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NEW QUESTION 1

Universal Container's agent’s need to be more productive when cases. Agent want to send email to customers prior to violating an SLA based on three different
SLA levels using macros.

What two solutions can a consultant suggest to meet the agent's requirements? Choose 2 answers

A. Add multiple ELSE IF blocks after the IF block
B. Add conditional logic to the instructions

C. Create a formula to build the macro logic around
D. Add a formula block to the macro

Answer: CD

NEW QUESTION 2
universal containers is implementing a customer community to provide self service options to its B2C customers.Which two features should a consultan
recommend.

A. Contracts and SLASs
B. Chatter Answers

C. Contacts

D. Cases

Answer: BC

NEW QUESTION 3
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 4
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 Items, and entitlements
C. Entitlement processes, contract line items, milestones, and entitlements
D. Entitlement processes, contracts, milestones, and milestone actions

Answer: A

NEW QUESTION 5
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 6

Universal Containers wants to implement a customer service community.

The goal of the community is to enable community members to access, create, and manage cases online. How should the consultant implement these
requirements?

A. Create a sharing rule to share the contact record with the community member.

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

C. Set up a sharing set to grant access based on the community member’s contact record.

D. Update the case assignment rule to add the community member to the predefined case team.

Answer: C

NEW QUESTION 7

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 mitigation these concerns?

A. 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.
B. Configure the new app in a sandbo

C. Use a change-set to push the configuration to production for testing and training.

D. Deploy the configuration from a sandbox to production during the next Salesforce version update so the system only goes down once.
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E. Configure the new app in developer org and use an unmanaged package to deploy to production.

Answer: D

NEW QUESTION 8

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 Persona for Twitter and Facebook.

B. Social Media Marketing message tagging.

C. Social Customer Service for Twitter and Facebook.
D. Einstein Bot social queues.

Answer: C

NEW QUESTION 9
Universal Containers wants to unify channels and manage agent workload with Omni-Channel routing. What required step Should a consultant address before
configuring Omni Channel?

A. Customize service channel settings to define how the organization receives work from various
B. Create a Salesforce Case to have Omni-Channel enabled.

C. Create the necessary objects in Salesforce.

D. From Setup, select Omni-Channel Settings and Select Enable Omni-Channel.

Answer: D

NEW QUESTION 10
The contact center at universal containers wants to increase its profit margins by promoting call deflection with service cloud.
Which two solutions should a consultant recommend? Choose 2 answers

A. Customer community

B. Knowledge base

C. Service cloud console

D. Automatic call distribution

Answer: AB

NEW QUESTION 10
Universal conatiners has determined that case list views are slow to load because of the large number of cases in the system. Which two actions will improve the
performance of the list views? Choose 2 answers

A. Filter the views by case owner.

B. Restrict visibility of the views.

C. Reduce the number of fields displayed.
D. Remove filter criteria from the views.

Answer: AC

NEW QUESTION 13
How can a Contact Center Manager see which Service Representatives have not accepted new Cases recently using the Lightning Service Console?

A. Omni-Channel Utility Component

B. Cases report sorted by Rep and Case Owner

C. Cases report sorted by Rep and Case CreatedDate
D. Omni-Channel Supervisor tab

Answer: D

NEW QUESTION 16

universal containers wants to unify channels and manage agent workload with omni-channel routing.what required step should a consultant address before
configuring omni channel ?what required step should a consultant address before configuring omni channel ?
A. Create SF cases to have omni channel enabled

B. create the necessary objects in SF

C. customize service channel settings to define how the org receives work various sources

D. From setup select omnichannel and select enable omni channel

Answer: D

NEW QUESTION 21

Which feature should a consultant recommend to allow a tier 2 service representative to take over case

processing from tier 1 and know how far tier | had progressed in troubleshooting?

A. Lighining Row Component
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B. Lightning Guided Engagement
C. Service Console Macros
D. Path for Cases

Answer: B

NEW QUESTION 23
vp of service at universal containers wants to make it easier and faster for support reps to send knowldge articles to customers.What should a consultant configure
to satisy this request ?

A. Create a macro to send an email with the article to customer
B. create an auto response rule to send the article to teh customer
C. create a workflow email alert to send the artilce to the customer
D. create a lightning email template to sned artilce to customer

Answer: D

NEW QUESTION 28
UCs is implementing Salesforce Knowledge at its contact center. The contact center has a dedicated support team for each product that it supports. Contact center
agents should only be able to view articles for the product they support. What solution should a consultant recommend to meet this requirement?

