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Question: 1   

Universal Containers' IT policy prevents third-party software from being installed on employee computers. 
However, the VP of Service has asked that cases be automatically created from customer emails. What solution 
should a consultant recommend? 

A.On-Demand Email-to-Case 

B.An AppExchange package 

C.Web-to-Case 

D.Email-to-Case 

Answer: A 

Explanation: 

The correct answer is A, On-Demand Email-to-Case. Here's why: 

The core requirement is to automatically create Salesforce cases from customer emails without violating the IT policy 
against installing third-party software. Let's analyze the options: 

A. On-Demand Email-to-Case: This Salesforce feature uses the Email Services functionality within Salesforce to 
process incoming emails. Salesforce handles the email processing on its servers, and the only configuration needed is 
within the Salesforce org, making it compliant with the IT policy. No software installation on employee computers is 
required. Emails are routed through Salesforce's infrastructure before reaching the organization's network. 

B. An AppExchange package: While AppExchange offers many solutions, installing one would likely violate the IT 
policy prohibiting third-party software. Most AppExchange email integration apps require installation on the local 
machine or within the organization's email server, which the policy restricts. 

C. Web-to-Case: Web-to-Case creates cases when customers fill out a form on a website. It doesn't address the need to 
automatically create cases directly from incoming emails. 

D. Email-to-Case: This functionality needs an agent or installed software on the organization's network to forward 
emails from their systems into Salesforce which is in conflict with the problem statement as it violates the IT 
policy. It requires an agent to be running within the organization's network. 

On-Demand Email-to-Case is a suitable solution because it utilizes Salesforce's cloud infrastructure for email processing. 
No software is installed on employee devices or the organization's internal servers. All processing happens within the 
Salesforce environment, respecting the IT policy while fulfilling the VP of Service's request. 

Authoritative Links: 

Salesforce Help - Set Up Email-to-Case: https://help.salesforce.com/s/articleView? 

id=sf.email_to_case_setup.htm&type=5  
Salesforce Help - On-Demand Email-to-Case: https://help.salesforce.com/s/articleView? 
id=sf.email_to_case_ondemand_how_it_works.htm&type=5 

Question: 2   

Which search mechanism should be used to find case comments from within the Lightning Service Console? 

A.Global Search 

B.Comments List View 
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C.Comment Search Component 

D.Search Utility Component 

Answer: A 

Explanation: 

The correct answer is A: Global Search. Here's why: 

Global Search in Salesforce, accessible from the search bar at the top of the Lightning Service Console, allows users to 
search across multiple objects and fields simultaneously. Case comments are part of the Case object, meaning Global 
Search is a natural fit for finding specific comments. It indexes a wide range of data, including the text within case 
comments, making it effective for keyword-based searches. 

Options B, C, and D are less suitable. A List View (B) shows a predefined set of records (Cases in this instance) based on 
filters, but doesn't offer a keyword search within case comments displayed. While List Views can be helpful for filtering 
Cases based on attributes, they don't directly facilitate searching within the comments themselves. 

A "Comment Search Component" (C) is not a standard Salesforce component. While custom Lightning Web 
Components could be developed for this specific purpose, Global Search is the out-of-the-box solution that addresses 
the core requirement of quickly finding comments. 

Similarly, a "Search Utility Component" (D) sounds like a custom-built utility. Though a utility component may use 
Global Search, the direct way to search all Salesforce data is using the Global Search bar at the top of the page. It is 
unlikely that a custom component will replicate the functionality and efficiency of the global search, while also adding 
unnecessary complexity. Therefore Global Search is the more efficient and useful solution. 

The Lightning Service Console is designed for efficiency, and Global Search provides a central point for accessing all 
relevant information across the platform. The search results will display relevant cases, and users can then 
navigate to the specific comments within those cases. 

For further information on using Global Search in Lightning Experience, please refer to the official Salesforce 
documentation: 

Salesforce Global Search: https://help.salesforce.com/s/articleView?id=sf.search_overview.htm&type=5 
Lightning Service Console: https://help.salesforce.com/s/articleView?id=sf.console2_intro.htm&type=5 

Question: 3   

Universal Containers has defined a set of steps that each Case must go through, from submission to closure. In addition, 
each step must be completed within a specified amount of time.  
What approach should a consultant recommend to meet these requirements? 

A.Use Process Builder with Scheduled Actions. 

B.Enable Omni-Channel Routing. 

C.Configure Case Escalation Rules. 

D.Define Entitlements and Milestones. 

Answer: D 

Explanation: 

The correct answer is D, defining Entitlements and Milestones. This is because Universal Containers needs to 
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track specific steps in a Case lifecycle and ensure each step is completed within a defined timeframe. Entitlements 
define the support terms a customer is entitled to, and Milestones are time-dependent steps within the Case 
resolution process. 

Milestones are specifically designed to track the progress of a Case through different stages and to measure the time 
taken to complete each stage. When a Milestone is breached, actions like email notifications or reassignments can be 
triggered, ensuring timely resolution. Case Escalation rules primarily focus on escalating Cases based on certain criteria 
but don't offer the granular control and time-based tracking offered by Milestones. 

Process Builder with Scheduled Actions could potentially manage some time-based actions, but it's not tailored for the 
specific use case of tracking multiple stages within a Case's lifecycle and measuring their completion times like 
Entitlements and Milestones are. Omni-Channel routing focuses on directing Cases to the appropriate agents based on 
skills and availability; it doesn't address tracking progress through predefined steps. 

Entitlements and Milestones provide a structured framework for managing service level agreements (SLAs) and 
ensuring Cases are resolved efficiently within the agreed-upon timeframes. This solution natively supports the 
requirements of defined steps with specific time limits, offering reporting and enforcement capabilities. 

Here's why the other options are less suitable: 

A. Process Builder with Scheduled Actions: While powerful, it's not the ideal solution for tracking pre-defined stages 
in a Case and measuring their completion times in the way Milestones are. Complex Process Builder flows can also 
become difficult to maintain. 

B. Enable Omni-Channel Routing: Primarily focuses on efficient Case routing, not tracking progress against specific 
steps within a Case lifecycle. 

C. Configure Case Escalation Rules: Mainly designed for escalating Cases that haven't been resolved within a certain 
timeframe, but lacks the granular, multi-stage tracking of Milestones. 

For further research, refer to these Salesforce resources: 

Entitlements and Milestones  
Service Cloud Entitlements 

Question: 4   

If a case cannot be resolved after Tier 1 has performed their troubleshooting steps, the case must be escalated to Tier 2 
support. Tier 2 has additional troubleshooting steps. 
How can a consultant configure the Lightning Service Console to support this requirement? 

A.Define separate Record Types for Tier 1 and Tier 2 

B.Configure a Visual Flow Troubleshooting Action 

C.Implement Lightning Guided Engagement 

D.Enable Omni-Channel Case assignment 

Answer: C 

Explanation: 

The best way to guide Tier 1 and Tier 2 support agents through their respective troubleshooting processes within 
the Lightning Service Console is by using C. Implement Lightning Guided Engagement. 

Lightning Guided Engagement (formerly known as Service Process Studio) provides a structured, step-by- 
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step flow directly within the console to guide agents through specific processes. In this scenario, it allows a 
consultant to design distinct flows for Tier 1 and Tier 2 support. The Tier 1 flow would outline their initial 
troubleshooting steps. At the end of Tier 1's flow, a step can be added to automatically escalate the case to Tier 2 (or 
trigger a secondary flow for Tier 2) if the initial steps don't resolve the issue. The Tier 2 flow then presents the 
advanced troubleshooting steps. 

