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HH #163
How should a Consultant provide Suggested Article functionality to Lightning Service Console users?

A. Create email templates with Knowledge Articles attached.
B. Add the Knowledge Component to the Service Console.
C. Add the Knowledge tab to the Console app.

D. Add the Suggested Article widget to the Case page layout.
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The Knowledge component is a Lightning component that displays relevant articles on the case record page based on the case
information. Agents can use the component to search for articles, attach articles to cases, view article details, and provide feedback
on articles. The Knowledge component provides suggested article fnctionality to Lightning Service Console users by automatically
recommending articles that match the case subject, description, or data categories. Verified Reference: Service Cloud Consultant
Certification Guide & Tips, Use the Lightning Knowledge Component

M # 164

Universal Containers has three nternal 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?

e A Create a sharing rule for each division to provide access using the role hierarchy.
¢ B. Create a sharing rule for each division to provide access based on the article category.
¢ C. Create a single data category group for each division and provide access using the role hierarchy.
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Salesforce Knowledge uses data categories to organize articles, making it easier to manage and access relevant content. By creating
a single data category group for each division and controlling access through the role hierarchy, each division will only see articles
categorized under their specific group. This setup ensures compliance with the requirement that divisions access only their own
articles, leveraging Salesforce's robust security and access control features.

H #165

Universal Containers (UC) recently expanded sales to Mexico and Canad

a. UC wants OmniChannel to route cases to agents who speak the customer’s preferred language and have the right knowledge to
solve the issue.

Which solution should a consultant recommend to meet the requirements?

e A. Configure Omni-Channel Skills-based Routing,
¢ B. Configure Case Assignment rule and Ommni-Channel Supervisor.
e C. Configure Onni-Channel Queue-Based Routing,
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To meet the requirement of routing cases based on language proficiency and knowledge area, Omni-Channel Skills-based Routing is
the best solution. Skills-based routing allows cases to be directed to agents who possess the specific skills required to handle the
case, such as language fluency and product expertise, ensuring efficient and effective case resolution.
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H A #166

Universal Containers email policy requires that all email traffic remain within its firewall. Currently, the company has 200 support
agents handling email from five different time zones.

‘Which solution should a consultant recommend?

A. On-Demand Email-to-Case
B. Email-to-Case

C. Web-to-Case

D. Salesforce for Outlook
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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 a Salesforce Customer Community that will allow customers to create cases online

B. Create reports to analyze call data in order to understand peak times and ensure adequate staffing
C. Set up analytical snapshots to capture key case nformation and create historical trending reports
D. Create case escalation rules to route high priority cases directly to supervisors for resolution
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