Service-Con-201 BB s EE & Service-Con-201:R 5% 58

20264EXhs1991 D &:#rService-Con-201 PDFX > 7° 8 & U Service-Con-20138E8 = > ¥ > @ Rl 3L
H: hitpsv//drive.google.comfopen?id=1bmc1 GCAe5nQv_IgBfDjisoCGY6PZIPc

A Y D% < O Nix £&EBSalesforce Service-Con-201 MR EAEBIC A —A L L T, HH R EDLHICTELL
Mo B DB XSIONEHZISETHREZT EBAD». LS 1 b DSalesforce Service-Con-201 [ RE J&
BRFAOREELMEERNE2EL T DALCEHBEDOY —E R £ R4+ 2 Dz Service-Con-201 B 4% 32 E 2%
BORINC &> THE—DBIRTT. BEDOL T, X194 4 MEREZBLSTHL T dal i RABEREH
Do THhFETLIIECBBELLL £T.

Salesforce Service-Con-201 52 € :A 5% O H A #i A -

fEY 7 H R 5 B
o BEZDNAALYTUE. ServiceCloud # 49— F/8—F 4 YU 22— a Y RIEPFT— XK
FEY Z 1 VARG T 2D E2—Ar— AL EBHEIBCOWTHHL £ 7.

e BMOIANABLIUAYERT I3y FyaAN:CORALYTUR. BVIAZF v 2 VDE
] s AV &S50 ay Fea LR, BROXRIN 75774 A0HBE, Al —P x
bEy 72 VEBEUI—Y Y b —L AMBEOERCOWTHHL £,

e FLyYEH: CORNAL YT, FLYPRREDOSATH A7, F Ly SHLDY—
New 23 CRAFER. T—Yzy M HE—bEELVTZTH—ERXR 7T AD%D Salesforce F L v
COBBICDOWTHAL £ 1.

e yY—BRAISURN VY 2—yaviRit: COEHTCE. 7—R ¥ VT4 VTS
NEy 24 A7V ADBEHERLLLEAS, y—E AHBF LEEOMEE. HIR. rL—FF 70N
SYAEEBYYa2a—vavERELET.

o FEEMPER: CDMEB T, IVH LT 4 YT EHANOSI. BHE L —=Y 7 OHRH

hEy 25 B, 8EUVT7—2BIT. BB ANRF YA, REEF—RCH T2 LZREHECESE2E
TwiT,
o ERMB COFALAY T, a¥YRI P £¥R—D ALYy 7, KPLEHEMFEL. 754
bEY 276 7Y rORBEHNT YRS, FlE. EVAALOBEEET 2 s n A—Sh &
7.

o F—AEH:COFXAY T, TYFY =Y FOTr—2AEHY Y 2—v 3 ¥ OGN
NEy 27 F—RAF 7L 27y arvBBEOFEE, TR bV AY b, AW AR b—>. SLA DR
Service Cloud B EILIERE D BEfRIZ D THEBAL £ 4.



https://drive.google.com/open?id=1bmc1GCAe5nQv_IqBfvDjisoCGY6PZlPc
https://www.mogiexam.com/Service-Con-201-exam.html

>> Service-Con20 11 B R S 45 <<

A B D B 5 VR i % Service-Con-20 115 5% fif aht 42 58, B - /% 1) O Service-
Con-2013R BE 56 &

BREDOWIE T Service-Con-201 535 D B D & 5 % Service-Con-201 585k D ¥4 12 1 & h 2 % %« Service-Con-
WIEBEM2EAT 203 HEETT. BENS  CEBRTIHETOARE REEEROE T T, O EED HH &
Service-Con-2017 A b H A REHBRTE ST, 350 H> T ET. Service-Con-201REY — iz EATIR
CHBEOBEE 547 PR—AHDH), BENTECEELY =7 2/b5. $TE7EDHNEI 547> b
&MU TV E T,

Salesforce Certified Service Cloud Consultant 52 € Service-Con-201 & 5% [
B (Q189-Q194):

M #189
Managers at Cloud Kicks often need to update the Case Type field for up to 75 cases at one time using list views.
Which Service Console productivity tool should a consultant recommend?

e A. Use a mass Quick Action.
e B. Use a keyboard shortcut.
¢ C. Runa macro on each case.

