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NEW QUESTION 1
What is a recommended way to migrate data from an external system while ensuring that the data adheres to data quality rules established for the Salesforce org?

A. Cleanse the data outside of Satesfbrce and then migrate the data.
B. Use the Salesforce data loader to load and cleanse the data.

C. Use the Salesforce import wizard to load and cleanse the data.

D. Upload the data into Salesforce and then run data cleansing tools.

Answer: A

NEW QUESTION 2

The Support Manager at Universal Containers is getting inaccurate agent performance reports. After researching the data, the Salesforce Administrator has
identified hundreds of cases that are closed, but still owned by a queue.

Which two solutions should a Consultant recommend to correct this problem? Choose 2 answers

A. Create a case assignment rule to ensure cases are owned by a user when closed.
B. Use a data tool to update the owner field on closed cases.

C. Create a Process Builder and Flow to change the owner on closed cases.

D. Create a case validation rule to ensure cases are owned by a user when closed.

Answer: AB

NEW QUESTION 3
Which three tasks should be included in a business continuity plan for a contact center? Choose three answers

A. Route cases to agents in an alternate center.

B. Disable the Interactive Voice Response system.

C. Deliver training on case handling for contingent staff.

D. Update the case status field values.

E. Monitor service level agreements (SLAs) and notify customers.

Answer: ACE

NEW QUESTION 4
Which Lightning Service Console feature should be used to enable Service Reps to send emails with attachments to customers based on the Case details?

A. Process Builder

B. Lightning Knowledge
C. Macros

D. Visual Workflow

Answer: A

NEW QUESTION 5

Universal Containers has built a custom Visualforce page called "Knowledge" that is used internally to access Classic Knowledge.
Which two steps must be taken to ensure the Visualforce page continues to work after migrating to Lightning Knowledge?
Choose 2 answers

A. Remove Apex code references to the Article RecordType field.

B. Configure the Visualforce page to use the Lightning Design System.
C. Rename the Visualforce page to "Lightning Knowledge"

D. Remove Apex code references to the ArticleType field.

Answer: BC

NEW QUESTION 6
Universal Containers provides Customer Support for two separate business operations. The cases managed for each operation have different steps and fields.
Which three features could be implemented to support this? Choose 3 answers

A. Omni-Channel

B. Page Layouts

C. Record Types

D. Support Processes
E. Article Types

Answer: ACD

NEW QUESTION 7

Universal Containers runs a support operation with multiple call centers. The Support Manager wants to measure first-call resolution by call center location, agent,
and calendar month.

Which reporting solution should the Consultant recommend?

A. Create a list view report that includes fields for call center location, agent, calendar month, and first-call resolution.

B. Create a reporting snapshot that includes fields for call center location, agent, calendar month, and first-call resolution.
C. Create a joined report that includes fields for call center location, agent, calendar month, and first-call resolution.
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D. Create a matrix report that includes fields for call center location, agent, calendar month, and first-call resolution.

Answer: D

NEW QUESTION 8
Universal Containers wants articles to be suggested to agents based on information they are typing into the case.
Which solution should a consultant recommend?

A. Implement a Salesforce Console for Service and enable the Knowledge sidebar on the case page layout.
B. Enable the Knowledge sidebar related list on the case page layout.

C. Enable the Knowledge sidebar setting in the case support settings.

D. Create a Visualforce page called Knowledge sidebar on the case page layout.

Answer: A

NEW QUESTION 9
Universal Containers wants to provide a more consistent service experience to its customers and is evaluating the Service Cloud macro feature.
Which three configurations must be made? Choose 3 answers

A. Users must use Lightning Experience.

B. Publisher Actions used in the macros must be on the page layout.
C. The Macros widget or utility must be added to the console.

D. The Run Macros Permission must be granted to users.

E. The Run Macros Action must be on the page layout.

Answer: ABD

NEW QUESTION 10
Universal Containers wants customers to have the ability to log cases with structured data and route based on Urgency and Product Line.
How should a Consultant accomplish this?

