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NEW QUESTION # 118 
The customer wants to automatically route cases based on language skills and expertise. Which feature facilitates this?

A. Skill-Based Routing
B. Entitlements
C. Routing Rules
D. Omni-Channel Presence

Answer: A

Explanation:
Skill-Based Routing is the feature that best facilitates the automatic routing of cases based on language skills and expertise. This
feature allows the contact center system to match incoming cases with agents who have the specific skills and expertise needed to
handle those cases effectively. By ensuring that cases are directed to the most appropriately skilled agents, skill-based routing
enhances efficiency, improves resolution times, and increases customer satisfaction.

NEW QUESTION # 119 
Which standard field options should a consultant recommended form for In-App Messaging?

A. First Name, Last Name, Emil Subject
B. First Name Last Name Email Account Number
C. First Name, Last Name, Email Order Number

Answer: B

Explanation:
For In-App Messaging, the recommended standard field options to include are First Name, Last Name, Email, and Account
Number. These fields ensure that customer service agents have the essential information needed to identify and authenticate the
customer, facilitating a more personalized and efficient service interaction. The Account Number is particularly crucial as it provides
a direct link to the customer's specific details and transaction history within the company's systems.

NEW QUESTION # 120 
Your deployment involves integrating a new chat platform. Which data migration preparation step ensures seamless continuity for
ongoing chat conversations?

A. Configuring the new platform to automatically migrate open chat sessions in progress during the cut-over period.
B. All of the above, contributing to a smooth transition with minimal disruption to ongoing chat interactions.
C. Importing historical chat transcripts and associating them with corresponding cases or customer profiles.
D. Testing data migration with sample chat sessions and verifying accurate transfer of conversation details and context.

Answer: B

Explanation:
Ensuring seamless continuity for ongoing chat conversations during platform integration involves several critical steps. Importing
historical chat transcripts maintains historical context. Configuring the new platform for automatic migration of open sessions prevents
disruption during the transition. Testing data migration with sample chats verifies the integrity and accuracy of transferred data. Thus,
"D. All of the above, contributing to a smooth transition with minimal disruption to ongoing chat interactions" ensures a thorough and
effective migration process for the new chat platform.
Reference: Salesforce Chat Integration and Migration

NEW QUESTION # 121 
The customer desires seamless integration with their existing CRM system. Which functionality bridges this gap?

A. Partner Integrations
B. Data Import Wizard
C. Apex Code Development
D. Einstein Analytics



Answer: A

Explanation:
Partner integrations in Salesforce Contact Center allow for seamless integration with existing CRM systems by leveraging pre-built
connectors and integration apps available on Salesforce AppExchange. These partner solutions are specifically designed to integrate
diverse systems with Salesforce, ensuring that data flows smoothly between Salesforce and other CRMs without needing custom
development. This enables businesses to enhance their customer service capabilities by integrating their existing tools and databases
into a unified Salesforce environment.

NEW QUESTION # 122 
To streamline communication and clarify case conversation history for an insurance company handling a high volume of cases, I
recommend a combined approach utilizing Case Comments and Case Hierarchy, with careful consideration of Chatter's limitations:
A project sponsor has stated that their primary goal is to reduce the cost per case in the contact center.
Which standard metric should a consultant focus on improving to reduce cost per case in the contact center?

A. Average Cases per Agent
B. Average Handle Time
C. Average Resolution Time

Answer: B

Explanation:
To reduce the cost per case in the contact center, the consultant should focus on improving the Average Handle Time (AHT). AHT
measures the average duration of contact with a customer, including talk time, hold time, and the time spent on related tasks after the
call. By reducing AHT, an organization can handle more cases without additional resources, effectively decreasing the cost per case.
Reducing AHT can be achieved through better training, more efficient tools, and workflow optimization, directly impacting the cost
efficiency of the contact center operations.
Reference: https://help.salesforce.com/
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The result of your exam is directly related with the AP-226 learning materials you choose. So our company is of particular concern
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