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NEW QUESTION 1
The support manager at universal containers has noticed an increase in average case age, which is negatively impacting customer satisfaction. To research the
situation, the support manager wants to know the amount of time that cases have spent within each status during their lifecycle.
Which reporting solution should a consultant recommend?

A. Create a report using the Case Lifecyle report type
B. Create a report using the Case age report type
C. Create a report using the Case snapshot report type
D. Create a report using the Case historical trending report type

Answer: A

NEW QUESTION 2
universal containers wants to monitor customers social media reactions and opinions. Agents also want to see recent cases that customer logged.

A. Omni channel
B. Appexchange solution
C. Custom lightning component
D. Social Conversation component

Answer: D

NEW QUESTION 3
Universal Containers wants to notify Support Managers when a new case have been untouched from more than two business days.
Which approach should a consultant implement?

A. Define case auto-response rules.
B. Estabalish case assignment rules.
C. Use Flow Builder to create a flow with scheduled path.
D. Configure case escalation rules.

Answer: D

NEW QUESTION 4
Universal Containers wants Service Console users to be able to view and update product usage data that is stored in an external system.
Which two features should a consultant recommend to provide this functionality? Choose 2 answers

A. Salesforce Connect
B. Custom Objects
C. Middle-tier integration
D. External Objects

Answer: AD

NEW QUESTION 5
what should a consultant recommend to ensure chat request contain enough infomration for customer service representatives to effectively respond?

A. Customize the lightning console chat page
B. Configure a chat validation rule
C. Customize the pre chat form
D. ConfigureLightningGuided Engagement

Answer: C

NEW QUESTION 6
Field engineers often need to access current inventory levels of products the customer has purchased while at customer sites.
Which solution should a Consultant recommend to meet this requirement?

A. Implement Field Service Lightning.
B. Integrate with an enterprise resource planning system.
C. Develop and publish a knowledge management system
D. Configure Visual Flows on Salesforce mobile.

Answer: A

NEW QUESTION 7
As part of a new salesforce knowledge implementation, Universal Containers would like to migrate articles from their current database.Which factor should a
consultant consider as part of the migration strategy?

A. Convert any articles containing HTML into plain text before importing because HTML is NOT supported to any article field types.
B. Ensure that each existing article type has a corresponding knowledge article type that matches its structure and content.
C. Verify that each article type has field level security on all fields set to read only prior to import, in order to prevent any loss of data.
D. Prepare a single .csv file that can be used to migrate all article types at once and include with
E. properties file in a.zip for import
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Answer: B

NEW QUESTION 8
Universal Container wants to let its customers intercat real time with support agents from their computers and mobile devices.
What feature should a consultant recommend to meet this requirement?

A. Web-to-Case
B. Emebedded Chat Service
C. Customer Community
D. Case Assignment Rules

Answer: B

NEW QUESTION 9
Universal Containers (UC) added a channel to the Service Cloud deployment. UC wants the functionality to include the ability to log the case thread and store
attachments to the case record.
Which channel should a consultant recommend to meet these requirements?

A. Email-to-case
B. Social Customer Service
C. Chat
D. Web-to-case

Answer: A

NEW QUESTION 10
Universal Containers wants to be able to assign cases based on the same criteria they use for chat . Which feature should a consultant recommend?

A. Chat Queue-based routing
B. Case Skills-based Assignment Rules
C. Omni-channel Queue-based routing
D. Omni-channel Skills-based routing

Answer: C

NEW QUESTION 11
Universal containers is looking for ways to provide more proactive support and to promote its brand on the internet with minimal investment. A consultant
recommends installing the Social Customer Service Start Pack.
Which two feature should the consultant recommend as part of the deployment?

A. Select two Twitter or Facebook accounts.
B. Create and assign permission sets to give agents social account access.
C. Retrieve Social Studio credentials.
D. Enable the Moderation feature to automatically create cases from posts.

Answer: AB

NEW QUESTION 12
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 13
Which Search mechanism should be used to find Case Comments from within the Lightning Service Console?

A. Comment Search Component
B. Comments List View
C. Global Search
D. Search Utility Component

Answer: C

NEW QUESTION 14
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.
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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 15
Cloud Kicks (CK) provides support 24 hours a day, 7 days a week. CK contracts with an external third-party help desk to provide support outside of normal
business hours.
The external service agents and external support managers use Experience Cloud to create cases. External support managers need to view and execute reports
with the ability to "Run as specified user.
What is the recommended Experience Cloud license to meet the requirements?

A. Service Cloud Portal
B. Customer Community Login
C. High Volume Customer Portal
D. Partner Community Login

Answer: A

NEW QUESTION 16
Cloud Kicks (CK) has recently started using Entitlements within its support process. However, CK has found many cases with inaccurate data. As many
Entitlements are similarly named, service agents are selecting Entitlements that are not associated with the Account assigned on the Case.
What is the recommended method to meet the requirements?

A. Lookup Filter
B. Auto-Add Milestones
C. Cross-Object Formula
D. Approval Process

Answer: A

NEW QUESTION 17
Universal Containers wants to maintain Service Level Agreements on its customer cases. Customers are provided different service levels based on their Services
agreement. The VP of Customer Service wants to use Service Cloud to track and ensure senior management is alerted when cases have NOT completed certain
stages.
Which Service Cloud feature should the Consultant recommend to address this requirement?

A. Salesforce Console
B. Entitlements and Milestones
C. Case Escalation
D. Case Assignment

Answer: B

NEW QUESTION 18
When Service Reps view a Case, they often need to see the Case History of other Cases for that same Account. How should a Consultant configure the Lighting
Service Console to support this requirement?

A. Account tabs and Cases tab
B. Case tabs with Account subtabs
C. Account tab with Cases related list
D. Account tabs with Case Subtabs

Answer: C

NEW QUESTION 19
Universal Containers has implemented a call-based response system. The call wait time has become too long and customer service is being affected.
Management would like to find a way for their agents to handle more customer transactions per day. Which two features should a Consultant recommend? Choose
2 answers

A. Facebook Messaging
B. Escalation Rules
C. Chat
D. Case Auto-Response

Answer: CD

NEW QUESTION 20
Cloud Kicks (CK) recently implemented Knowledge Centered Support to improve the expertise of its agents. The pilot focused on creating articles for the most
common support topics. After the pilot, customer satisfaction has improved and average call time has decreased. To continue improving KPIs, CK wants to know
where to focus its efforts next. Which Knowledge dashboard should a consultant use?

A. Most Revised Articles
B. Most Linked Articles
C. Top Articles sorted descending
D. Search Activity Gaps
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Answer: B

NEW QUESTION 21
......
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