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I #81
Which AICC component would be responsible for enforcing a business rule that limits the number of password reset requests a
single customer can initiate via [VR within a 24-hour period?

e A. The IVR application logic itself, using a counter variable.
e B. The CMS reporting system

e (. The agent supervisor through the UAP.

e D. The network firewall.

EfE: A
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P #82
In a capacity planning exercise, if the offered traffic is 20 Erlangs and the target Grade of Service (GoS) is P.
01, what does the Erlang B table tell you?

A. You need 20 agents to handle the load.

B. Youneed a number of trunks such that only 1% of calls will be blocked.
C. The average call duration is 1 minute.

D. The average speed of answer will be 20 seconds.

IEf#: B

HM #83
In AICC reporting, what is the significant difference between "Service Level" and "Service Level Target'?

A. Service Level is a historical calculation, while Service Level Target is a goal set in the configuration.
B. Service Level applies to emails, and Service Level Target applies to calls.

C. Service Level Target is managed by the IVR, and Service Level is managed by the ICD.

D. They are identical terms.

Ef: A

P #84

A customer wants to integrate AICC with their Salesforce CRM using an API. The requirement is to screen- pop not just the
contact record but also the entire case history and related knowledge base articles. Which AICC component is primarily responsible
for orchestrating this complex data retrieval and presentation on the UAP?

e A. The CTI server makes a direct SQL query to the CRM database.

¢ B. A dedicated Integration Bus or Middleware component handles the API calls and data aggregation before sending it to the
UAP.

e C. The UAP itself uses a pre-configured widget or iframe to display the CRM page.

e D. The ICD engine fetches the data as part of the routing logic.

IEf#: B

H #85
When sizing the database server for AICC, which type of database workload is most typical?

A. The database is only used for storing configuration.

B. A mix of transactional (e.g., recording CDRs) and analytical (e.g,, generating reports) queries.
C. Purely transactional workloads.

D. Purely analytical workloads.
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