Q zendesk training Events Certification Courses . v

Zendesk Explore CX Analyst Practice Exam

You have completed the quiz!

Your score:
12 of 25 Correct (48%)

Elapsed time:
23 minutes

Question 1: X Incorrect answer In which of these scenarios should an analyst use median instead of average?

The data is full resolution time. This data tends to have a significant number of
tickets that are solved immediately or that linger for months.

Question 2: X Incorrect answer An analyst has been tasked with displaying the total sum of SLA breaches so that
each region has its own chart that can be further broken down.

How can the analyst accomplish this?

Use an explosion to slice by regions.

Question 3: ¥ Correct answer Which filter should be used to limit the result values within a specific numeric

range in a query?

- Metric Filter

Question 4: X Incorrect answer A company implemented two custom fields to identify:

1. Client value - results are low, medium and high
2. Churn risk - results are low, medium and high

The analyst has been asked to report specifically on high-value clients at high risk
of churn, so account managers can reach out and offer extra support.

How should the analyst limit the query to show results only for these clients?

Show results by requester organization filtered for high client value and high
churn risk.

Question 5: ¥ Correct answer An Admin notices a downward trend in customer satisfaction over the last few
weeks and wants to get a closer look at when the trend began and how significant
the decrease has been.

Which chart interaction can the Admin use to analyze the weeks where a dip

occurred without slicing by a different attribute or creating an entirely new chart? M
Focus
Question 6: ¥ Correct answer Which aggregator can be used with the pre-built Full resolution time (days) metric?
MED
Question 7: ¥ Correct answer Which two aggregators can be used with the Tickets metric?
COUNT
D_COUNT
Question 8: X Incorrect answer Which feature can be used to create a repeat pattern, comparing a data point this

year to the exact same point last year?

Advanced date range

Question 9: X Incorrect answer Which two time ranges can only be accomplished with an advanced time filter?

- January of every year

From the beginning of 14 days ago to today

Question 10: ¥ Correct answer An analyst wants to visualize a daily trend that includes the number of tickets over

the past 30 days with
the median full resolution time on a second axis, without making any unnecessary
calculations.

How can the analyst achieve this requirement? l

- Use a filter on ticket solved date for the last 30 days with the solved tickets and
full resolution time metrics.

Question 11: ¥ Correct answer Table:

Ticket ID Ticket Satisfaction Rating
1001 Offered
1002 Good
1003 Bad
1004 Offered
1005 Unoffered
1006 Unoffered
1007 Good
1008 Bad
1009 Good
1010 Good

Standard Calculated Metric named "Rated Tickets":

IF [Ticket satisfaction rating]="Good" OR [Ticket
satisfaction rating]="Bad"

THEN

[Ticket ID]

ENDIF

Aggregator: COUNT(Rated Tickets).

Given the components above, what is the result of the calculation?

Question 12: ¥ Correct answer An analyst wants to make a table showing tickets by group, but only for specific
ticket groups.

What calculated attribute should be used in the query to achieve this?

A set made from the ticket group attribute, where only the specific ticket groups
are chosen.

Question 13: X Incorrect answer A company has two clients that all have multiple results for requester organization,
and a dozen clients that all have just one requester organization each.

The finance team has asked the analyst to display the number of tickets submitted
in a table, organized into a hierarchy of Client A, Client B and Other Clients, to

show the totals for each.

What calculated attribute(s) should the analyst use to make this query?

A Group attribute based on requester organization to make three groups, for
Client A, Client B, and Other Clients, to use with the requester organization.

Question 14: X Incorrect answer Which two attributes are default Explore attributes?

- Assignee name

Ticket subject

Which two options can be used?

- Apply a data filter by ticket channel on the dashboard.

- Add change attribute filters on the dashboard.

Question 18: X Incorrect answer Two colleagues are agents in the same Zendesk account. The agents are viewing
the same dashboard with the same filters applied, however, are seeing different
numbers on the queries.

What is causing this difference?

The agents have different time zones set in their Zendesk user profile time
zones.

Question 19: « Correct answer An Admin wants to share and collaborate on an Explore dashboard with another
Zendesk agent. The Admin wants to ensure the agent has the correct access to
edit the dashboard once it has been shared.

How can the Admin accomplish this task?

Ensure the agent is an Explore Editor or Admin, open the dashboard and select
'share.' Select the agent from the list of available users.

Question 20: ¥ Correct answer An agent shares a dashboard in Explore with another agent who has editor
permissions.

What are three actions the agent with editor permissions now has access to do?

- Add queries to the dashboard.

- Delete the dashboard.

Schedule deliveries of the dashboard.

Question 21: ¥ Correct answer An Editor scheduled a dashboard delivery to a group of agents. Now, the Editor
wants to add more agents to the delivery.

What are two ways this requirement can be accomplished?

~ In Support, add the new agents to the previously scheduled group.

From the dashboard, click Schedule, then add more recipients.

Question 22: X Incorrect answer A dashboard displaying the number of tickets assigned to an agent does not match
the actual number of tickets in the agent's Zendesk account.

What steps should the analyst take to troubleshoot this discrepancy?

Check date and data filters, bookmarks, timezone, when the data was last
updated, open the queries separately.

Question 23: ¥ Correct answer An analyst is asked to schedule a Support Operations dashboard, for automated
weekly delivery, to the Operations team.

Which role provides the minimum level of access required to complete this task?
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Question 24: X Incorrect answer After an analyst leaves the company several scheduled dashboard deliveries that
the analyst created must be deleted. Although Viewer permissions are granted, no
scheduled deliveries are showing on the Scheduled deliveries page of the
dashboard.

How can the scheduled dashboard deliveries be deleted?

Ask an Admin to delete the schedule from the Dashboard email delivery page of
the Explore admin menu.

Question 25: X Incorrect answer An analyst needs a query of tickets created per month over the years. However,
the tickets are being organized by month and then by year instead of displaying in
chronological order as desired.

How should the analyst fix this issue?

Move Ticket created - Year above Ticket created - Month in the attribute order.
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