EfE: A

A -

For managers at Cloud Kicks who need to update the Case Type field for multiple cases at once using list views, utilizing a mass
Quick Action is the recommended Service Console productivitytool. Mass Quick Actions allow users to make updates to muiltiple
records simultaneously from a list view, streamlining the process of updating case information and enhancing efficiency in case
management workflows.

HA #190

Universal Containers (UC) is launching an implementation of Service Cloud. The project is missing the requirement for a suitable
analytics solution to allow executives and service managers to view the current and trending key performance indicators (KPIs).
‘Which recommendation should the Service Cloud Consultant make to help with this requirement?

¢ A. Recommend that UC invest in Tableau Next to use service-related intelligent apps or accelerators.
¢ B. Use Preconfigured Service Cloud Dashboards from AppExchange.
¢ C. Migrate UC's legacy service analytics by building a new set of custom report types.

IEf#: B

TR

Preconfigured Service Cloud Dashboards available on AppExchange provide out-of-the-box KPI tracking for service operations-
such as case volume, resolution times, SLA compliance, and agent productivity. These dashboards are optimized for Salesforce data
and can be customized to fit organizational goals.

Option A (custom report types) is time-consuming and not necessary for standard KPIs.

Option B (Tableau) offers advanced analytics but is not required for standard Service Cloud reporting.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Contact Center Analytics Domain.

Salesforce AppExchange Listing: "Service & Support Dashboards."

Salesforce Help: "Use Prebuilt Dashboards for Service Insights."

HM #191

Universal Containers (UC) has created a new partner onboarding process that requires an agent to create 10 open activities that
correlate to a step of the onboarding experience. UC typically adds 20 new partners a week. Creating activities is labor intensive
and can take up to 20 minutes each to complete.
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What is a cost-effective method for agents to create these activities?

* A Execute a macro
¢ B. Navigate a Screen Flow.
¢ C. Leverage Einstein Case Wrap-Up.

EfE: A

R :

To efficiently create multiple activities related to the new partner onboarding process, executing a macro is a cost-effective method.
Macros automate repetitive tasks, allowing agents to quickly generate the required activities for each step of the onboarding process,
saving time and reducing manual effort.

HH #192

Cloud Kicks has several teams that work on customer cases. Support managers would like to track how long each case is owned
by each team before it gets resolved.

‘Which report should the Service Cloud Consultant use for this requirement?

¢ A. Cases with Historical Trending report
¢ B. Case with Milestone report
e (. Case Lifecycle report

Ef#: C

fERHL:

The Case Lifecycle report tracks the time a case spends in each ownership status-ideal for measuring how long cases are owned by

specific teams or agents. This report helps identify bottlenecks and efficiency issues across teams during the case resolution process.

Option A (Historical Trending) tracks field value changes over time but not ownership duration.

Option C (Milestone report) is specific to SLA tracking within Entitlement Management, not ownership tracking,

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Contact Center Analytics Domain,

Salesforce Help: "Use Case Lifecycle Reports to Measure Case Duration by Status or Owner." Salesforce Trailhead: "Analyze Case
Ownership and Lifecycle Metrics."

R #193

Universal Containers (UC) is planning to launch a new product in the next two weeks. Executive leadership wants customer support
to monitor social media platforms to intake cases.

‘Which solution should a consultant recommend to meet the requirement?

e A Implement an Apex solution.
e B. Use a third-party app from AppExchange.
e C. Use custom case assignment rules.

IEfE: B
R -
Comprehensive and Detailed

To efficiently monitor social media platforms and convert relevant interactions into cases, leveraging a third-party application from
the Salesforce AppExchange is recommended. These applications are designed to integrate seamlessly with Salesforce and provide
robust social media monitoring capabilities.

From Salesforce's best practices:

"With the right social media monitoring tools, you can create an automatic ticket that your custommer service team can see and
respond to immediately, and match it with that customer's inquiries by phone, email, and more."

-Salesforce Marketing Cloud

Utilizing a third-party app ensures that UC can quickly implement a solution within the two-week timeframe, providing the necessary
tools to monitor social media channels effectively and manage customer interactions through Salesforce.

HR #194
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