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NEW QUESTION 1
Which two actions can you take when using Application Composer to create a new Trouble Ticket object?

A. You can create a field rule or a field trigger on a field of the Trouble Ticket object but not both on the same field.
B. You can create a trigger on the Trouble Ticket object using the Upon Import Into Database trigger event to update the custom “OpenTroubleTickets” of the
Account object.
C. You can set a field rule to validate that the Priority field of the Trouble Ticket object is between 1 and 5
D. You can set an object rule to validate that a Trouble Ticket of Priority 1 cannot be saved without being assigned to a staff member.

Answer: BC

NEW QUESTION 2
What three things should you do once you have established a global default coverage?

A. Create an ESS job to Monitor Service Request Milestones.
B. Create an ESS job to Aggregate Service Requests.
C. Use Application Composer to configure warning emails about milestone compliance events.
D. Use Application Composer to include milestones on the Service Request Layout if desired.

Answer: ABD

NEW QUESTION 3
Identify three considerations before starting the configuration of assignment rules to service requests.

A. the attributes of queues to use as criteria for your rule assignments
B. the candidates of service requests to use as criteria for your rule assignments
C. the candidates of queues to use as criteria for your rule assignments
D. the attributes of service requests to use as criteria for your rule assignments
E. the rule sets you want to create and the rules to include in each rule set

Answer: BCE

NEW QUESTION 4
You are at the beginning of an Engagement Cloud implementation project and your team is not able to find some of the email setup tasks.
Which is the main reason for this issue?

A. There are no specific e-mail tasks available.
B. The environment was not provisioned correctly and the service module is missing.
C. The team members don’t have the Email Administrator Role provisioned.
D. The team members have not established the e-mail feature on the Offerings page.

Answer: D

NEW QUESTION 5
To create a new Survey object, you create a sandbox and set it as active.
Which two statements are correct while creating your Survey object in Application Composer?

A. Multiple users cannot use your sandbox at the same time.
B. You can set a second sandbox as Active at the same time in order to begin working on another new object.
C. Your changes won’t be available to any other sandbox or to any application in the mainline application layer until you have published your sandbox.
D. Your changes are isolated and do not impact other users’ configuration environments or the production environment.

Answer: CD

NEW QUESTION 6
Which two statements are true about system-to-system authentication between Digital Customer Service (DCS) and Oracle Engagement Cloud?

A. It does not require matching passwords between Engagement Cloud and DCS.
B. It is configured exclusively via the Engagement Cloud Security Console.
C. It enables anonymous users to search the DCS knowledge base.
D. It must be configured by a user signed in to the Oracle Visual Builder Cloud Service with a valid developer or administrator account.

Answer: BC

NEW QUESTION 7
Immediately after your production deployment of Engagement Cloud your users report that the media toolbar is not being displayed.
Which are two reasons for this behavior?

A. You have not enabled the Computer Telephony Integration (CTI) service.
B. The only toolbar enabled is the default one, and you must configure at least two.
C. You did not enable the vertical toolbar which is required, while the horizontal is optional.
D. The signed-in user does not have the appropriate access privileges to a toolbar.
E. You entered a toolbar height that is not more than 70 pixels.

Answer: 
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AC

NEW QUESTION 8
Which statement is correct when describing the process of adding assignment rules from Service Setup?

A. Use the “Manage Service Assignment Rules” task, access the appropriate rules sets, create new rule(s), add conditions and actions, save and publish.
B. Use the “Manage Service Request Assignment Object” task, access and lock the appropriate objects, create new rule set(s), add conditions and actions, save
and publish.
C. Use the “Manage Service Assignment Rules” task, access and lock the appropriate rules sets, create new rule(s), add conditions and actions, save and close.
D. Use the “Manage Service Request Assignment Object” task, access the applicable service requests, create and apply new rule set(s) to the service requests,
add conditions and actions, save and close.

Answer: D

NEW QUESTION 9
Identify two correct options about Application Composer, as the primary web-based tool within Engagement Cloud used to modify standard and custom objects.

A. It allows edits to dashboard pages.
B. It requires the use of a sandbox to modify the fields associated with standard and custom objects.
C. It requires proper permissions to use the tools and additional permissions to edit the desired object.
D. In includes a preview option for all standard and custom object pages.

Answer: B

NEW QUESTION 10
You have just created a new Digital Customer Service (DCS) application and now you need to add a
user-registration option.
Which three steps should you perform to configure user self-registration in your DCS application?

A. Configure the self-registrations to restrict registration to only existing Contacts.
B. Configure your self-registrations so that they are automatically approved.
C. Enable the self-registration steps in the “Manage Digital Customer Service Registration Profile Options” task.
D. Disable the anonymous access option in your DCS application.

Answer: ABD

NEW QUESTION 10
Which two are true characteristics about the lifecycle of a service request?

A. If required, users can manually set the “Closed” status for a service request.
B. Users can reopen a service request when the status is set to “Closed”.
C. Users can reopen a service request when the status is set to “Resolved”.
D. “Closed” status is set by an automatic job after a specified number of days.
E. “Customer working” is one of the five seeded status types.

Answer: CD

NEW QUESTION 15
Which three statements are true?