Here's why the other options are less ideal: 

A. Define separate Record Types for Tier 1 and Tier 2: Record types are primarily for differentiating data based on 
profile or permissions and don't inherently guide agents through a sequential troubleshooting process. While they could 
represent different types of cases handled by each tier, they don't define the steps themselves. 

B. Configure a Visual Flow Troubleshooting Action: While Visual Flows are powerful, they are typically used for 
automated processes and not for walking agents through a series of manual troubleshooting steps like Guided 
Engagement does. A Visual Flow could be triggered from Guided Engagement, but Guided Engagement provides the 
framework for the sequence of steps. 

D. Enable Omni-Channel Case assignment: Omni-Channel focuses on routing cases to the appropriate agent based on 
skills and availability, but doesn't offer a guided troubleshooting process within the case record itself. It assists with 
initial assignment but doesn't solve the need for guided steps. 

Guided Engagement ensures consistency, reduces errors, and improves resolution times by providing a clear path for 
each tier to follow. It facilitates handoffs between tiers and maintains context throughout the process. 

Authoritative Links: 

Salesforce Help on Guided Engagement: https://help.salesforce.com/s/articleView? 
id=sf.lightning_service_process_studio_overview.htm&type=5 

Question: 5   

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.Standard Email-to-Case 

B.Omni-Channel routing 

C.Web-to-Case forms 

D.On-Demand Email-to-Case 

Answer: D 

Explanation: 

The correct answer is D, On-Demand Email-to-Case. Here's why: 

The primary requirement is to handle a high volume of case creation (4000-5000 cases daily) with document 
attachments up to 25 MB. Standard Email-to-Case has limitations on attachment size and is generally less scalable. 
Omni-Channel routing focuses on distributing cases to agents, not creating them, making it irrelevant to this 
requirement. Web-to-Case forms, while enabling document uploads, can become cumbersome for users to complete 
repeatedly for high-volume case creation. 

On-Demand Email-to-Case is designed for processing a large volume of email-based case creation with 
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document attachments. Salesforce's infrastructure handles the inbound email processing and case creation, reducing 
the load on the internal Salesforce instance and allowing for a more scalable solution. On-Demand Email-to-Case can 
handle the necessary document size limitations given in the problem. It processes email externally, preventing impact 
on Salesforce governor limits. 

Therefore, On-Demand Email-to-Case offers the scalability and attachment capabilities needed for Universal 
Containers' high-volume case creation scenario with document attachments. 

For further reading, refer to the Salesforce documentation: 

Email-to-Case:https://help.salesforce.com/s/articleView?id=sf.emailadmin_considerations.htm&type=5 On-
Demand Email-to-Case:https://help.salesforce.com/s/articleView? 
id=sf.emailadmin_ondemand_overview.htm&type=5 

Question: 6   

Universal Containers wants to reduce the clicks a Customer Support Agent uses when working on a case. This includes 
the time it takes to create, resolve, and close the case. 
Which three Salesforce productivity features should be used to accomplish this requirement? (Choose three.) 

A.Omni-Channel 

B.Publisher Actions 

C.Macros 

D.Chatter 

E.Quick Text 

Answer: BCE 

Question: 7   

Milestones can be added to which three Object types? (Choose three.) 

A.Case 

B.Service 

C.Entitlement 

D.Work Order 

E.Account 

Answer: ACD 

Explanation: 

The correct answer to which objects can have Milestones assigned in Salesforce Service Cloud is A. Case, C. 

Entitlement, and D. Work Order. Milestones are time-dependent steps that define the service level  
expectations for a record. They help track progress and adherence to service agreements. Cases are the core objects in 
Service Cloud for managing customer issues, making milestone tracking crucial for meeting service level agreements 
(SLAs) related to resolution times, first response times, and other key performance indicators. 

Entitlements represent a customer's right to service support. Milestones define the levels of service a customer is 
entitled to, such as faster response times or dedicated support channels. Entitlements are directly connected to Cases 
or Work Orders. Tracking Milestones ensures the organization adheres to these 
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contractual service commitments, preventing service breaches and maintaining customer satisfaction. 

Work Orders are used to manage tasks required to resolve a customer issue, often in field service or maintenance 
scenarios. Applying Milestones to Work Orders allows for tracking completion timelines, technician arrival times, or 
equipment repair milestones. This ensures adherence to pre-defined schedules and efficient resolution of service 
requests. 

Service contracts are closely related to entitlements but don't directly utilize milestone tracking. While service 
contracts define the general terms of service, entitlements specifically lay out the benefits each customer has and 
Milestones would be applicable on the Entitlement to ensure it is properly executed. Accounts are customer 
accounts, and while related to cases and entitlements, milestones are not directly assigned to them; they are 
assigned to the service aspects of the customer relationship. 

Therefore, Cases, Entitlements, and Work Orders are the three objects where Milestones are logically and practically 
applied within Service Cloud to manage service-level agreements and ensure adherence to service commitments. 

Refer to the following resources for more information: 

Salesforce Help: Milestones:https://help.salesforce.com/s/articleView? 

id=sf.entitlements_milestone.htm&type=5  
Trailhead: Service Level Agreements:  
https://trailhead.salesforce.com/content/learn/modules/service_level_agreements 

Question: 8   

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, contracts, contract line items, and entitlements 

B.Entitlement processes, contracts, milestones, and milestone actions 

C.Entitlement processes, contract line items, milestones, and entitlements 

D.Entitlement processes, milestones, milestone actions, and entitlements 

Answer: B 

Explanation: 

The correct answer is B. Entitlement processes, contracts, milestones, and milestone actions. 

Here's a detailed justification: 

Universal Containers wants to ensure adherence to contracted service level requirements (SLAs). To achieve this in 
Salesforce Service Cloud, a comprehensive configuration leveraging several related features is needed. 

Entitlement Processes: These are fundamental. They define the steps, conditions, and actions associated with 
providing support based on service contracts. Think of them as the roadmap for service delivery. 

Contracts: These establish the legal agreement defining the services, service levels (SLAs), and terms between 
Universal Containers and its clients. They are the foundation for entitlements. 

Milestones: These are critical for tracking progress against the contracted SLAs. Milestones represent specific time-
bound targets within the service lifecycle (e.g., "Initial Response Within 2 Hours," "Resolution Within 24 Hours"). 
They provide a clear and measurable way to monitor performance. 
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Milestone Actions: These are automated responses triggered when milestones are approached, reached, or missed. 
Actions can include sending email alerts to support managers, escalating cases, or updating case statuses. This ensures 
timely intervention and proactive management of SLAs. 

Option A is incorrect because while it includes Contracts and Entitlements, it does not implement milestones for 
measurement or actions to manage SLA compliance. 

Option C is incorrect because while it contains Entitlement processes, milestones, and entitlements, contract line items 
are not required to measure the overall service level requirements. 

Option D is incorrect because it omits the foundational aspect of contracts, meaning the specific agreement outlining 
service level requirements wouldn't be referenced. 

By combining entitlement processes, contracts, milestones, and milestone actions, Universal Containers can effectively 
manage, track, and enforce contracted service levels, ensuring client satisfaction and maintaining contractual 
obligations. 

Authoritative Links: 

Entitlements:https://help.salesforce.com/s/articleView?id=sf.entitlements_overview.htm&type=5 Service 
Contracts:https://help.salesforce.com/s/articleView?id=sf.service_contracts_overview.htm&type=5 
Milestones:https://help.salesforce.com/s/articleView?id=sf.entitlements_milestones_overview.htm&type=5 

Question: 9   

Universal Containers wants to help customers resolve issues by browsing Knowledge articles and submit a case if they need 
more information. 
What should the consultant recommend to meet the requirements? 