A. Assign team-based roles to the associated product article types

B. Assign team-based profiles to the associated product article types

C. Assign team-based roles to the associated product data category value
D. Assign team-based profiles to the associated product data category value

Answer: C

NEW QUESTION 29
Universal Containers wants to import an external knowledge base to Lightning Knowledge using the Knowledge Importer.
How should this be implemented? Choose 2 answers

A. Article Record Types must be created before the import.

B. Each Article Record Type must be in a separate CSV.

C. Article Record Types will be created as part of the import.

D. Multiple Article Record Types can be imported in the same CSV.

Answer: AD

NEW QUESTION 32

Cloud Kicks (CK) wants to increase the number of articles in its knowledge base while maintaining article quality. CK plans to allow all service agents to create
articles. The company would like a recommendation on how to maintain its article quality.

What is the recommended method to meet the requirements?

A. Smart Links

B. Apex Trigger

C. Approval Process
D. Article Translation

Answer: A

NEW QUESTION 33
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

Answer: B

NEW QUESTION 34

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. Enable Omni-Channel Case assignment

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

C. Implement Lightning Guided Engagement

D. Configure a Visual Flow Troubleshooting Action

Answer: C

NEW QUESTION 37
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Universal Containers wants to display a history of all of today's changes to a case in the order that occurred on a single page view. This requirement includes
comments, emails, and edit to case fields. What tool should a consultant recommend to implement this requirement?

A. Auto launch flow

B. Salesforce Console for Service

C. Visualforce custom page Questions & Answers PDF Page 6
D. Process Builder

Answer: B

NEW QUESTION 41
the support manager at universal containers wants to see monthly historical metrics for first call resolution by call center and agent. Which reporting should
consultant recommend

A. DynamicDahsbaord by Call Center
B. Reporting Snapshots by call center
C. Report Subscriptions by call center
D. Case report grouped by call center

Answer: B

NEW QUESTION 45
Universal Containers has four internal divisions that use Salesforce Knowledge. Compliance requirements mandate that each division should only have access to
its own articles when performing a search. Which solution should a consultant recommend to meet this requirement?

A. Create separate data category groups for each division and assign the category to a division profile.
B. Create a sharing rule for each division to provide access using the role hierarchy.

C. Create a sharing rule for each division to provide access based on criteria of the article.

D. Create a single data category group for each division and provide access using the role hierarchy.

Answer: D

NEW QUESTION 49

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 53
Which search mechanism should be used to find case comments from within the lightning service console?

A. Search utility component

B. Comment search component
C. Comments list view

D. Global search

Answer: D

NEW QUESTION 57

A recent analysis of cases at Cloud Kicks (CK) revealed a high percentage of simple cases such as

password resets and order inquiries. In order to reduce the number of cases created, CK wants to provide customer self-service in the following channels: web,
SMS, Facebook Messenger, and WhatsApp.

What is the recommended case deflection solution?

A. Chat for Web and In-App

B. Digital Engagement Messaging
C. Social Customer Service

D. Einstein Bo

Answer: C

NEW QUESTION 62

Cloud Kicks has millions of customers. Only a small percentage of the customers have existing Contact records in Salesforce The customer's email address is
used to populate details from another system and enrich the Contact record.

A service center uses multiple channels to support customers, including phone, Email-to-Case, and

Web-to-Case. Support agents frequently fail to capture the necessary information, leading to an inconsistent customer experience.

What is the recommended method to consistently capture new caller details?

A. Use a global quick action to capture details.

B. Use an auto-launched flow to capture details.
C. Use a new customer Path on Contact to capture details.
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D. Use Open CTI with Pop to flow to capture details.

Answer: B

NEW QUESTION 66

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

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

NEW QUESTION 68
Universal Containers is considering a Knowledge-Centered Support (KCS) implementation.
Which three benefits can be expected from KCS adoption? Choose 3 answers

A. Increased call deflection

B. Increased call routing accuracy
C. Reduced issue resolution time
D. Reduced support channels

E. Optimized use of resources

Answer: CDE

NEW QUESTION 70
Universal Containers is migrating from Classic Knowledge to Lightning Knowledge using the Lightning Knowledge Migration Tool and noticed that none of the
Article file attachments were migrated. How can a Consultant migrate the file attachments?

A. Upload the files as Documents, then relate them to the migrated Articles.
B. Use the Lightning Knowledge Migration Tool and choose 'include files'.
C. Use the Files Related List on each article to add files to your articles.

D. Post the Files to the Chatter Feed on each Article.

Answer: A

NEW QUESTION 75

Universal Containers (UC) has deployed a call center using open CTI. Call center agents are organized into four groups reflecting UC's four different product lines.
Each group's manager would like a report on their agents" daily call volume, including related case and contact information.

How should the consultant recommend the report be created?

A. Build a Summary report on Products and Activities.

B. Set up a reporting snapshot of the case, contact and activity objects.
C. Create a Custom Report type with activities as the primary object.
D. Customize the My Teams Calls this week standard report.

