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R #101
Youneed to validate the accuracy of dynamic data merging in email templates. Which option provides the best verification method?

e A Implementing Apex triggers to validate data integrity before triggering email sending actions.
¢ B. Sending test emails with sample data sets and manually checking for merge field accuracy.
e (. Utilizmg pre-configured Salesforce test cases for email merge field functionality.

e D. Reviewing email delivery logs and checking for errors or missing data in merged fields.
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The most effective method to validate the accuracy of dynamic data merging in email templates is by sending test emails with sanple
data sets and manually checking the accuracy of the merged fields. This direct approach allows you to see exactly how the email
appears to the recipient and confirm that all data fields are populating correctly. This hands-on verification ensures that any
discrepancies can be quickly identified and corrected.

References: https:/help.salesforce.convarticle View?id=sfemail templates_test.htm

H #102

The environments that should have a two-way deployment connection in
this scenario are Test Sandbox and Production Org,

Which requirement needs to be met to performa quick deployment for
change sets or Metadata API components without testing the fuill
deployment?

e A Tests in the org or al local tests are run and Apex trigger have some coverage

¢ B. Components have been validated successful for the target event within least
70 days

e C. Each class and trigger that was deployed is covered by at least 75% jomntly

EfE: C

R -

To performa quick deployment for change sets or Metadata API components without testing the full deployment, it is required that
each class and trigger that was previously deployed is covered by at least 75% jomnt test coverage. This ensures that the majority of
the code being deployed has been sufficiently tested to maintain fimctionality and stability in the production environment.

Reference: Salesforce Deployment Considerations

HM #103
The release plan includes autormated regression testing. What is the primary benefit of this approach?

¢ A Ensuring existing functionalities and integrations continue to flnction properly after updates.
e B. Identifying new functionalities and features introduced during development.

¢ C. All ofthe above, offering comprehensive validation and optimizing release efficiency.

e D. Reducing manual testing efforts and streamlining the release process.

EfE: C

fi .-

Automated regression testing provides multiple 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 Autorated Testing

R #104

While all the options mentioned can be helpful for improving efficiency in resolving customer cases, the most suitable
recommendation for Ursa Major Solar based on the given scenario is:

Use Salesforce Knowledge to store questions and answers so agents can easily reproduce the same answer for similar questions.
Universal Containers has implemented service-level agreements (SLAs) to resolve cases There is an additional requirement when the
contact center is closed for a holiday to not apply escalation rules or milestones during this time How should a consultant recommend
implementing this requirement?

e A Create additional holiday rules in the SLAs
¢ B. Create an Apex trigger to check agent holidays
e C. Setup Support Holidays to specify holidays.

IEf: C
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To meet the requirement of not applying escalation rules or milestones during holidays at the contact center, the most straightforward
approach is to set up Support Holidays in Salesforce. This feature allows you to specify non-working days during which case
escalation rules and milestones should not apply, ensuring that SLAs are adjusted according to business hours and special closures.
Thus, "A. Set up Support Holidays to specify holidays" is the correct recommendation for managing escalations during holidays
without needing custom development or additional holiday-specific rules in the SLAs.

Reference: Salesforce Support Holidays Setup

I #105
The company prioritizes measuring custorrer effort during interactions. Which KPI is best suited for this purpose?

A. Customer Effort Score (CES)

B. Net Promoter Score (NPS)

C. Customrer Lifetime Value (CLTV)
D. First Contact Resolution (FCR) Rate

EfE: A

A -

The Customer Effort Score (CES) is the best-suited KPI for measuring the amount of effort a customer has to expend to get their
issues resolved. CES is specifically designed to gauge the ease of service nteraction, directly reflecting how easy or difficult it is for
customers to achieve their goals. Monitoring CES helps in understanding the operational effectiveness in minimizing customer
struggle, thus making "C. Customer Effort Score (CES)" the ideal choice for measuring customer effort during interactions.
Reference: Salesforce Blog on Customer Effort Score
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