A.Allow Comments on Knowledge articles. 

B.Enable Chat in an Experience Cloud site. 

C.Implement Case Assignment Rules. 

D.Create a self-service Help Center. 

Answer: D 

Question: 10   

To help Service Agents more accurately respond to Cases, Universal Containers want a list of relevant Knowledge Articles 
displayed on the Case record page. 
How should a consultant configure this requirement? 

A.Add the Knowledge related list to the Case record page. 

B.Add the Knowledge tab to the Service Console. 

C.Add the Knowledge Component to the Case record page. 

D.Add Knowledge Data Categories to each Case. 

Answer: C 

Question: 11   
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Universal Containers has completed development and testing of its Service Cloud implementation and plans to migrate 
functionality from the sandbox environment to the production environment.  
What should be used for migration functionality? 

A.Visual Workflow, data loader, and Force.com IDE 

B.Data loader, change sets, and Force.com Excel Connector 

C.Mass Transfer Records, change sets, and Visual Studio Code 

D.Visual Studio Code and change sets 

Answer: D 

Explanation: 

Here's a detailed justification for why option D (Visual Studio Code and change sets) is the best answer for migrating 
Salesforce Service Cloud functionality from a sandbox to a production environment, along with explanations of why 
the other options are less suitable: 

Justification for Option D: Visual Studio Code and Change Sets 

Visual Studio Code (VS Code) with the Salesforce Extension Pack provides a robust, code-centric environment for 
managing Salesforce metadata. Developers can use it to retrieve, edit, and deploy components like Apex classes, 

Visualforce pages, Lightning components, and more. Change Sets, a native Salesforce deployment tool, are used to 
bundle and migrate metadata changes between related organizations (like sandbox and production). The combination is 

strong because VS Code gives greater control and coding capabilities whereas Change Sets offers managed control for 
moving changes. Using change sets ensures a governed deployment process. 

Together, VS Code and change sets allow developers to migrate not just configuration but also code, which is crucial for 
a fully functional Service Cloud implementation. This method supports version control (using Git with VS Code), allows 
for iterative development in the sandbox, and provides a relatively straightforward mechanism for moving tested 
functionality to production. Metadata API is used behind the scenes, which is best practice. 

Why Other Options are Less Suitable: 

A. Visual Workflow, data loader, and Force.com IDE: Visual Workflow (now Flow) is primarily for automating 
business processes and not comprehensive deployment. Data Loader is for data migration (records) and not metadata, 
while Force.com IDE (Eclipse) is an older IDE and less preferred. 

B. Data loader, change sets, and Force.com Excel Connector: Data Loader and Excel Connector are strictly for data, 
not metadata. We need a tool to move configuration changes, code, and customizations. 

C. Mass Transfer Records, change sets, and Visual Studio Code: Mass Transfer Records is used for 
transferring ownership of existing data, and not for deploying configuration/code. 

Cloud Computing Concepts & Authoritative Links: 

Metadata: Salesforce configurations, code (Apex, Visualforce), and customizations are treated as metadata. Deploying 
metadata is essential for moving functionality between environments. 
Sandbox Environments: Sandboxes are isolated copies of production used for development and testing. 

Deployment: The process of moving metadata and data from one Salesforce environment to another. 
Version Control: Tracking changes to code and configurations over time, typically using Git. 

Links for further research: 

Salesforce Change Sets: https://help.salesforce.com/s/articleView?id=sf.changesets.htm&type=5 Visual 
Studio Code for Salesforce Development: https://developer.salesforce.com/tools/vscode Salesforce 
Metadata API: https://developer.salesforce.com/docs/atlas.en- 
us.api_meta.meta/api_meta/meta_intro.htm 
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Question: 12   

Which two capabilities of Lightning Knowledge ensure accurate content in articles? (Choose two.) 

A.Knowledge Action to Publish an Article once the Article is approved. 

B.Data Category to assign an article record type to a Reviewer. 

C.Approval Process that assigns an Article to a Reviewer Queue. 

D.Validation Rules for article record types to verify all fields during creation. 

Answer: AC 

Explanation: 

The correct answer is AC. 

Here's the justification: 

A. Knowledge Action to Publish an Article once the Article is approved: A well-defined publishing workflow 
enforced via a Knowledge Action linked to an approval process is crucial for ensuring article accuracy. Before an article 
becomes publicly available (published), it undergoes a review and approval process. This review checks for accuracy, 
clarity, and adherence to company standards. The Knowledge Action ensures the article is only published after it's been 
approved, preventing premature or inaccurate information from reaching users. This supports content governance, a 
core tenet of knowledge management. 

C. Approval Process that assigns an Article to a Reviewer Queue: An Approval Process is a fundamental mechanism 
in Salesforce for routing records (in this case, Knowledge articles) through a defined set of steps to obtain necessary 
sign-offs. By assigning an article to a Reviewer Queue, the system ensures that a qualified individual or team is 
responsible for verifying the article's content for accuracy and completeness before it's approved and published. This 
promotes accountability and helps identify potential errors or inconsistencies. Review Queues make sure content 
governance steps are clearly assigned. 

Why the other options are incorrect: 

B. Data Category to assign an article record type to a Reviewer: Data Categories are used to classify and organize 
Knowledge articles, which is essential for users to find the right articles, but they don't inherently ensure accuracy of 
article content. They do not assign to reviewers directly, although the correct assignment of data categories can assist 
in the overall quality review process. 

D. Validation Rules for article record types to verify all fields during creation: While validation rules are 
important for data quality by ensuring required fields are populated and certain data formats are followed, they don't 
guarantee the overall accuracy of the article's content. Validation Rules verify the format, but not the correctness of 
content. Validation rules ensure that all required fields are populated upon creation and that the data conforms to the 
correct formats. 

In essence, Approval Processes and associated publishing actions are the critical components for ensuring human 
oversight and verification of content accuracy before publication, directly addressing the question's requirement. 

Authoritative Links: 

Salesforce Knowledge Approval Processes: https://help.salesforce.com/s/articleView? 

id=sf.knowledge_approval_process.htm&type=5  
Salesforce Validation Rules: https://help.salesforce.com/s/articleView?id=sf.customize_valrules.htm&type=5 
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Question: 13   

Service Console users work on dozens of cases at one time, and often need to update a case they worked on earlier in 
the day. 
What configuration should a consultant recommend? 

A.Add History to the Utility bar. 

B.Define a custom List View. 

C.Use a second Console session. 

D.Keep all Case open in tabs. 

Answer: B 

Explanation: 

The most efficient solution is to define a custom list view. Here's why: 

Efficiency over History: While the History component (Option A) tracks changes to a specific case, it doesn't provide 
a consolidated view of all cases the user worked on that day. The user would still need to find each case individually. 

List View Advantages: A custom list view, configured to filter cases based on criteria like "Last Modified By = Current 
User" and "Last Modified Date = Today," instantly provides a dynamic list of all relevant cases. This allows users to 
quickly locate and access the cases they're looking for. 

Avoids Tab Overload: Keeping all cases open in tabs (Option D) quickly leads to tab overload, making it 
difficult to navigate and reducing productivity. 

List Views are Purpose-Built: List views are specifically designed for efficient case management in service 
consoles, offering filtering, sorting, and inline editing capabilities. 

Alternative Console Sessions: A second console session (Option C) might be useful for specific scenarios, but it doesn't 
address the core problem of finding previously worked-on cases efficiently within a single session. It adds complexity 
without a proportional benefit. 