Answer: D

NEW QUESTION 77

Universal containers is trying to reduce the amount of time support agents spend creating cases. The new method 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. On-Demand Email-to-case
B. Standard email to case

C. Web to case forms

D. Omni channel routing

Answer: A

NEW QUESTION 78

universal containers receives partner data in excel format.the excel data is all text ,but needs to be imported into existing Salesforce date, number and text fileds.
Which 3 best practices should a consultant recommend?

A. Import the records and use duplicate management

B. Deduplicate the data before importing into SF

C. Install data quality analysis dashboards from the appexchange

D. Standardize all rows to match salesforce data types

E. Import records and cretae a a worflow rule to change the data type

Answer: BCD

NEW QUESTION 83
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Universal Containers wants to implement best practices for its customer support teams and has decided to follow a Knowledge -Centered Support (KCS)
methodology.
Which two benefits can be expected from KCS adoption? Choose 2 answers

A. A knowledge article life cycle that is implemented correctly the first time and does not need to change
B. A knowledge article life cycle that evolves based on usage and demand

C. Reduced issue resolution time

D. Reduced first contact resolution

Answer: CD

NEW QUESTION 88

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 3 answers

A. Import the records and create a workflow rule to change the data type.
B. Standardize all rows to match Salesforce data types.

C. Import the records and use Duplicate Management.

D. Deduplicate the data before importing into Salesforce,

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

Answer: BCD

NEW QUESTION 93
Which two areas can an Administrator make Open CTI features available to users when building a Lighting App using the App Manager? Choose 2 answers

A. On a utility bar of the Lightning App
B. On a record Highlights Panel

C. On arecord Activity Feed list

D. On the Calendar right hand panel

Answer: C

NEW QUESTION 95
Milestones can be added to which two Object types? Choose 2 answers

A. Account

B. Work Order
C. Last

D. service

Answer: BC

NEW QUESTION 99

Cloud Kicks (CK) provides customized support based on product line and plans to expand from voice-only support Support agents are certified on one or more
specific product lines.

CK would like to provide support through chat, social, email, video, and web and are striving for a consistent customer experience. Agents will be trained in one or
two of the new support methods, in addition to voice support.

What is the recommended solution to meet the requirements?

A. Knowledge One with Article Recommendations
B. Experience Cloud with self-support

C. Omni-Channel with Skills-Based Routing.

D. Live Agent and Live Message

Answer: C

NEW QUESTION 102

A manager would like information on the knowledge base searches conducted by customers and call center agents. Which two metrics are useful for identifying
knowledge article effectiveness?

Choose 2 answers

A. Knowledge search query with no results.

B. Knowledge articles with the lowest rating.

C. Number of knowledge articles in each data category.
D. Knowledge articles created by call center agents.

Answer: AB

NEW QUESTION 103
universal containers wants to schedule technicians for repair services when an agent is unable to solve customer problem via call center

A. Omni channel

B. Contact Requests
C. field service

D. Mobile connect
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Answer: C

NEW QUESTION 106
what approach should a consultant use to ensure that knowledge search only display articles for a servcie agents product specialization ?

A. Crreate an article action for each record type;assign record types to service agents
B. Create a page layout for each record type ;assign layouts to servce agents

C. Create a permission set for each record type ;assignpermisisons to service agents
D. create a data category for each product assign data categories to service agents.

Answer: D

NEW QUESTION 111
universal containers has regional contact centers around the world. Support Managers have asked to see support metrics for their region by default.
Which two strategies should a consultant recommend?

A. Dashboad folder sharing

B. Org wide default for cases set to private

C. Dynamic dashboards

D. Case Object permissions set to create and read

Answer: BC

NEW QUESTION 115
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 120
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 macro to send an email with the article to the customer.
B. Create a workflow email alert to send the article to the customer.
C. Create an auto-response rule to send the article to the customer.
D. Create a Lightning email template to send the article to the customer.

Answer: D

NEW QUESTION 121

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 Lifecycle report type.

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

C. Create a report using the Case Historical Trending report type.
D. Create a report using the Case Snapshot report type.

Answer: D

NEW QUESTION 125
After migration from Knowledge to Lightning Knowledge , Authors are unable to cretae FAQ article type , but can succefull create Install Notes article
type.SupportMngers have confirmed that articles of type FAQ exist in production. How shoud a consultant correct this problem?

