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F "8 #206
Your customer expects high call volume during peak hours. Which solution best ensures contact center scalability?

¢ A Increase agent resources without considering automation or process optimization.
e B. Utilize a third-party call center solution integrated with Salesforce.
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¢ C. Configure multiple queues and leverage Omni-Channel Routing for dynamic agent availability.
¢ D. Implement custom Apex code for routing and case management.
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Configuring mutltiple queues and leveraging Onni-Channel Routing ensures scalability and efficiency, especially during peak hours in
a contact center. Omni-Channel Routing automatically distributes incoming work to agents based on availability and skill set,
allowing for dynamic management of high call volumes. This solution supports the scalability of the contact center by optimizing the
allocation of resources and reducing wait times for custormers.
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Your scenario includes deploying a new knowledge base for self-service customer support. Which channel-specific cut-over
requirement promotes awareness and utilization?

A. Integrating knowledge base articles within relevant chat conversations and case workflows.

B. Providing prominent access points to the new knowledge base across various customer-facing channels.

C. All of the above, creating a multi-pronged approach to encourage self-service adoption through the new knowledge base.
D. Conducting user training and awareness campaigns highlighting the new knowledge base and its benefits.
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encourage self-service adoption through the new knowledge base

Comprehensive Detailed Explanation with Reference:

Promoting awareness and utilization of a new knowledge base for self-service customer support involves several strategies: A.
Integrating knowledge base articles within chat conversations and case workflows enhances relevance and timely assistance. B.
Providing prominent access points across customer-facing channels ensures that customers can easily find and use the knowledge
base. C. Conducting user training and awareness campaigns increases familiarity with the knowledge base's features and benefits.
Implementing all these approaches simultaneously offers a comprehensive strategy to maximize adoption and effectiveness of the new
resource.
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The release plan includes autormated regression testing. What is the primary benefit of this approach?

A. Identifying new functionalities and features introduced during development.

B. Reducing manual testing efforts and streamlining the release process.

C. Ensuring existing functionalities and integrations continue to function properly after updates.
D. All of the above, offering comprehensive validation and optimizing release efficiency.
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Automated regression testing provides muiltiple benefits during the release process. It helps in identifying any disruptions in existing
functionalities and integrations caused by new updates or changes, ensuring that all system components continue to operate correctly.
Additionally, it significantly reduces manual testing efforts, which streamlines the release process by accelerating validation and
deployment phases. Thus, "D. All of the above, offering comprehensive validation and optimizing release efficiency" accurately
describes the primary benefits of automated regression testing,

Reference: Salesforce Automated Testing
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You're deploying a new Al-powered virtual assistant for initial customer inquiries. Which cut-over requirement helps maintain
customer trust and transparency?

A. All of the above, contributing to a responsible and trustworthy Al implementation for customer support.
B. Clearly disclosing the use of Al and providing options for human interaction when needed.

C. Monitoring interactions and measuring the virtual assistant's effectiveness in resolving customer issues.
D. Training the virtual assistant on diverse customer data and common language variations for accuracy.
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Deploying a new Al-powered virtual assistant effectively requires several critical steps: A. Transparency about the use of Al and
ensuring custormers have the option to interact with human agents if needed.

B: Training the virtual assistant using diverse data sets to handle various customer inquiries accurately.

C: Monitoring interactions and evaluating the effectiveness of the virtual assistant in resolving customer issues to continually improve
its performance.

These practices foster customer trust and ensure the Al assistant is effectively integrated into the support workflow, enhancing
overall customer experience.
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Your project requires migrating customer data with multiple language variations. Which data preparation step helps maintain
language consistency and accuracy?

A. Utilizing data validation rules to flag and correct inconsistencies in customer record language formats and character sets.
B. Configuring the new system to recognize and handle different language formats and encoding standards for accurate
import.

C. All of the above, contributing to a seamless transition with accurate representation of multilingual customer data.

D. Manually reviewing and verifying the language and character consistency of customer data before migration.
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Maintaining language consistency and accuracy during customer data migration involves various steps: A. Data validation rules
ensure that inconsistencies in language formats and character sets are flagged and corrected.

B: Configuring the system to handle different language formats and encoding standards is crucial for accurate data import.

C: Manual review of language and character consistency helps verify the accuracy before migration.

Employing these measures ensures that multilingual customer data is accurately represented in the new system, enhancing data

integrity and usability.
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