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A2 #80
What does the term "Service Virtualization” refer to in the context of AICC component design?

A. The ability of the UAP to run in a web browser.

B. Running the AICC software on virtual machines.

C. Abstracting the underlying telephony hardware so the application uses a standard API (like TSAPI or JTAPI).
D. Creating virtual agents powered by Al

o2
m
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EE #81
In AICC, what is the technical implementation difference between a "supervisor monitoring a call" and a
"Supervisor barging into a call'?

A. Monitoring requires the agent's permission, while barging does not.

B. Monitoring is passive listening, while barging creates a 3-way conference where the supervisor can speak.
C. Barging is only available for voice calls, while monitoring works for all channels.

D. There is no technical difference; it's just a permission setting.
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EE#82
In an omni-channel implementation, what is the technical challenge of maintaining a "persistent conversation state" when a customer
switches froma web chat to a voice call mid-conversation?

A. Tt can only be done if the voice call is placed through a special link in the chat window.

B. It is impossible to achieve without the customer providing an identifier each time.

C. It requires a shared session database that both the chat server and CTI can access with a common session ID.
D. The UAP automatically handles this without any additional configuration.
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HEE #83
For a outbound collections campaign, which dialing mode provides the best balance between compliance (avoiding harassing calls)
and agent efficiency by presenting the customer information before the call is placed?

A. Progressive Dialing
B. Power Dialing

C. Preview Dialing

D. Predictive Dialing
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HE #84
In the context of AICC, what does "ACD" stand for?

A. Agent Call Desk

B. Audio Codec Device

C. Automatic Call Distributor
D. Automated Call Director
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