A. Standard Email-to-Case with assignment rules
B. Lightning Email with web routing prioritization

C. Omni-Channel with prioritized queues

D. Standard Web-to-Case with assignment rules

Answer: A

NEW QUESTION 10

Universal Containers' support team requires its customers to submit their support inquiries via free form email (Outlook, Gmail, Yahoo, etc). Additional
requirements are listed below:

* Support attachments up to 30 MB per inquiry

» Over 10,000 inquiries per day

What solution should a consultant recommend to meet these requirements?

A. Emall-to-Case

B. Customer Chatter groups
C. Web-to-Case

D. On-Demand Email-to-Case

Answer: A

NEW QUESTION 12
Which feature should a Consultant recommend to allow a Tier 2 Service Representative to take over case processing from Tier | and know how far Tier | had
progressed in troubleshooting?

A. Service Console Macros

B. Lightning Guided Engagement
C. Path for Cases

D. Lightning Flow Component

Answer: B

NEW QUESTION 16

Universal Containers plans to deploy Salesforce Service Console to its support team. Which three steps should be considered in deployment?
Choose three answers

A. Customize highlights panels for all objects.

B. Set up interaction logs and assign them to user profiles.

C. Assign users the Service Cloud User feature license.

D. Set up users and assign them to a queue.

E. Customize case list views.

Answer: ABC

NEW QUESTION 19
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Universal Containers Executives want to see contact center metrics from each of its different geographic regions. How should a Consultant support this
requirement?

A. Create a Dashboard for each Region.

B. Create a single Dashboard with a Region filter.

C. Create a Dashboard for each Case Team.

D. Create a single Dashboard with a Case Team filter.

Answer: B

NEW QUESTION 22
Universal Containers (UC) created a new mobile app that enables customers to place orders and track fulfilment. UC wants to quickly embed customer service
into the new mobile app. Which two features should be added to meet this requirement? Choose 2 answers

A. Salesforce Knowledgebase
B. Chatter Groups

C. Field Service Lightning

D. Service Cloud SOS

Answer: CD

NEW QUESTION 26
Universal Containers wants to implement Omni Channel within Service Cloud for its representatives. What is the first step required to configure Omni Channel?

A. Enable Omni Channel in Setup.

B. Assign Users to the Omni Channel Feature License.
C. Assign Users to Omni Channel permissions.

D. Contact Salesforce to have Omni Channel enabled.

Answer: A

NEW QUESTION 27

Universal Containers needs to closely manage the publishing life cycle for articles in Knowledge. Article managers will be granted different publishing capabilities,
from article creation through archiving published articles.

How should the permissions for article managers be set up? Choose one answer

A. Create public groups with article managers and assign each group to specific article actions.

B. Create publication teams with article managers and assign each team to specific article actions.

C. Create public groups with article managers and assign each group to specific publication states.

D. Create publication teams with article managers and assign each team to specific publication states.

Answer: A

NEW QUESTION 30

The Universal Containers' customer support organization has implemented Knowledge Centered Support (KCS) in its call center. However, the call center
management thinks that agents are not contributing new knowledge articles as often as they should.

Which two should the company do to address this situation? Choose 2 answers

A. Measure and reward agents based on the number of new articles submitted for approval.

B. Measure and reward agents based on the number of new articles approved for publication.
C. Create a dashboard that includes articles submitted by agents and approved for publication.
D. Require agents to check a box on the case when submitting a new suggested article.

Answer: AC

NEW QUESTION 35

A company has these requirements for dealing with Cases:

- Handled efficiently and by the right agents

- Distributing the load so that agents do NOT have to manually select the next Case to work
Which two Omni-Channel features will assist in this routing and distribution? Choose 2 answers

A. Route to agents with the most cases closed for that topic.

B. Route to agents staffing the assigned overflow queues.

C. Route to agents with the least amount of active assigned work.
D. Route to agents with the most capacity to take on new work.

Answer: CD

NEW QUESTION 38

Universal Containers is trying to reduce the amount of time support agents spend creating cases. The new method for case creation must allow for 4000-5000 new
cases a day, as well as the attachment of documents under 25 MB by the customer.

Which method should the Consultant suggest?

A. Omni-Channel routing

B. Standard Email-to-Case

C. Web-to-Case forms

D. On-Demand Email-to-Case
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Answer: B

NEW QUESTION 40
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