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Question: 1 
   
Which two statements are true about mailboxes? 
 
A. Techmail isresponsible for pulling emails from single or multiple mailboxes. 
B. Outreach mailing uses a mailbox that is configured for processing emails between customers and 
agents. 
C. The Dbtstatus utility is responsible for having incidents created after an emailis sent to the Service 
Cloud mailbox. 
D. The Techmail utility is responsible for creating incidents when an email is sent to the Service Cloud 
mailbox. 
E. Mails sent out from Oracle Service Cloud will always have custhelp.com in the email address. 
 

Answer: A, D     
 

Question: 2 
   
A customer is using standard reports within the analytics module. Which two can be edited in a standard 
report? 
 
A. column headings 
B. permissions 
C. schedules 
D. report headings 
E. non-selectable filters 
F. graphs 
 

Answer: C, D     
 

Question: 3 
   
A customer is using a service level agreement (SLA) to calculate resolution due dates automatically 
when an SLAinstance is added to an incident. What setup is required for resolution due calculations? 
 
A. Create a custom incident milestones report and add it to a custom incident workspace 
B. Add all the holidays observed by your organization. 
C. Define default response requirements. 
D. Use business rules to automatically calculate dates 
 



Answer: A     
 
Explanation: 
https://docs.oracle.com/cloud/august2017/servicecs_gs/FAMUG/_service.htm#FAMUGai1215329 
 

Question: 4 
   
Which three statements are true about Service Level Agreements? 
 
A. They enable you to specify the duration for which an incident can be kept in waiting status. 
B. They enable you torestrict what agents can view as part of navigation on the console. 
C. They enable you to restrict the knowledge articles that are viewed by end users in the Customer 
Portal. 
D. They enable you to restrict the number of incidents raised by end users through various channels. 
E. They enable you to set a timeline for an agent to respond to an incident. 
F. They enable you to set the reports that are visible to an agent. 
 

Answer: A, C, E     
 

Question: 5 
   
In your company, Oracle Service Cloud has workspaces where there aremultiple reports and browser 
controls embedded for various requirements. You receive a complaint that the initial loading of the 
workspaces is very slow. 
What is the quickest solution to speed up incident workspace loading? 
 
A. Removing fields in the workspaces 
B. Placing objects on different tabs and splitting the loading across multiple tabs 
C. Utilizing workflows and splitting functionality into more than one workspace 
D. Creating multiple workspaces per business function and assigning to different profiles 
 

Answer: D     
 

Question: 6 
   
A contact center supervisor wants to assign an incident to an agent, A1. However, the supervisor finds 
that A1 is not available in the Assigned drop-down list in the incident workspace. 
What could be the reason? 
 
A. The profile to which the agent is assigned does not have the Interface Access checkbox selected. 
B. The profile to which the agent is assigned does not have a navigation set assigned. 
C. The profile to which the agent is assigned does not have the incident workspace assigned. 



D. The profile to which the agent is assigned does not have the Incident Read option selected on the 
Permissions > Services tab. 
E. The profile to which the agent is assigned does not have to appear in the Menu option selected on 
the Services tab. 
 

Answer: A     
 

Question: 7 
   
A customer is trying to import a report when the following error occurs: 
"The selected Report Definition File is not a valid file exported by the Report Designer Export function, 
or the exported file has been modified." 
Which two options will resolve this error? 
 
A. Check the customized regional and language settings of your workstation or personal computer. 
B. Check if the exported file was generated by a product version that is older than the existing product 
version. 
C. Update the hash value to match the hash declared at the end of the file. 
D. Reduce the picture scale of the report. 
 

Answer: A, B     
 

Question: 8 
   
Examine these functions: 
f1- apply() f2 - setup(), f3 - validate(), f4 - cleanup(), f5- fetchObject() 
What is the correct sequence of execution of these functions during customprocesses testing? 
 
A. f2, f5, f3, f1, f4 
B. f1, f2, f5, f3, f4 
C. f5, f2, f3, f4, f1 
D. f2, f5, f1, f3, f4 
E. f1, f2, f4, f3, f5 
 

Answer: A     
 