Therefore, a list view is the most scalable, user-friendly, and efficient way for service console users to quickly access and 
update cases they've worked on earlier in the day. It avoids the clutter of multiple tabs or console sessions and provides 
a centralized, easily filtered view of relevant cases. 

Supporting Documentation: 

Salesforce Help - Create and Customize List Views:https://help.salesforce.com/s/articleView? 

id=sf.customviews.htm&type=5  
Salesforce Help - Customize the Service Console:https://help.salesforce.com/s/articleView? 

id=sf.console_customize.htm&type=5 

Question: 14   

Universal Containers wants to implement a customer service site. The goal of the site is to enable community members 
to access, create, and manage cases online.  
How should the consultant implement these requirements? 

A.Update the case assignment rule to add the site member to the predefined case team. 

B.Change the org-wide default for cases and contacts internal access to private. 

C.Create a sharing rule to share the contact record with the site member. 

D.Set up a sharing set to grant access based on the site member's contact record. 

Answer: D 
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Question: 15   

The VP of Service at Universal Containers wants to make it easier and faster for support reps to send knowledge articles to 
the customer. 
What should a consultant configure to satisfy this request? 

A.Create a Lightning email template to send the article to the customer. 

B.Create a workflow email alert to send the article to the customer. 

C.Create a macro to send an email with the article to the customer. 

D.Create an auto-response rule to send the article to the customer. 

Answer: C 

Explanation: 

The correct answer is C, creating a macro to send an email with the article to the customer. Here's why: 

Macros in Salesforce are designed to automate repetitive tasks, streamlining agent workflows. Sending knowledge 
articles to customers is a common support action, making it a perfect candidate for automation via macros. A macro can 
be configured to automatically insert the article link or content into an email, pre-populate the "To" field with the 
customer's email address, and even include standard greetings or closing remarks. This significantly reduces the time 
and effort required by support reps to perform this task. 

Option A, creating a Lightning email template, while useful for standard email communication, doesn't directly address 
the speed and ease-of-use requirements for sending knowledge articles on a case-by-case basis. Agents would still need 
to manually select and insert the relevant article into the template. 

Option B, using a workflow email alert, is triggered by specific record changes. It's not suitable for on-demand sending 
of articles initiated by the agent based on the customer's inquiry. 

Option D, an auto-response rule, is designed to automatically send a predefined response upon case creation. It lacks 
the flexibility to send specific articles tailored to the customer's immediate need during a support interaction. 

Therefore, macros are the most appropriate tool in Salesforce to fulfill the VP of Service's request because they are 
specifically designed for automating repetitive tasks within the Service Cloud console, empowering agents to quickly 
and efficiently send relevant knowledge articles to customers, thereby enhancing the customer service experience. 
Macros also provide a consistent experience. 

Authoritative links: 

Salesforce Macros:https://help.salesforce.com/s/articleView?id=sf.macros_about.htm&type=5  
Automate Repetitive Tasks with Macros:  
https://trailhead.salesforce.com/content/learn/modules/service_console_productivity/automate_repetitive_tasks_w 

Question: 16   

Universal Containers (UC) wants to schedule technicians for repair services when an agent is unable to solve the 
customer's problem via the call center. 
What functionality should a consultant recommend to satisfy the UC's need? 

A. Field Service 

B. Mobile Connect 

C. Omni Channel 
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D. Contact Requests 

Answer: A 

Question: 17   

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

Answer: C 

Question: 18   

Universal Containers wants to let its customers interact real-time with support agents from their computers and mobile 
devices. 
What feature should a consultant recommend to meet this requirement? 

A. Embedded Chat Service  
B. Web-to-Case  
C. Experience Cloud site  
D. Case Assignment Rules 

Answer: A 

Question: 19   

Universal Containers (UC) is updating the Service Cloud console app for its call center agents. Management is 
concerned that deploying the new app will disrupt current operations and impact customer satisfaction. What should 
the consultant recommend to mitigate these concerns? 

A.Configure the new app in a sandbox. Use a change-set to push the configuration to production for testing and training. 

B.Configure the new app in developer org and use an unmanaged package to deploy to production. 

C.Deploy the configuration from a sandbox to production during the next Salesforce version update so the system 
only goes down once. 

D.Deploy the configured and tested app to production. Update the agent's profile to view the app and take away access to 
the old app. 

Answer: D 

Explanation: 

The most effective approach to mitigating concerns about disrupting operations during the Service Cloud console 
app update at Universal Containers is to implement a phased rollout of the new application. 

Here's why option D, deploying the configured and tested app to production and updating agent profiles to 
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control access, is the best solution: 

1. Sandbox Testing and Training: Before deploying to production, the new app should be thoroughly 
configured and tested in a sandbox environment. This allows for identifying and resolving potential issues 
without impacting live operations. Training agents in the sandbox environment is also crucial to ensure they 
are comfortable using the new app. 

2. Controlled Rollout: Instead of immediately switching all agents to the new app, update the profiles of a small 
group of pilot users or subject matter experts. This allows UC to monitor the app's performance and gather 
feedback in a real-world environment. 

3. Iterative Improvements: The feedback from the initial pilot group can be used to make further 
 refinements and improvements to the app before rolling it out to the entire agent population. 

4. Staged Deployment: By updating agent profiles in stages, UC can gradually transition users to the 
 new app, minimizing disruption and allowing for better support and knowledge transfer. 

5. Minimizing Downtime: This approach avoids a large-scale, disruptive deployment that could 
 negatively impact customer satisfaction. 

6. Change Management: A key aspect of a successful Service Cloud deployment is robust change 
management. Informing users of the upcoming changes, providing adequate training, and offering ongoing 
support can alleviate anxiety and promote user adoption. 

Options A and B are less desirable because change sets and unmanaged packages are better suited for small 
configuration changes, not complete application overhauls. Option C is impractical and ignores the need for testing and 
training. 

Here are some authoritative resources for further research: 

Salesforce Help - Sandbox Environments:https://help.salesforce.com/s/articleView? 

id=sf.data_sandbox.htm&type=5  
Salesforce Ben - Change Management:https://www.salesforceben.com/ (Search for "Change Management 
Salesforce") 

Question: 20   

Cloud Kicks (CK) has created hundreds of Knowledge articles about its products. The articles have been attached to closed 
cases. A new product release will require changes to dozens of articles. After revising the articles, CK wants to see that a 
prior article version was associated with the closed cases. 
What is the recommended method to meet the requirements? 

A.Enable Knowledge User for Service Agents. 

B.Use the Clone option to create a new article. 

C.Select ‘Flag as new version’ checkbox when publishing. 

D.Use Smart Link to Article to select the prior version. 

Answer: C 

Explanation: 

The correct answer is C. Select ‘Flag as new version’ checkbox when publishing. 

Here's why: 

Cloud Kicks wants to track which specific version of a Knowledge article was related to a closed case before the article 
was updated due to a new product release. The core requirement is preserving the historical link 
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between closed cases and the relevant article version at the time of closure. 

Option C directly addresses this need. When publishing a Knowledge article update and selecting the "Flag as new 
version" checkbox, Salesforce creates a new version of the article while maintaining the older versions. The closed cases 
retain their association with the specific prior version that was relevant when the case was closed. This is a built-in 
Knowledge feature designed for auditability and historical tracking. 

Let's analyze the other options: 

A. Enable Knowledge User for Service Agents: Enabling Knowledge User simply grants agents access to the 
Knowledge base. It doesn't manage article versioning or linking to closed cases. 

