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A2 #11
Which factor is most critical when designing the user experience (UX) for the IVR self-service system?

A. The IVR should never transfer the caller to an agent.

B. The voice of the recorded prompts should be very friendly.

C. The number of options should be minimized, and the menu structure should be logical to avoid caller frustration.
D. The background music should be popular songs.
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EE#12
Which AICC component would be responsible for executing a complex business rule such as: "If a customer is a 'Gold' member and
their call wait time exceeds 30 seconds, automatically create a callback request and place them back in the queue with a high

priority"™?

A. The IVR system for collecting the member level.

B. The CMS reporting module for historical analysis.

C. The CTI server for monitoring wait time.

D. The Workflow Engine, which can interact with the ICD and CRM.
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A2 #13
‘What is the main technical advantage of using "OPUS" as an audio codec for VoIP in AICC?

A. Tt is the oldest codec and has the widest compatibility.

B. It is a versatile codec that provides high quality at low bitrates and is well-suited for variable network conditions.
C. It is only used for video calls.

D. It uses the most bandwidth, guaranteeing the best quality.
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AE#14
What is the primary finction of a "load balancer" in front of a pool of AICC UAP web servers?

A. To load the software onto agent computers.

B. To distribute incoming agent connection requests evenly across the servers to prevent overload on any single one.
C. To balance the audio levels of calls.

D. To manage the workload of individual agents.
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AEH#15
The G.729 audio codec provides higher audio fidelity and lower bandwidth consumption compared to the G.
711 codec.
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