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mit Losungen (Q168-Q173):

168. Frage
The customer requires ongoing training and support for agents using the new Salesforce Contact Center system. Which support
option is most suitable?

A. Utilize Trailhead online modules and Salesforce documentation for independent learning,

B. Implement Premier Support with dedicated access to expert consultants and proactive issue resolution.
C. Leverage partner resources and certified consultants for specialized training and implementation guidance.
D. Develop custom training materials and conduct internal workshops for agent familiarization.

Antwort: B

Begrindung;

Implementing Premier Support is the most suitable option for ongoing training and support for agents using the new Salesforce
Contact Center system. Premier Support provides organizations with dedicated access to Salesforce experts and consultants who
offer specialized training, proactive issue resolution, and continuous support. This level of support ensures that agents are well-
equipped to use the system efficiently and can resolve any issues quickly, enhancing their overall effectiveness and comfort with the
system.

169. Frage
You need to configure reporting for bot performance analysis. Which metric best reflects customer satisfaction with the bot
experience?

e A. Average conversation length and time spent interacting with the bot.

¢ B. Customer satisfaction ratings and feedback specifically gathered about the bot experience.
e C. Number of chat sessions handled by the bot versus live agents.

¢ D. Rate of successful resolutions achieved through bot interactions alone.

Antwort: B

Begrindung;

To effectively gauge customer satisfaction with bot interactions, measuring custormer satisfaction ratings and collecting specific
feedback about the bot experience is essential. This metric directly reflects how customers perceive the effectiveness, efficiency, and
overall experience of interacting with the bot, providing clear insights into areas of success and opportunities for improvement.

170. Frage
Your bot design includes integration with external systens for data retrieval. Which security protocol safeguards data exchange?

A. Field-Level Encryption selectively encrypting sensitive data fields within the bot's data storage.

B. Secure Sockets Layer (SSL) encryption protecting data transmission between the bot and external systemns.
C. API authentication mechanisims ensuring authorized access and verification for data exchange.

D. All of the above, forming a multi-layered security approach for data exchange with external systemns.

Antwort: D

Begrindung;

A robust security protocol for data exchange with external systems in bot integrations includes muiltiple layers:

A: SSL encryption protects data in transit between the bot and external systers, ensuring confidentiality and integrity.

B: API authentication mechanisims control and verify access, maintaining secure connections only with authorized systerms.

C: Field-Level Encryption provides an additional layer by encrypting sensitive data within the bot's storage, safeguarding information
at rest.

This multi-layered security approach ensures comprehensive protection of data throughout the interaction and storage lifecycle.
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171. Frage
The customer needs flexibility for future modifications to workflows and processes. Which design approach promotes
maintainability?

A. Leverage standard Salesforce features like Process Builder and Flow for visual workflow creation.
B. Develop complex custom code for every functionality to achieve specific needs.

C. Utilize external applications and extensive third-party integrations for various functionalities.

D. Design rigid workflows with limited room for future adjustments or customizations.

Antwort: A

Begrindung;

Salesforce promotes using standard features for flexibility and ease of maintenance. Using tools like Process Builder and Flow allows
businesses to visually create, understand, and modify workflows without the need for complex code. This approach supports
maintainability as modifications can be made easily by administrative staff rather than requiring developer intervention each time,
which aligns with option "B. Leverage standard Salesforce features like Process Builder and Flow for visual workflow creation."”
Reference: Salesforce Documentation on Process Builder

172. Frage

The consultant should suggest UMS configure its Experience Cloud site to support the desired chat routing using the following
approach:

Pass in the User ID field as a hidden pre-chat field and check the value of that field in an Omni-Channel flow to determine the
routing destination.

The customer service manager at Universal Containers wants to implement a process to ensure cases that are not resolved in time
get brought to the attention of more experienced service agents. A consultant has proposed to implement case escalation rules for
this. Which best practice should the consultant observe when configuring case escalation rules?

e A Create a maximum of 25 Rule Entries to make the escalation rules easy to maintain for an administrator.
¢ B. Create a catch-all Rule Entry at the end of the sort order so that if no other entry is met a case still gets evaluated.
e C. Put the most complex escalation Rule Entry at the end of the sort order to improve system performance.

Antwort: B

Begrindung;

When configuring case escalation rules to ensure timely case resolution, it's essential to include a catch-all rule entry at the end of the
sort order. This best practice ensures that all cases, regardless of their specific conditions, are evaluated for escalation. Ifa case
doesn't meet any other specific criteria set in previous rule entries, the catch-all rule provides a default action to escalate the case,
ensuring that it receives attention from more experienced service agents. This approach helps maintain service quality and ensures
that cases are not overlooked.

Reference: Salesforce Escalation Rules Best Practices

173. Frage
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