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The Salesforce Service-Con-201 certification is on trending nowadays, and many Salesforce aspirants are trying to get it. Success in
the Salesforce Certified Service Cloud Consultant (Service-Con-201) test helps you land well-paying jobs. Additionally, the
Salesforce Service-Con-201 certification exam is also beneficial to get promotions in your current company. But the main problem

that every applicant faces while preparing for the Service-Con-201 Certification test is not finding updated Salesforce Service-Con-
201 practice questions.

Salesforce Service-Con-201 Exam Syllabus Topics:

Topic Details
¢ Integrations: This domain covers integration use cases and considerations for connecting Service Cloud
Topic 1 with third-party solutions and external data sources.

e Service Cloud Solution Design: This domain involves designing solutions that balance capabilities,
limitations, and trade-offs for service reps and customers while meeting data security and conmpliance

Topic 2 requirements.

¢ Knowledge Management: This domain covers Knowledge article lifecycle, Knowledge Centered Service
Topic 3 methodology, and configuring Salesforce Knowledge for agent support and self-service processes.
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¢ Inplementation Strategies: This domain focuses on consulting engagement participation, deployment and
training recommendations, and considerations for data migration, quality, governance, and large data

Topic 4
opre volumes.
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Someone always asks: Why do we need so many certifications? One thing has to admit, more and more certifications you own, it
may bring you more opportunities to obtain better job, earn more salary. This is the reason that we need to recognize the importance
of getting the test Service-Con-201 certifications. More qualified certification for our future employment has the effect to be
reckoned with, only to have enough qualification certifications to prove their ability, can we win over rivals in the social competition.
Therefore, the Service-Con-201 Guide Torrent can help users pass the qualifying examinations that they are required to participate
i faster and more efficiently.

Salesforce Certified Service Cloud Consultant Sample Questions (Q31-Q36):

NEW QUESTION # 31
In which of the following scenarios should a consultant use a Screen Flow?

e A Transfer a call to another support rep within the Service Console.
¢ B. Provide decision-based troubleshooting steps for support reps.
e C. Redirect a support rep to a Knowledge article during case creation.

Answer: B

Explanation:

Screen Flows are used in Salesforce to guide users through interactive, decision-based processes. For example, a Screen Flow can
present troubleshooting questions and next steps to support reps, dynamically adapting based on responses. This allows for
consistent issue resolution and knowledge capture.

Option B (call transfer) is handled through Omni-Channel or CTI features, not Flow.

Option C (redirecting to Knowledge) can be done with console components or Einstein Article Recommendations, not a Screen
Flow.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Service Cloud Solution Design Domain.

Salesforce Help: "Use Screen Flows for Guided Troubleshooting and Agent Assistance." Salesforce Trailhead: "Build Guided
Service Flows."

NEW QUESTION # 32
How should a consultant configure a report that shows the average number of days that Cases stay open?

e A. Create a report snapshot of the number of open Cases each day.
e B. Use the standard Case age field on the resort.
e C. Create a fornula field on Case to calculate the average age.

Answer: C

Explanation:

To report the average number of days that Cases stay open, creating a formula field on the Case object to calculate the age of each
case is effective. This formula can calculate the difference between the case creation date and the current date (for open cases) or
the closed date (for closed cases). A report can then aggregate this data to calculate the average age of cases, providing insights into
case resolution times.

NEW QUESTION # 33


https://www.prep4sureguide.com/Service-Con-201-prep4sure-exam-guide.html
https://www.examcollectionpass.com/Salesforce/Service-Con-201-latest-exam-dumps.html

Universal Containers (UC) has Service Cloud Voice. UC occasionally experiences surges in call volume. Leadership would like to
see the impact of surges on internal metrics.
Which key performance indicator (KPI) should the consultant report on to meet the requirement?

¢ A. Abandon rate and average speed to answer
¢ B. First call resolution and cases per hour
e C. After call work time and customer effort score

Answer: A

Explanation:

In Service Cloud Voice, key KPIs that reflect the impact of call surges are:

Abandon Rate - percentage of customers who hang up before speaking with an agent, which rises during high-volume spikes.
Average Speed to Answer (ASA) - measures how quickly calls are answered, directly reflecting queue performance and staffing
adequacy.

These two metrics provide real-time visibility into how surges affect service performance.

Option A measures productivity and resolution but not surge impact.

Option B focuses on post-call metrics, not capacity response.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Contact Center Analytics Domain (KPI selection and operational reporting).
Salesforce Help: "Service Cloud Voice Metrics and Best Practices".

Salesforce Spring '24 Release Notes - Service Cloud Voice Analytics Enhancements.

NEW QUESTION # 34

Universal Containers (UC) plans to implement a chatbot within its healthcare division to increase case deflection, reduce wait times,
and save agents time so they can work on more complex issues.

The UC stakeholder has raised a risk about the Health Insurance Portability and Accountability Act (HIPAA) and other common
compliance standards when using chatbots.

‘What should a consultant do to address the risk?

¢ A. Conduct a discovery session with the stakeholder to ensure the voice and tone of the bot meet the required healthcare
compliance standards.

¢ B. Share Information about bot security, availability, and confidentiality of healthcare data found on Salesforce Trust and
Einstein Platform Compliance.

¢ C. Create a bot in the production org and use the information captured in Conversation Logs to confirm that no healthcare
data was discussed.

Answer: B

Explanation:

To address concerns about compliance with HIPAA and other standards when using chatbots, sharing detailed information on bot
security, data availability, and confidentiality from Salesforce Trust and Einstein Platform Compliance resources is recommended.
This reassures stakeholders of the measures in place to protect sensitive healthcare data and maintain compliance.

When implementing chatbots in healthcare or other regulated industries, compliance with standards like HIPAA is critical. Salesforce
Einstein Bots are part of the Salesforce Platform, which supports compliance certifications including HIPAA, SOC 2, ISO 27001,
and more.

Salesforce Trust and Compliance documentation offers verified, detailed nformation on:

Data encryption

Audit trails

Security and confidentiality of interactions

HIPAA alignment for healthcare data

This ensures the stakeholder receives clear, authoritative details that directly address risk. Option B is the only one that provides
formal assurance tied to platform conmpliance capabilities.

NEW QUESTION # 35

Universal Containers is training a new set of service agents. Part of the training includes handling messaging from customers.
However, it is important that contact center managers monitor the messaging sessions to ensure the service agents' responses are
professional and accurate and that the managers are able to assist when needed.

‘Which Lightning Console feature should a consultant configure to support this need?



¢ A. Chat Supervisor tab and Whisper Messages
¢ B. Incident Management tab and Whisper Messages
¢ C. Omni-Channel Supervisor and Whisper Messages

Answer: C

Explanation:

To enable contact center managers to monitor messaging sessions and provide guidance to service agents, configuring the Omni-
Channel Supervisor feature along with Whisper Messages is recommended. This setup allows managers to oversee agent-customer
interactions in real-time and offer discreet advice to agents during messaging sessions, ensuring professionalism and accuracy in
responses.

NEW QUESTION # 36

The Service-Con-201 dumps of Prep4sureGuide include valid Salesforce Certified Service Cloud Consultant (Service-Con-201)
questions PDF and customizable Service-Con-201 practice tests. Our 24/7 customer support provides assistance to help Service-
Con-201 Dumps users solve their technical hitches during their test preparation. The Service-Con-201 exam questions of
Prep4sureGuide come with up to 365 days of free updates and a free demo.
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