B. Use the Clone option to create a new article: Cloning creates a completely separate, unrelated article. The original 
article is not updated, and closed cases would still be linked to the original (now outdated) article. It won't associate a 
prior article version with the closed cases. 

D. Use Smart Link to Article to select the prior version: Smart Links are useful for navigating and referencing articles 
within Salesforce or externally. While you could manually link to a prior version in a case comment, this is not a scalable 
or automated solution for hundreds of articles and closed cases. It would also require agents to proactively update case 
comments every time an article is updated. It doesn't automatically maintain the relationship. 

The "Flag as new version" option offers the most seamless and maintainable way to keep historical article versions 
associated with closed cases, satisfying the core requirement for audit and tracking. It leverages the built-in versioning 
capabilities of Salesforce Knowledge, providing a clean and efficient solution. 

Further research: 

Salesforce Help: Article Versions  
Salesforce Help: Set Up Salesforce Knowledge 

Question: 21   

Universal Containers has an active presence on Twitter and Facebook. Customers' requests from these social media 
channels should be responded to by support agents.  
What should a consultant recommend to meet this requirement? 

A.Social Customer Service for Twitter and Facebook. 

B.Social Media Marketing message tagging. 

C.Social Persona for Twitter and Facebook. 

D.Einstein Bot social queues. 

Answer: A 

Explanation: 

The correct answer is A, Social Customer Service for Twitter and Facebook. Here's a detailed justification: 

Social Customer Service, a feature within Salesforce Service Cloud, is specifically designed to integrate social media 
channels like Twitter and Facebook directly into the service console. This allows support agents to monitor social 
media posts, identify customer requests, and respond directly from Salesforce. It turns social media interactions into 
trackable service cases. 

Option B, Social Media Marketing message tagging, is more focused on marketing campaigns and classifying social media 
posts based on marketing objectives. While tagging is helpful for marketing analytics, it doesn't provide the necessary 

tools for direct customer service and case management within Salesforce. It lacks the 
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workflow and automation features needed for handling support requests efficiently. 

Option C, Social Persona for Twitter and Facebook, typically refers to creating a consistent brand identity and voice on 
social media. While brand consistency is important, it doesn't provide the functionality for agents to directly respond to 
and resolve customer issues within Salesforce. It is related to brand image not service process integration. 

Option D, Einstein Bot social queues, could be used in conjunction with Social Customer Service, but it isn't a complete 
solution on its own. Einstein Bots can automate responses to common inquiries on social media, but it doesn't provide 
agents with the necessary tools to handle more complex issues or track customer interactions in Salesforce. Bots 
augment agent capabilities; they do not replace the underlying need to ingest social data. 

Social Customer Service gives agents the tools to: 

1. Create cases directly from social media posts. 
2. Route cases to the appropriate agent based on skills or expertise. 
3. Track the history of customer interactions across different channels. 

4. Report on social media service metrics, such as response time and resolution rate. 5. 
Manage multiple social media accounts from a single interface. 

Therefore, Social Customer Service is the most suitable solution for integrating Twitter and Facebook into Salesforce 
Service Cloud to address customer requests. Its purpose-built features enable agents to provide efficient and effective 
support through social media channels, making it the preferred method for managing social customer interactions 
within a Salesforce environment. 

Relevant Links: 

Salesforce Social Customer Service: https://www.salesforce.com/solutions/service-cloud/social-customer-service/  
Service Cloud Features: https://www.salesforce.com/products/service-cloud/features/ 

Question: 22   

Support Managers have requested the ability to provide real-time feedback to Agents during customer chat sessions. 
What feature should a consultant configure to meet this requirement? 

A.Next Best Actions 

B.Push Notifications 

C.Omni-channel Supervisor 

D.Case Feed 

Answer: C 

Explanation: 

The correct answer is Omni-channel Supervisor because it directly addresses the requirement of providing real-time 
feedback to Agents during customer chat sessions. Omni-channel Supervisor provides real-time visibility into agent 

activity and customer interactions across various channels. This visibility includes the ability to monitor chat sessions 
in progress, view chat transcripts, and even send private messages to agents directly during the chat. This capability 
allows support managers to provide instant coaching and guidance, ensuring quality service and addressing customer 

concerns promptly. Next Best Actions are used to suggest recommendations to agents, but it isn't real-time and more 
geared towards guiding complex interactions. 

Push Notifications can alert managers about specific events, but they do not enable active monitoring and 
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real-time feedback within a chat session. Case Feed provides a historical record of case interactions, but it is not 
designed for real-time intervention or feedback. 

Omni-channel Supervisor is specifically designed to improve agent productivity and customer satisfaction through 
real-time monitoring and coaching. Its features allow supervisors to proactively identify and address potential issues 
before they escalate. Without Omni-channel Supervisor, providing real-time feedback would require indirect means, 

such as phone calls or separate messaging platforms, which are less efficient and disruptive to the agent's workflow. 
By empowering support managers with Omni-channel Supervisor, organizations can ensure consistent service quality 
and quickly adapt to evolving customer needs in a dynamic contact center environment. The ability to monitor and 

intervene in real-time offers a significant advantage in optimizing agent performance and achieving superior customer 
outcomes. 

For further research, refer to the official Salesforce documentation on Omni-channel Supervisor: 
https://help.salesforce.com/s/articleView?id=sf.omnichannel_supervisor.htm&type=5 and the Salesforce 
Trailhead module on Omni-channel for Service Cloud:  
https://trailhead.salesforce.com/content/learn/modules/omnichannel_for_service. 

Question: 23   

Service Representatives are complaining that the Lightning Service Console is too crowded making it difficult to find the 
tabs and features they need. After reviewing the Service Representatives console use, all configured features are required. 
Which solution should a consultant suggest to improve the efficiency of console users? 

A.Create multiple Console layouts 

B.Enable Keyboard shortcuts 

C.Define criteria-based record page components 

D.Configure Macros 

Answer: C 

Explanation: 

The most voted answer, C, suggesting to define criteria-based record page components is the best solution. Here's 
why: 

Salesforce Service Cloud's Lightning Console, while powerful, can become overwhelming if users are presented 
with all features simultaneously. While all features are required, not all are needed at all times. 

Criteria-based record page components allow admins to dynamically show or hide specific components based on 
attributes of the record being viewed (e.g., case priority, case status, account type). This contextual relevance declutters 
the interface. The agents see only what is pertinent to the task at hand. This strategy streamlines workflows. By 
reducing visual noise, representatives can more quickly identify the information and tools necessary for resolution. This 
improves efficiency and reduces cognitive load. 

Option A (creating multiple console layouts) is less efficient as it requires users to manually switch between layouts, 
adding an extra step. Option B (keyboard shortcuts), though useful, does not address the core issue of a crowded 
interface. Option D (configuring macros) automates repetitive tasks but does not improve the layout itself. Therefore, 
while macros can be helpful alongside other improvements, they don't solve the core clutter problem. 

Criteria-based components use conditional visibility, a core principle of good UI design. Contextual record pages are 
powerful for any modern CRM implementation. They provide dynamic flexibility, offering tailored experiences. 
Salesforce itself advocates for leveraging dynamic features for optimal user experiences. 
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In summary, dynamically tailoring the record page components based on specific criteria offers the most direct and 
efficient approach to alleviating console clutter. This customization improves user experience and maximizes 
productivity without sacrificing necessary functionalities. 

Further research: 

Salesforce Help: https://help.salesforce.com/s/articleView? 

id=sf.lightning_page_components_visibility.htm&type=5  
Trailhead: https://trailhead.salesforce.com/content/learn/modules/lightning-app-builder-
components/customize-record-pages-with-dynamic-forms 

Question: 24   

A client's Support Call Center has seen an increase in call volume on a new product line. The agents are having problems 
resolving issues and have been escalating to Tier 2 for support.  
Which action should be taken to reduce the call volumes and escalations? 

