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PRI #16
What is the primary finction of a "load balancer" in front of a pool of AICC UAP web servers?

e A To load the software onto agent computers.
e B. To manage the workload of individual agents.

e (. To distribute incoming agent connection requests evenly across the servers to prevent overload on any single one.
e D. To balance the audio levels of calls.
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What is the primary purpose of a "pilot number" in a contact center?

A. It is the main published number that customers dial to reach the contact center.
B. It is a test number used during the implementation phase.

C. It is a number used exclusively by agents to make outbound calls.

D. It is a number for emergency services.
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i =8 #18
Which AICC component is most directly involved in determining that a call from a "Platinum” customer should be routed to a
dedicated queue for senior agents?

A. The ICD, which is configured with routing rules based on customer attributes.
B. The CTI, which attaches the customer level to the call based on caller ID.

C. The UAP, which displays the customer level to the agent.

D. The IVR, which collects the customer’s level.
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PR #19
Which AICC component is responsible for generating Call Detail Records (CDRs) that are used for billing and reporting?

A. CTI Server
B. Media Server
C. UAP Client
D. IVR System
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FIRE #20
Which AICC capability is essential for supporting customers with disabilities, such as hearing impairments?

A. Silent monitoring,
B. TTY/TDD (Teletypewriter/ Telecommunications Device for the Deaf) support.

C. High-quality audio codecs.
D. Video call functionality.
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