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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
Universal Containers recently deployed a Salesforce Knowledge implementation, but is looking to evaluate the quality of the articles being produced.
What should the Consultant recommend to gather information on Knowledge article usefulness?

A. Contact Salesforce to send a report on article efficacy.

B. Send out a monthly survey to customers requesting feedback.

C. Install Knowledge Base Dashboards and Reports AppExchange package.
D. Create a group of super users that will evaluate and manage articles.

Answer: C

NEW QUESTION 3
Universal Containers wants to ensure the contracted service level requirements for its clients are being met. What should be configured to meet this requirement?

A. Entitlement processes, milestones, milestone actions, and entitlements
B. Entitlement processes, contracts, contract line ltems, and entitlements
C. Entitlement processes, contract line items, milestones, and entitlements
D. Entitlement processes, contracts, milestones, and milestone actions

Answer: A

NEW QUESTION 4
Which three are characteristics of Visual Workflow? Choose 3 answers

A. Apex code must be used to update fields in the database.
B. Elements can be used to pass data to legacy systems.

C. Apex code must be used to pass data to legacy systems.
D. Only one version of a flow can be activated at a time.

E. Elements can be used to update fields in the database.

Answer: ABD

NEW QUESTION 5
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 6

Universal Containers wants to provide its five million customers a solution where customers can submit inquiries, monitor the status of those inquiries, and view
their contact information.

Which type of Community license should be used to meet these requirements?

A. Company Community
B. Employee Community
C. Customer Community
D. Partner Community

Answer: C

NEW QUESTION 7

A support agent has a detailed question about product functionality. The agent needs to access a real-time response from internal subject matter experts.
Which feature will help the support agent send this question to the right group of people? Choose one answer

A. Mass email

B. Chatter groups

C. Public groups

D. Escalation rule

Answer:
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B

NEW QUESTION 8
What are two design considerations for a Live Agent implementation? Choose 2 answers

A. Chat Visitor Browser

B. Chat Window Title

C. Chat Character Limit

D. Idle Connection Timeout

Answer: AD

NEW QUESTION 9
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 10

A consulting firm has been retained to implement a new Service Cloud platform for a company. This company requires quick iterations and a speedy project
completion. The company has requested frequent project updates for check-ins and refinement.

Which methodology should the Consultant recommend to meet the given requirements?

A. Kanban

B. Lightning Platform
C. Agile

D. Waterfall

Answer: C

NEW QUESTION 10
A Service Manager has just configured Live Agent at a company site. Now, the Agents cannot see the Live Agent footer component in the console.
Which configuration option should be verified?

A. verify that users have access to the Live Agent chat buttons.
B. Verify that users have access to the Live Agent public group.
C. Verify that users are assigned the Live Agent feature license.
D. Verify that users are assigned the Live Agent user profile.

Answer: D

NEW QUESTION 15
A company is planning for the migration of an existing knowledge base into Salesforce Knowledge. Which set of factors should be considered in selecting which
articles to migrate?

A. Last modified date and frequent search terms

B. Last modified date and number of recent article views
C. Original creation date and average rating of articles

D. Original creation date and total number of article views

Answer: B

NEW QUESTION 19

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 23
A company would like to implement a solution that would hold service reps accountable to customer Service Level Agreements.
Which two steps should be completed to meet this request? Choose 2 answers

Passing Certification Exams Made Easy visit - https://www.surepassexam.com



\I;;/ Exam Recommend!! Get the Full CRT-261 dumps in VCE and PDF From SurePassExam
I I Sure PHSS https://www.surepassexam.com/CRT-261-exam-dumps.html (65 New Questions)

A. Enable Work Orders.

B. Create an Entitlement Process.
C. Set up Milestones.

D. Configure Service Contracts.

Answer: BC

NEW QUESTION 24
What are three considerations when adding a report chart to a Console Component? Choose 3 answers

A. The report chart is added to the Page Layout.
B. The report is shared with a Chatter Group.

C. The report is a Summary or Matrix report.

D. The report contains a chart.

E. The report has a standard Report Type.

Answer: CD

NEW QUESTION 25

Universal Containers has a single contact center that handles all service requests including chat, Cases, and web form submissions. It is important that Reps are
assigned work evenly so that all requests are handled in the order they are received.

How would a Consultant address this requirement?

A. Configure Case Assignment Rules

B. Configure Omni-Channel with Most Available Routing
C. Configure Live Agent Skills-based Routing

D. Configure Omni-Channel with Least Active Routing

Answer: B

NEW QUESTION 30

A company is changing its case management system to Salesforce. All active accounts, contacts, and closed cases for the past 5 years must be migrated to
Salesforce for go-live.

Which approach should be used for the data migration?

A. Prepare, Plan, Test, Execute, Validate
B. Plan, Prepare, Test, Execute, Validate
C. Prepare, Plan, Validate, Execute, Test
D. Plan, Prepare, Validate, Execute, Test

Answer: D

NEW QUESTION 33
A company frequently has issues with customers that need complex, hands-on technical support with high-priority issues in difficult-to-visit locales.
What should be recommended for reliable, real-time support to customers with these restrictions?

A. Customer Community
B. Field Service Lightning
C. SOS Video Chat

D. Salesforce Knowledge

Answer: C

NEW QUESTION 36

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 40
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