A. Create a dashboard to track and manage call volumes by type. 

B. Configure Omni-channel to assign cases directly to Tier 2. 

C. Create Knowledge Articles and publish internally and publicly. 

D. Configure IVR routing to bypass Tier 1 for the product line. 

Answer: C 

Question: 25   

Universal Containers (UC) receives partner data in Excel format. The Excel data is all text, but needs to be imported 
into existing Salesforce Date, Number, and Text fields. 
Which three best practices should a consultant recommend? (Choose three.) 

A.Deduplicate the data before importing into Salesforce. 

B.Import the records and use Duplicate Management. 

C.Install the Data Quality Analysis Dashboards from the AppExchange. 

D.Standardize all rows to match Salesforce data types. 

E.Import the records and create a workflow rule to change the data type. 

Answer: ABD 

Explanation: 

The answer is ABD because these practices ensure data integrity, consistency, and efficiency during the data import 
process. Let's break down why each option is correct: 

A. Deduplicate the data before importing into Salesforce: Data deduplication is a critical step in ensuring data 
quality. Importing duplicate records can lead to inaccurate reporting, inflated data volumes, and inefficiencies in sales 
and service processes. Deduplicating before importing ensures a cleaner dataset within Salesforce from the outset. This 
also allows for better control in deciding which record is truly the master record. 

B. Import the records and use Duplicate Management: While ideally deduplication is done before import, leveraging 
Salesforce's Duplicate Management features is an essential safety net. After the initial import, the built-in duplicate rules 
and matching rules can identify and handle any remaining duplicates, merging records or alerting users to potential 
issues. This is particularly useful if the pre-import deduplication was not 
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exhaustive. https://help.salesforce.com/s/articleView?id=sf.duplicate_rules_overview.htm&type=5 D. Standardize 
all rows to match Salesforce data types: Transforming the data to match the expected Salesforce data types (Date, 
Number, Text) is crucial for successful import and data integrity. If UC fails to convert the text-based Excel data to 
the corresponding Salesforce types, the data may be rejected or imported incorrectly, leading to errors and 
inconsistencies. This involves converting text representations of dates into actual date formats, and ensuring 
numbers are formatted correctly. 

Why the other options are incorrect: 

C. Install the Data Quality Analysis Dashboards from the AppExchange: While Data Quality Analysis Dashboards 
can be helpful, they are more beneficial after the data is already in Salesforce. The primary concern at the import stage 
is ensuring the correct data gets in, rather than analyzing the quality of existing data. These tools are reactive, not 
proactive for the import. 

E. Import the records and create a workflow rule to change the data type: Workflow rules cannot change the data 
type of a field. They can only update the value within a field. Data types are defined at the field level and cannot be 
altered by workflow automation. Attempting this would lead to errors and wouldn't properly convert the Excel data to 
the correct Salesforce format. Additionally, relying on automation to correct data types after import is inefficient and 
can introduce more errors. The best practice is to format the data correctly before the import. 

Question: 26   

The contact center at Universal Containers offers support through phone, email, public website, and an Experience Cloud site. 
The contact center manager wants to demonstrate the success of recent self-service initiatives to executive management. 
Which two reports should the contact center manager present to executive management? (Choose two.) 

A.Number of Knowledge articles created each month. 

B.Number of cases closed by self-service users. 

C.Number of cases created using the Experience Cloud site by month. 

D.Average call handle time by team. 

Answer: AB 

Explanation: 

The correct answer is AB. Here's why: 

The goal is to demonstrate the success of self-service initiatives. To do so, you need to show how self-service tools like 
Knowledge Base are contributing to case resolution and overall support efficiency. 

Option A, "Number of Knowledge articles created each month," demonstrates the investment in self-service content. 
Increased knowledge articles signal an increased focus on providing users with resources to help themselves. While it 
doesn't directly prove success, it reflects effort and potential. 

Option B, "Number of cases closed by self-service users," directly demonstrates the success of self-service. This 
metric illustrates how many users were able to resolve their issues using self-service resources without needing to 
contact support agents. This clearly indicates cost savings and reduced agent workload. 

Option C, "Number of cases created using the Experience Cloud site by month," could indicate increased usage of the 
Experience Cloud site, but doesn't directly reflect the effectiveness of self-service within the site. It measures case 
creation, not resolution through self-service. An increase in cases created could even indicate self-service failure if 
users are unable to find solutions and resort to creating cases. 

Option D, "Average call handle time by team," is a useful metric for overall contact center performance, but it 
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doesn't specifically relate to self-service success. While self-service can indirectly impact handle times, it's not a 
direct measurement of its effectiveness. 

Therefore, A and B are the most relevant metrics to demonstrate the success of self-service initiatives to executive 
management because they show both the effort invested in creating self-service resources and the number of cases 
successfully resolved through these resources. The number of cases closed by self-service directly translates to reduced 
load on support agents and cost savings. 

For more information on self-service best practices and related metrics, consider researching Salesforce's official 
documentation and Trailhead modules on Service Cloud and Experience Cloud: 

Salesforce Service Cloud:https://www.salesforce.com/solutions/service-cloud/overview/  
Salesforce Experience Cloud:https://www.salesforce.com/solutions/digital-experiences/overview/ 
Salesforce Trailhead:https://trailhead.salesforce.com/ (Search for relevant modules on Service Cloud, 
Experience Cloud, and reporting.) 

Question: 27   

The Contact Center at Universal Containers wants to increase its profit margins by promoting call deflection within Service 
Cloud. 
Which two solutions should a Consultant recommend? (Choose two.) 

A. Knowledge Base 

B. Automatic Call Distribution 

C. Service Cloud Console 

D. Experience Cloud site 

Answer: AD 

Question: 28   

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 two.) 

A. Enable Work Orders. 

B. Create an Entitlement Process. 

C. Configure Service Contracts. 

D. Set up Milestones. 

Answer: BD 

Question: 29   

A manager has noticed an increase in average case age. This is negatively impacting customer satisfaction. The manager 
wants to compare the amount of time that cases have spent within each status during their lifecycle. Which reporting 
solution should be recommended? 

A.Create a report using the Case Age report type. 

B.Create a report using the Case Historical Trending report type. 

C.Create a report using the Case Snapshot report type. 
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D.Create a report using the Case Lifecycle report type. 

Answer: D 

Explanation: 

The correct answer is D, a report using the Case Lifecycle report type, because it directly addresses the manager's 
need to analyze the time spent within each status of a case's lifecycle. Case lifecycle reports are specifically designed to 
track the different stages and the duration cases spend in those stages. This will reveal bottlenecks and areas where 
case resolution times are lagging, contributing to the increased average case age and decreased customer satisfaction. 

Option A, the Case Age report type, would only provide the overall age of cases, not the time spent in each individual 
status. While useful for overall metrics, it lacks the granular detail the manager requires to pinpoint specific delays. 

Option B, the Case Historical Trending report type, tracks changes in aggregate case data over time (like open cases, 
closed cases, etc.). Although useful for identifying trends in overall case volumes and types, it doesn't break down the 
time spent in each status for individual cases. 

Option C, the Case Snapshot report type, captures a point-in-time picture of case data. It's useful for compliance and 
historical record-keeping but doesn't track the time spent in different statuses throughout the case lifecycle. 

The Case Lifecycle report offers insights into crucial metrics such as: 

Average time in each status: Identifying statuses where cases linger. 

