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HM #33
What is the fimdamental technical difference between "Skill-Based Routing" and "Behavioral Routing” in an advanced AICC ICD
implementation?

e A Skil-Based Routing is configured statically, while Behavioral Routing is always dynamic and requires no configuration.

¢ B. Skill-Based Routing uses agent proficiency levels, while Behavioral Routing analyzes real-time customer sentiment to select
an agent.

e (. Skill-Based Routing is for voice calls only, while Behavioral Routing is for digital channels.

¢ D. They are synonymous terns for the same functionality.
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HH #34
‘When designing an AICC solution for a financial institution that must adhere to PCI DSS compliance for payment processing, what
is the most secure method to handle Dual-Tone Multi-Frequency (DTMF) tones entered during an IVR payment sequence?

A. Route the call to a dedicated, isolated IVR platform that is entirely outside the AICC environment.

B. Implement DTMF masking at the media server level, preventing tones from being stored in call recordings or logs.
C. Use a pause-and-resume recording method to momentarily stop recording during payment entry.

D. Record the entire call including DTMF tones and encrypt the recording at rest.

IEf#: B

B #35
What is the primary finction of a "hunt group" in contact center routing?

A. To define a set of agents or queues that can be targeted by a single pilot number.
B. To record calls for a specific group of agents.

C. To provide background music for callers on hold.

D. To manage outbound dialing campaigns.

Ef: A

B #36

Which AICC architectural principle is key to achieving scalability, allowing you to add more ports or agents by adding more servers
of a specific type?

A. Monolithic Design

B. Shared-Tenant Database

C. Proprietary Hardware Appliance

D. Modular, Component-Based Design

IEf#: D

A #37

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?

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

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

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

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