A. Grant Authors acess to FAQ artcle type

B. Set Article Or Wide to Public Read Write

C. Add Authors to the FAQ data category

D. Grant authors access to the FAQ records type

Answer: D

NEW QUESTION 126
Universal Containers support management team has noticed an increase in wait times over the last several months when customers call in for support.
Which two recommendations should a consultant suggest to help decrease customer wait times? Choose 2 answers:

A. Set up analytical snapshots to capture key case information and create historical trending reports
B. Set up a Salesforce Customer Community that will allow customers to create cases online

C. Create reports to analyze call data in order to understand peak times and ensure adequate staffing
D. Create case escalation rules to route high priority cases directly to supervisors for resolution

Your Partner of IT Exam visit - https://www.exambible.com



We recommend you to try the PREMIUM Service-Cloud-Consultant Dumps From Exambible
exam blb|@ https://www.exambible.com/Service-Cloud-Consultant-exam/ (198 Q&AS)

Answer: BC

NEW QUESTION 128

Universal Containers wants to automate case management for the web support team.

When new cases come in from the website they should be routed to the support team to work in the order that they are submitted.
Which approach should a Consultant implement?

A. Lightning Component
B. Contact Request flow
C. Direct Messaging

D. Case queues

Answer: B

NEW QUESTION 129

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 133
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 3 answers

A. Omni-Channel

B. Publisher Actions
C. Macros

D. Quick Text

E. Chatter

Answer: BCD

NEW QUESTION 136
How should a Consultant provide Suggested Article functionality to Lightning Service Console users?

A. Add the Knowledge Component to the Service Console.
B. Add the Knowledge tab to the Console app.

C. Create email templates with Knowledge Articles attached.
D. Add the Suggested Article widget to the Case page layout.

Answer: A

NEW QUESTION 138

Cloud Kicks (CK) has created hundreds of Knowledge articles about its products. The articles have been attached to dosed 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. Select Flag as new version' checkbox when publishing.
B. Use Smart Link to Article to select the prior version.

C. Enable Knowledge User for Service Agents.

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

Answer: B

NEW QUESTION 141
universal containers is implementing a customer community using the customer service template.One of the requiremnets is for members to be able to find
knowledge articles based on the product type.How should consultant satisfy this requirement

A. Define article types with sharing settings

B. Enable suggested artciels in the community
C. Utilize topic tags for each product type

D. Set the visibility to the data categories

Answer: C
NEW QUESTION 144
Cloud Kicks wants to standardize its service KPIs for response time and first case closure rates. Individual service agents, team leaders, regional directors, and the

VP of service should see the same KPIs calculated using only the data the user can access.
What is the recommended running user to meet the requirements?
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A. Let the dashboard viewers choose
B. The user creating the dashboard
C. The VP of service

D. The dashboard viewer

Answer: D

NEW QUESTION 148
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 149
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

A. Enable Work Orders.

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

D. Configure Service Contracts.

Answer: BC

NEW QUESTION 151
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. Web-to-Case

B. Embedded Chat Service
C. Customer Community
D. Case Assignment Rules

Answer: B

NEW QUESTION 154

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. Email-to-Case

B. web-to-Case

C. An AppExchange package
D. On-Demand Email-to-Case

Answer: D

NEW QUESTION 156

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 159

to help service agents more accurately respond to cases universal containers wants a list of relevant knowledge articles to be displayed on case record page.
A. Add the knowledge related list to the case record page

B. Add the knowledge tab to the service console

C. Add knowledge component to case record page

D. Add knowledge data categories to each case

Answer: C

NEW QUESTION 162
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Universal Containers wants to Jet 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-CaM

C. Experience Cloud site
D. Case Assignment Rules

Answer: A

NEW QUESTION 165

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 Atrticles

B. Most Linked Articles

C. Top Articles sorted descending
D. Search Activity Gaps

Answer: B

NEW QUESTION 170
Universal Containers is planning to provide different levels of support to customers in order to ensure its Agents are working within the confines of the Service
Level Agreement. Which feature should the Consultant consider?

A. Omni-Channel
B. Entitlements

C. Case Escalation
D. Case Milestones

Answer: B

NEW QUESTION 173
Universal Containers' support management team has noticed an increase in wait times over the last several months when customers call in for support. Which two
recommendations should a Consultant suggest to help decrease customer wait times? Choose 2 answers

A. Create reports to analyze call data in order to understand peak times and ensure adequate staffing.
B. Create a case escalation rules to route high-priority cases directly to supervisors for resolution.

C. Set up analytical snapshots to capture key case information and create historical trending reports.
D. Set up a Salesforce Customer Community that will allow customers to create cases online.

Answer: AD

NEW QUESTION 175
A Service Rep transfers a Live Agent Chat to another Rep. Which two things will happened?

A. The Customer is shown the new Rep's name

B. Both Service Reps can chat with the customer

C. The chat transcripts and case are transferred

D. The Customer doesn't know they were transferred

Answer: AC

NEW QUESTION 177
Service Console users work on dozen 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. Keep all open in tabs.

B. Use a second Console session.
C. Define a custom List View.

D. Add History to the Utility bar.

Answer: D

NEW QUESTION 178
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