Number of cases in each status: Highlighting bottlenecks. Trends 
in status transitions: Understanding the flow of cases. 

By using a Case Lifecycle report, the manager can identify the specific statuses where cases are taking too long, enabling 
them to implement targeted improvements like process optimization, automation, or additional training for agents in 
specific areas. This focused approach will directly address the root causes of the increased average case age and 
improve customer satisfaction. 

For further research, you can refer to Salesforce documentation on reporting and analytics: 

Salesforce Reports & Dashboards Documentation:https://help.salesforce.com/s/articleView? 

id=sf.reports_dashboards.htm&type=5  
Considerations for Case Lifecycle Reports: This report type may require specific configuration or enablement in your 
Salesforce org. Consult the Salesforce documentation or your administrator for details. 

Question: 30   

The VP of Service at Universal Containers wants to make it easier and faster for support reps to send knowledge articles to 
the customer. 
What should a consultant configure to satisfy this request? 

A.Create an auto-response rule to send the article to the customer. 

B.Create a Lightning email template to send the article to the customer. 

C.Create a macro to send an email with the article to the customer. 

D.Create a workflow email alert to send the article to the customer. 

Answer: C 

Explanation: 
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The best approach to enable support reps at Universal Containers to quickly send knowledge articles to 
customers via email is C. Create a macro to send an email with the article to the customer. 

Here's why: 

Macros provide efficiency: Macros allow support reps to automate repetitive tasks. In this scenario, sending 
knowledge articles is a common task. A macro can pre-populate an email with the article content and customer details, 
reducing manual effort and saving time. 

Personalization: While macros automate, they can still allow for some personalization. The rep can review and edit the 
email before sending, adding a personal touch. 

Knowledge One Integration: Macros can directly leverage the Knowledge One component within the Service Console, 
streamlining article insertion. Reps can search for relevant articles within the macro setup and insert them directly into 
the email. 
Avoidance of less suitable options: 

A. Auto-response rules: These are primarily for automatic acknowledgements upon case creation and aren't well-
suited for sending specific knowledge articles based on the case details or the rep's discretion. They also wouldn't offer 
personalization. 

B. Lightning email templates: While useful, templates still require reps to manually select and send them. A macro 
provides faster automation by pre-selecting the template and performing other actions. 

D. Workflow email alerts: These are triggered by specific record changes and aren't initiated by the service rep at 
the point of customer interaction. This is not suitable as the rep wants to manually choose the correct article to send 
the customer. 

Macros offer the best balance between automation, personalization, and efficiency, allowing reps to quickly send 
relevant knowledge articles while still maintaining control over the communication. They directly address the VP of 
Service's goal of making it easier and faster for reps to send articles. 

Further research: 

Salesforce Help: Automate Repetitive Tasks with Macros in Lightning Experience: 
https://help.salesforce.com/s/articleView?id=sf.macros_lightning_about.htm&type=5 Trailhead: 
Service Cloud Agent Productivity:  
https://trailhead.salesforce.com/content/learn/modules/service_cloud_agent_productivity 

Question: 31   

Universal Containers wants to deploy the Service Cloud to its contact centers located across North America, Europe, and 
Asia. The company wants standardized contact center processes and reporting implemented in its centers worldwide. 
Which approach should a consultant recommend in this scenario? 

A.Recommend that the VP of Worldwide Support design a global template to provide a clear vision and 
standardization. 

B.Recommend utilizing out-of-the-box functionality to reduce cost and ensure one worldwide process and 
reporting. 

C.Assign a global team of experienced agents and leaders to create a common design template and report structure. 

D.Assign teams in each major contact center to design a solution unique to its needs and have an analyst build a combined 
report. 

Answer: B 

Explanation: 
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The correct answer is B. Here's why: 

Universal Containers aims for standardized contact center processes and reporting globally. Utilizing out-of-the-box 
(OOTB) Salesforce functionality directly supports this objective. OOTB features are pre-built and readily available, 
minimizing customization and development efforts. This leads to reduced costs and faster implementation, enabling 
consistent processes across North America, Europe, and Asia. 

Standardized processes ensure uniform data collection, facilitating accurate and consolidated global reporting. 
Customized solutions (as suggested in options C and D) increase complexity, costs, and  
maintenance overhead, making it challenging to achieve consistent processes and reporting worldwide. While a global 
template (option A) can guide design, relying solely on it without leveraging OOTB functionalities would be inefficient. 

OOTB Salesforce Service Cloud offers a robust foundation for managing cases, knowledge base, and automation that are 
ideally suitable for multiple regions. The focus should be on configuring the existing system to the company's needs 
before considering custom solutions. 

Leveraging OOTB ensures alignment with Salesforce's best practices, simplifies future upgrades, and minimizes 
technical debt. 

Supporting Resources: 

Salesforce Service Cloud Features: https://www.salesforce.com/solutions/service-cloud/features/ 
Service Cloud Implementation Guide: Consult Salesforce documentation for best practices during 
implementations. 

Question: 32   

Universal Containers wants to notify Support Managers when a new case has been untouched for more than two business 
days. 
Which approach should a consultant implement? 

A.Create a Process Builder with Scheduled Actions. 

B.Define Case Auto-Response Rules. 

C.Configure Case Escalation Rules. 

D.Establish Case Assignment Rules. 

Answer: C 

Explanation: 

The correct answer is C, Configure Case Escalation Rules. 

Here's why: The requirement is to trigger an action (notification to Support Managers) based on a specific condition 
(case untouched for more than two business days) and a specific timeframe. Case Escalation Rules in Salesforce are 
designed precisely for this scenario. They allow defining criteria (e.g., Case Status not changed and age over two 
business days) and then specifying actions to occur, such as reassigning the case or sending a notification to a 
designated user or group. The action is triggered only when the case remains unresolved after the defined time, 
making it ideal for escalating untouched cases. 

Process Builder with Scheduled Actions (A) could theoretically be used, but Case Escalation Rules are the more purpose-
built and efficient solution for handling time-dependent case escalations. Process Builder is more general-purpose and 

would require more complex logic and maintenance compared to the native escalation rule functionality. Auto-
Response Rules (B) are used for sending automated responses to customers upon case creation, not for internal 

notifications based on elapsed time. Assignment Rules (D) are used for automatically assigning cases to users or queues 
upon case creation or update, not for triggering actions based on case age. Case escalation rules are a specific 
automation that are designed to automatically 
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escalate cases to appropriate parties based on defined time and criteria. 

In summary, Case Escalation Rules provide the most direct, efficient, and manageable approach for notifying Support 
Managers about untouched cases exceeding a two-day business period. They are the best fit for automating actions 
that are triggered after a specific time frame, and when dealing with cases which meet specific criteria. 

Salesforce Help: Case Escalation Rules 

Question: 33   

Universal Containers is launching a full line of new products and Service Cloud should support the following 
requirements: 
• Agents need to collaborate with other teams. 
• The product development team needs to be alerted on high-priority cases for specific products. Which 
solution will meet these requirements? 

A.Use Salesforce Flow for notifications and case teams to monitor cases. 

B.Use escalation rules for notifications and case teams to monitor cases. 

C.Use escalation rules for notifications and account teams to monitor cases. 

D.Use Salesforce Flow for notifications and account teams to monitor cases. 

Answer: A 

Explanation: 

The correct answer is A: Use Salesforce Flow for notifications and case teams to monitor cases. Let's break down 
why. 

Collaboration with Other Teams: Case teams allow agents to add specific users or groups to a case, providing them 
with visibility and enabling collaboration on the resolution. This directly addresses the requirement for agents to 
collaborate with other teams. 

