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QUESTION 1

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. 

Correct Answer: ACD 

 

QUESTION 2

Your customer noticed that all incoming messages containing MIME attachments that are either text or HTML are not
beingreceived. 

What is the problem? 

A. An administrator needs to set the profile option SVC_EMAIL_PROCESS_UNKNOWN_CUST to Y and schedule the
process. 

B. The configured frequency to retrieve emails is too long. 

C. Incoming messages have a custom filter. 

D. Incorrect configuration of the inbound profile option: SVC_INBOUND_EMAIL_MAX_ATTACH_SIZE. 

Correct Answer: C 

 

QUESTION 3

Your customer sells many kinds of specialized electronics equipment. When creating a service request (SR), an agent
searches the product categories and chooses the appropriate type of equipment for that SR. 

Identify three advantages of selecting the category correctly. 

A. The hierarchical structure of the categories helps to improve the service request classification. 

B. Categories determine the steps an agent must follow to close the service request. 

C. Categories facilitate the assignment of an agent to the service request. 

D. Categories improve the filtering ofKnowledge articles that might contain a potential solution to the problem. 

E. Filter the selection of the product related to the service request, when filtering by a particular category. 



Correct Answer: ACD 

 

QUESTION 4

Digital Customer Service application configuration settings in json.cfg include which four options? 

A. Default communication preferences 

B. Knowledge management language locales 

C. Default chat channel preferences 

D. Service request links 

E. Knowledge management article links 

F. Product and category filtering 

G. Default notification preferences 

H. Default timezone 

Correct Answer: BDEF 

 

QUESTION 5

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. Theteam members have not established the e-mail feature on the Offerings page. 

Correct Answer: D 

 

QUESTION 6

Identify two correctstatements about the way Visual Builder Cloud service (VBCS) and Digital Customer Service (DCS)
are related. 

A. VBCS is a visual development tool for creating applications in DCS. 

B. DCS is an Offering in Engagement Cloud and VBCS is another Offering in Engagement Cloud. 

C. DCS is an Offering in Engagement Cloud and VBCS is part of that Offering. 

D. DCS is a visual development tool for creating applications in VBCS. 



Correct Answer: AC 

 

QUESTION 7

Which three types of data are included in the interaction associatedwith a normal call flow? 

A. Start time of the call 

B. Agent name 

C. Service Request create date 

D. Contact name 

E. Channel 

Correct Answer: BCD 

 

QUESTION 8

Which two options are true about reporting on milestones? 

A. Administrator-defined milestone data is not included in Analytics. 

B. No standard reports onmilestones are provided. 

C. Milestone reporting is performed via the CRM Service Request Real-Time subject area. 

D. An as-delivered SLA Infolet shows near-overdue and overdue milestones. 

Correct Answer: AD 

 

QUESTION 9

Which two options are true about role synchronization for Digital Customer Service (DCS)? 

A. is required for every DCS instance 

B. also synchronizes userIDs and passwords between DCS and Engagement Cloud 

C. enables DCS user authentication through an identity management service (such as Engagement Cloud identity
management) 

D. is real time 

Correct Answer: AD 

 

QUESTION 10



Which option describes the automated page presentation for incoming calls? 

A. a feature that displays a caller-appropriate application page based on your customer\\'s native language when you
answeryour phone 

B. a feature that displays a caller-appropriate application page based on a set of navigation rules defined for your
customer when you answer your phone 

C. a feature that displays a detailed caller profile based on a customizable set of parameters defined for your customer
when you answer your phone 

D. a feature that displays a detailed caller profile based on your customer\\'s country when you answer your phone 

Correct Answer: D 

 

QUESTION 11

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
articlesare updated. 

B. Articles are available to users only after the application updates the knowledge base search index. This happens at
regular intervals and there might be some elapsed time before the search index is updated. 

C. There is a configuration failure in the publishing task. 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. 

D. Users that want to see immediate updates to articlesmust 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. 

Correct Answer: B 

 

QUESTION 12

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 addnew search filters. 

C. Create a new search through the application composer. 

D. Create several personalized searches and create them to each other. 

Correct Answer: C 
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