALC_DAYS 

C. CI_HOURS 

D. PURGE_DELETE_INCIDENTS 

E. MYQ_REOPEN_DEADLINE 

Correct Answer: A 

The DORMANT_INCIDENTS configuration setting specifies the number of days after which Solved incidents are
flagged as dormant by the agedatabase utility. To disable this feature, set this value to 0. If you set the
DORMANT_INCIDENTS setting to a value greater than that specified in the PURGE_DELETE_INCIDENTS setting, the
incidents will get purged before they can ever be set to dormant. By default, this feature is set to 0 which means
incidents are never flagged as dormant. 

 

QUESTION 2

Select the six actions that initiate the business rules engine to run its configured logic. 

A. A customer asks a question on the end user portal. 

B. An agent edits contacts, incidents, organizations, or tasks. 

C. A customer updates their contact details via the end-user pages. 

D. An agent edits an opportunity. 

E. The rules engine is updated. 

F. A customer adds more information to their incident via the end-user pages 

G. An agent creates or edits an answer. 

H. An administrator compiles the rules engine. 

Correct Answer: ABCDFG 
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Not E, not H: changes to the rules engine itself does not initiate the business rules engine. 

 

QUESTION 3

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 4

Your customer has five active agents, one agent profile, three products, and three incident queues (queue1, queue2,
and queue3). 

Their incidents are directed to each queue based on their three products. 

Each product is assigned a unique queue. 

The priority of queue to be worked are queue 1, queue2, and queue3. 

Identify which two items will solve this problem. 

A. Change the full policy for the agent profile to manual and instruct at least one of the agents to pull queue3. 

B. Change the pull policy for the agent profile to ""First Due. 

C. Create an escalation rule for the agent profile to "First Due". 

D. Create a new agent profile that has a reverse queue order and assign at least one agent to the new profile. 
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Correct Answer: CD 

 

QUESTION 5

Your customer would like to classify their incidents by the hierarchy of services they provide, and will route customer
web form incidents to agents according to the type of help selected and by service in the hierarchy. 

Select the two statements that would satisfy these requirements. 

A. Use the product field to identify the services and the disposition field to identify the customer\\'s incident type of help. 

B. Use the product field to identify the services and the category field to identify the customer\\'s incident type of help. 

C. Use the product field to identify the services and an incident custom field to identify the customer\\'s incident type of
help. 

D. Use the category field to identify the customer\\'s incident type of help, and an incident custom field to identify the
services. 

Correct Answer: BC 
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