A. Oracle Engagement Cloud shares a common data model with Oracle Sales Cloud and other Oracle Cloud Applications.
B. Oracle Engagement Cloud shares a common customization toolset including Sandboxes, Application Composer, Page Composer and Groovy scripting, with
Oracle Sales Cloud and other Oracle Cloud Applications.
C. Like other Oracle Cloud Applications, Engagement Cloud provides REST APIs to integrate with other services.
D. Like other Oracle Cloud Applications, Engagement Cloud provides SOAP APIs to integrate with other services.

Answer: ACD

NEW QUESTION 17
What should you do to enable Password Reset in Digital Customer Service (DCS)?

A. Add the Password Reset component to your DCS application.
B. Instruct users that they can only change their password by chatting with an agent.
C. Enable the “Password Reset” option in the User Administration component.
D. Obtain the Change Password Link and add it to your DCS page.

Answer: D

NEW QUESTION 20
Which two are required to publish a completed Digital Customer Service (DCS) application?

A. a single “publish” action to complete the task
B. nothing (DCS applications are always available to all users.)
C. moving the application to Staging and subsequently to Production status
D. system administrator approval
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Answer: BC

NEW QUESTION 23
Your client has already established a product catalog of sales products and now wants to include service products to categorize service requests. You suggest the
creation of a new catalog.
What are two advantages of creating a new service catalog instead of using an existing one?

A. requires less work and effort
B. allows use of a simpler hierarchy
C. allows the display of a product hierarchy specifically for service purposes
D. allows you to use the same product hierarchy as sales

Answer: AD

NEW QUESTION 25
You need to extract all service Request (SR) data from your Engagement Cloud site from the last 12 months. Identify two valid approaches to get this large volume
of data.

A. You can schedule a single export as an ESS job (also known as a “scheduled process”) for all 12 months of SR data.
B. You can download large volumes of SR data from the Analytics interface.
C. You must retrieve large volumes of data through a REST API endpoint.
D. You can schedule incremental exports as ESS jobs (also known as a “scheduled process”) on a periodic basis, such as weekly or monthly.

Answer: AB

NEW QUESTION 27
Which two steps are needed to create a new business object in Digital Customer Service?

A. Assign the new business object to a new component.
B. Assign object access roles to an administrative user.
C. Map a Visual Builder Cloud Service business object to the object API.
D. Assign the new business object to a page.

Answer: BC

NEW QUESTION 31
Your customer is not able to use category filters for search and recommended results of Knowledge articles in his environment.
Which of the following is causing this behavior?

A. The user doesn’t have the role ENABLE_LOCALE_FILTER_ROLE.
B. The profile CSO_ENABLE_KNOWLEDGE_FAVORITING is set to N.
C. The batch job for recommendations has not been executed.
D. The profile CSO_ENABLE_SVC_KMHOME is set to Y.
E. The profile CSO_ENABLE_CATEGORY_FILTER is set to N.

Answer: A

NEW QUESTION 32
Your customer has asked to investigate a possible bug in their Engagement Cloud Knowledge Base. Users are authoring and publishing articles but these articles
are not visible to other users even though the visibility for every article is set to all users.
What could be causing this behavior?

A. Authors need to make their articles available in order to set them as favorites, so other users can be notified as the articles are updated.
B. Articles are available to users only after the application updates the knowledge base search inde
C. This happens at regular intervals and there might be some elapsed time before the search index is updated.
D. There is a configuration failure in the publishing tas
E. A user provisioned as “Knowledge Manager” must ensure that the “automatic refresh for articles” option is set to “Yes” from the “Manage Administrator Profile
Values” task.
F. Users that want to see immediate updates to articles must have the article in their favorites, so that it is identified as a document of interest and the user will be
informed that there has been an update published.

Answer: B

NEW QUESTION 34
Your Engagement Cloud site has had the knowledge function enabled. Your internal users want to author articles. Unfortunately, they cannot find the option to
create new articles.
What option could cause this problem?

A. The User Group selected for authoring articles has been set to ‘External”.
B. The Base Locale for the articles has not been enabled in the correct language.
C. Users have not been given the “Knowledge Analyst” role.
D. The “Show article snippet in search and recommend” option has not been selected in the task “Manage Administrator Profile Values”.

Answer: C

NEW QUESTION 38
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You are creating or editing a SmartText entry. Which four options can you insert into the entry?

A. URLs
B. Tables
C. Images
D. Variables
E. Text
F. Other SmartText entries

Answer: BDEF

NEW QUESTION 39
Your customer has the following requirement: when filtering service requests an agent wants to see by default all those service requests that are “New”, whose
channel type is “Web”, and are assigned to them.
Which five activities should be completed by an agent on the SR list page in order to create an appropriate personalized service request search filter?

A. In Advanced Search, confirm Record Set = Assigned to Me.
B. Change the section identified with Status = New
C. In Advanced Search, save and select the “Set as Default” box.
D. In Advanced Search, select Action > Update.
E. Click the Show Advanced Search icon.
F. In Advanced Search, Add Channel Type = Web.

Answer: ABCEF

NEW QUESTION 43
Which two keyboard shortcuts can be modified?

A. OK
B. Create Service Request
C. Cancel
D. Save and Continue
E. Save and Close

Answer: AB

NEW QUESTION 48
One of your service agents needs a new search filter on his Service Requests’ list page. How can the agent achieve this?

A. Add fields from the advanced search functionality.
B. Grant the agent Administrator permissions to add new search filters.
C. Create a new search through the application composer.
D. Create several personalized searches and create them to each other.

Answer: C

NEW QUESTION 53
......
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