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1.This solution is hosted Software as a Service or SaaS-dedicated Chat solution.  

It provides both automated and live agent chat modes of operation with seamless escalation from 

automated to live. (Select one.)  

A. Avaya One Touch Video  

B. Avaya Automated Chat  

C. Avaya Customer Connections Mobile  

D. Avaya Call Back Assist  

Answer: B  

Explanation:  

Reference: http://www.avaya.com/usa/product/customer-connections (see the first bulleted point on the 

page)  

 

2.Which three statements best describe the business challenges that Avaya Aura® Contact Center can 

solve? (Select three.)  

A. Provide a consistent, high quality customer experience  

B. Voice channel is overloaded  

C. Use agents for tasks customers could do themselves  

D. High agent turnover due to low job satisfaction  

Answer: B,C,D  

 

3.Which Assisted Experience Management product or solution integrates seamlessly with Avaya 

Interaction Center? (Select one.)  

A. Avaya Aura® Call Center Elite  

B. Avaya Intelligent Customer Routing  

C. Avaya Context Store  

D. Avaya Aura® Contact Center  

Answer: B  

Explanation:  

Reference: http://assets.devx.com/avaya/IC_7_1wSIP_Datasheet.pdf  

 

4.HOTSPOT 

Match each Interaction layer solution with one of its key features. (For each definition on the left, select 

the corresponding solution from the drop-down list on the right.)  
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Answer:  

 

Explanation:  

Reference: http://www.avaya.com/usa/documents/svc4488-1-avaya-customer-connections-

brochure-f2.pdf  
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5.HOTSPOT 

Match the Performance layer products, applications, or solutions on the right to their description on the left. 

(For each description on the left, select the corresponding solution from the drop-down list on the right.)  

 

Answer:  
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Explanation:  

Reference: http://www.unitysystems.com.au/docs/cc_apac_solution_brochure.pdf  

 

6.Which of the following are products, applications, and solutions that reside within the Experience Layer 

of the CEM Framework? (Select four.)  

A. Avaya Proactive Contact  

B. Avaya Outbound Contact Express  

C. Avaya Control Manager  

D. Avaya Interaction Center  

E. Avaya Proactive Outreach Manager  

F. Avaya Aura® Orchestration Designer  

Answer: A,B,D,E  

Explanation:  

Reference: https://avaya-

learning.com/scormengine/ScormContentRoot/2C00070W_Avaya_Customer_Experience_Manag 

ement_Overview/data/downloads/2c00070o%20cem%20overview%20student%20guide.pdf (page 34)  

 

7.HOTSPOT 

Match the Experience layer products, applications, or solutions on the right to their description on the left. 

(For each description on the left, select the corresponding product from the drop-down list on the right.)  
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Answer:  
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Explanation:  

Reference: https://avaya-

learning.com/scormengine/ScormContentRoot/2C00070W_Avaya_Customer_Experience_Manag 

ement_Overview/data/downloads/2c00070o%20cem%20overview%20student%20guide.pdf (page 34)  

 

8.Which are three business challenges that Avaya Proactive Contact can solve? (Select three.)  

A. Keep operational cost down  

B. Keep existing customers  

C. Cost effective ways to grow business, increase revenue  

D. Voice channel is overloaded  

Answer: A,B,C  

 

9.HOTSPOT 

Match the issue to the solution that Avaya Control Manager offers. (For each issue on the left, select the 

corresponding solution from the drop-down list on the right)  
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Answer:  
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10.Which three statements best describe the business challenges that Avaya Media Processing Server 

(MPS) can solve? (Select three.)  

A. Increasingly demanding customers  

B. Outbound system complexity and reliability  

C. Increase Return on Investment (ROI)  

D. Cost control  

Answer: A,B,C 

 

11.Which definition applies to Avaya Aura® Orchestration Designer? (Select one.)  

A. Cloud application that listens to the relevant social networks, collects items posted, then processes 

those items  

B. An application which provides a visual, graphical design tool for developing service  
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C. A real-time and historical reporting application for Contact Center Environments  

D. A centralized administration solution for managing the key Avaya Contact Center and Unified 

Communication products in a solution  

Answer: B  

 

12.Which are Avaya Call Management System (CMS) deployment options? (Select four.)  

A. Dell 620 server for the mid range capacity option  

B. Dell 720 server for Enterprise capacity option  

C. Virtual (OVA on VMWare) Mid or high capacity configuration  

D. Dell 620 server for the low range capacity option  

E. HP NB56000c-cg server for Enterprise capacity option  

Answer: A,B,C,D  

 

13.Which Proactive product or solution must have RT_Socket installed for skill-based pacing for 

campaigns? (Select one.)  

A. Avaya Proactive Outreach Manager  

B. Avaya Proactive Contact  

C. Avaya Outbound Contact Express  

Answer: A  

 

14.HOTSPOT 

Match the Assisted Experience Management product or solution on the right to the appropriate 

component on the left. (For each description on the left, select the corresponding product from the 

drop-down list on the right.)  
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Answer:  
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15.Which of the Avaya Media Processing Server hardware options is quoted in the Enterprise 

Configurator tool? (Select one.)  

A. Media Processing Server 500  

B. Media Processing Server 1000  

C. Media Processing Server 1500  

Answer: B  