Product Development Team Alerts: Salesforce Flow can be configured to trigger notifications based on specific 
case criteria, such as priority and product. These notifications can be sent to the product development team, 
ensuring they are alerted to high-priority cases related to their products. 

Flow vs. Escalation Rules: While escalation rules can also send notifications, they are primarily designed to 
automatically escalate cases based on time-based criteria. Flows provide more flexibility in defining complex 
notification rules based on various case attributes and logic. This makes Flow a better fit for the requirement of 
alerting the product development team based on specific product and priority combinations. 

Case Teams vs. Account Teams: Account teams are related to accounts (companies or organizations), not 
individual cases. Since the requirement focuses on alerting teams about specific cases, case teams are the more 
appropriate tool. 

In summary, using Salesforce Flow for customized notifications and case teams for collaboration provides a targeted 
and effective solution to meet both requirements outlined by Universal Containers. 

Authoritative Links for Further Research: 

Case Teams:https://help.salesforce.com/s/articleView?id=sf.cases_using_case_teams.htm&type=5 Salesforce 
Flow:https://trailhead.salesforce.com/en/content/learn/modules/business_process_automation 

Question: 34   
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Which three are characteristics of Flow? (Choose three.) 

A.Elements can be used to pass data to legacy systems. 

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

C.Apex code must be used to pass data to legacy stems. 

D.Apex code must be used to update fields in the database. 

E.Only one version of a flow can be activated at a time. 

Answer: BCE 

Explanation: 

The correct answer, BCE, accurately reflects core capabilities and limitations of Salesforce Flows. Let's break down why:  

B. Elements can be used to update fields in the database: Flows are fundamentally designed for automating business 
processes, and a key part of this is interacting with Salesforce data. Data elements within a flow, such as "Update 
Records," can directly modify field values on standard or custom objects within the Salesforce database without 
requiring any Apex code. This is a core, low-code function of flows, replacing the need for custom code in many data 
manipulation scenarios. 

C. Apex code must be used to pass data to legacy systems. While Flows can handle many integrations via standard 
connectors and REST callouts, communicating with older, less standardized "legacy" systems often requires the greater 
flexibility and power of Apex. Legacy systems might use protocols or data formats not directly supported by Flow's 
built-in integration tools. Apex can handle complex data transformations, custom authentication schemes, and other 
specific requirements for interacting with such systems, serving as a bridge where direct Flow actions fall short. 

E. Only one version of a flow can be activated at a time: Salesforce's versioning system for flows allows for iterative 
development and testing. Only one version of a flow can be active simultaneously, ensuring that all users interact with 
the most current and approved version. Activating a new version automatically deactivates the previous one. This 
enforces a controlled release process and prevents conflicts that could arise from multiple versions running 
concurrently. 

Now, let's examine why the incorrect options are not correct: 

A. Elements can be used to pass data to legacy systems: While Flow can integrate with external systems via REST 
calls, this does not mean every legacy system can be integrated in this manner. Many legacy systems may be pre-REST 
era, and may require more complex protocols. 

D. Apex code must be used to update fields in the database: As explained above, one of the main strengths of Flow is 
its ability to perform CRUD operations (Create, Read, Update, Delete) on Salesforce records without needing Apex code. 
The "Update Records" element, among others, empowers admins and developers to modify data directly. 

Authoritative Resources for Further Research: 

Salesforce Flow Documentation: https://help.salesforce.com/s/articleView?id=sf.flow.htm&type=5 
Trailhead Module on Flows:  
https://trailhead.salesforce.com/content/learn/modules/business_process_automation 

Question: 35   

Metrics show that Universal Containers has a high call abandonment rate. Which 
two strategies should a consultant recommend? (Choose two.) 
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A.Simplify the interactive voice response (IVR) tree. 

B.Use Assignment rules and case queues. 

C.Set up Email-to-Case. 

D.Add additional agents to lower average hold time. 

Answer: AD 

Explanation: 

The correct answer is A and D. A high call abandonment rate indicates that customers are giving up waiting to speak 
with an agent. Simplifying the Interactive Voice Response (IVR) tree (A) can directly address this issue. 

A complex IVR wastes the caller's time navigating menus, increasing frustration and likelihood of abandonment. By 
streamlining the IVR, callers can reach the appropriate agent or self-service option more quickly. 

Adding additional agents (D) directly lowers the average hold time, which is a primary driver of call  
abandonment. When hold times are reduced, fewer callers will become impatient and hang up. This addresses the 
symptom by increasing capacity to handle the call volume. 

Option B, using Assignment rules and case queues, is more about case management efficiency once a case is created and 
does not directly impact abandonment rates. Option C, setting up Email-to-Case, provides an alternative channel for 
customers to contact support, which could indirectly reduce call volume and, therefore, potential abandonment. 
However, the immediate focus should be on addressing the abandonment issue within the call channel itself by easing 
access and lowering hold times. These issues are best addressed by optimizing the call channel through simplification 
and staffing adjustments. 

For further research, consult Salesforce's documentation on IVR design best practices and workforce 
management strategies within a Service Cloud context: 

Salesforce Help: Understanding IVR (Interactive Voice Response): (Search Salesforce Help for this term) 
Salesforce Help: Service Cloud Voice: (Search Salesforce Help for this term) 

Question: 36   

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 features should the consultant recommend as part of the deployment? (Choose two.) 

A.Enable the Moderation feature to automatically create cases from posts. 

B.Create and assign permission sets to give agents social account access. 

C.Add two Twitter or Facebook accounts. 

D.Retrieve Social Studio credentials. 

Answer: BC 

Explanation: 

The correct answer is BC. Here's why: 

B. Create and assign permission sets to give agents social account access. 

Before agents can start using Social Customer Service, they need the necessary permissions to access and interact with 
social media accounts within Salesforce. This is achieved through permission sets. Permission sets grant specific 
access rights to users without altering their profiles. This allows for granular control over what agents can do within 
the Social Customer Service environment, aligning with security best practices in 
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cloud computing. It ensures only authorized personnel can manage social media interactions. 

C. Add two Twitter or Facebook accounts. 

The Social Customer Service Start Pack is designed to connect Salesforce with social media platforms. 

Adding Twitter or Facebook accounts is a fundamental step to enable social listening and engagement. By connecting 
these accounts, agents can monitor brand mentions, respond to customer inquiries, and create cases directly from social 
posts. This aligns with the proactive support goal by allowing early identification of issues and engagement with 
customers where they are active, showcasing brand responsiveness and commitment to customer satisfaction. Without 
connected social accounts, the system has no source of social data to work with. 

Why other options are less suitable: 

A. Enable the Moderation feature to automatically create cases from posts. While moderation features are useful, 
the automatic creation of cases is dependent on setup and configuration which goes beyond the initial deployment of 
the Start Pack. Moreover, enabling moderation may not be a 'start pack' default feature as it requires defining rules and 
criteria. 

D. Retrieve Social Studio credentials. Social Studio is a separate, more comprehensive social media marketing and 
management platform. It is not directly included as part of the Social Customer Service Start Pack, which focuses on 
basic case management and social listening capabilities integrated directly within Service Cloud. Social Studio 
credentials would be irrelevant to the basic functionality of the Start Pack. 

Supporting Links: 

Salesforce Social Customer Service Setup: https://help.salesforce.com/s/articleView? 

id=sf.social_customer_service_setup.htm&type=5  
Permission Sets and Licenses: https://help.salesforce.com/s/articleView? 

id=sf.permsets_licenses_overview.htm&type=5 
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