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HEA #107

A company wants to use the Satesforce Platform to enable personalized -1 marketing, an online ordering platform, and a customer-
centric support solution for their service agents. The goal of the company is to provide an end-to-end customer centric and
personalized experience.

What is an example artifact that can be used to ensure the company understands the systems involved in the solution’

A. Reference architecture
B. Storefront wireframes
C. Product backlog

D. Journey map

EfE: A
R -

This answer is correct because a reference architecture is an example artifact that can be used to ensure the company understands
the systens involved in the solution. A reference architecture provides a high-level overview of the components, integrations, and
mteractions of the solution, which can help the conmpany visualize how the solution will work and what systens are required.
References: https/architect.salesforce.

convdiagrams/framework/reference-architecture

M #108

A company uses Marketing Cloud, Experience Cloud, B2C Commerce, and Service Cloud. It is in the process of defining the
authoritative system for key data entities involved in B2C Journeys. The company has about

200,000 customrers, each averaging 30 orders per year

‘Which option should be considered the authoritative record for consent and compliance preferences, as well as primary person
attributes such as name, address, birthday, phone, and email?

A. Marketing Cloud subscriber
B. Service Cloud contact

C. B2C Commerce customer
D. Experience Cloud user

EfE: B

R 2

Service Cloud contact should be considered the authoritative record for consent and compliance preferences, as well as primary
person attributes such as name, address, birthday, phone, and email. Service Cloud contact is the core entity that represents a
person across multiple Salesforce clouds and can store and manage the customer's consent and compliance preferences using
features like Individual object, Data Protection and Privacy, and Consent Management. The other systens can use Service Cloud
contact as the master record and sync or update the customer data accordingly.

M #109

A financial company uses an external system for pricing and quotation.

What is the recommended approach to use the pricing and discount rules in the external system within Salesforce during the loan
application process?

A. Use the Apex callout to retrieve the latest information from the external system during the loan application process.

B. Rebuild the logic used in the external system using Apex.

C. Use the API callout component in Process Builder to retrieve the latest information from the external system during the
loan application process.

e D. Use an external object to store pricing and discount information.


https://www.passtest.jp/Arch-302-exam.html

EfE: A

R :

This option allows you to use Apex code to make HTTP requests and receive HTTP responses from an external system, such as a
pricing and quotation service. You can use the @future(callout=true) annotation to make asynchronous callouts from Apex triggers
or invocable methods. The other options are either not feasible or not optimal for this use case.

HM #110

An organization that has B2C Commerce, Marketing Cloud, and Service Cloud has separate support teams that work with
customers based on their tier level. Tier levels are based on the amount of money a customer spends. The organization wants
incoming support cases to automatically route to the correct team based on their tier level

‘Which two options should a Solution Architect configure to accomplish this?

Choose 2 answers

¢ A. Case routing can be configured by configuring Service Cloud's omni-channel routine feature to route cases to support
teams based on the tier level of the customer submitting the case and the availability of agents supporting each tier level.

¢ B. Service Cloud can be extended with customer flows and Lightning Web Components to create a separate support process
specifically designed for customers that are attributed a tier level.

e C. Tier levels nust be calculated and attributed to customers in Marketing Cloud and then propagated to Service Cloud so
that they can be used to nform how cases are routed to teams. Marketing Cloud must integrate with B2C Comimerce to
leverage purchase data necessary for these calculations.

e D. Tier levels must be calculated regularly and attributed to Contact records in Service Cloud so that the tier level can be
leveraged by Service Cloud's omni-channel routing feature and synchronized back to B2C Commerce and Marketing Cloud.

Ef#: A. D

BRI :

C: Case routing can be configured by configuring Service Cloud's omni-channel routing feature to route cases to support teams
based on the tier level of the customer submitting the case and the availability of agents supporting each tier level. This can help
accomplish the goal by ensuring that cases are assigned to the most qualified and available agents based on predefined criteria and
rules. D. Tier levels must be calculated regularly and attributed to Contact records in Service Cloud so that the tier level can be
leveraged by Service Cloud's omni-channel routing feature and synchronized back to B2C Commerce and Marketing Cloud. This
can help accomplish the goal by maintaining consistent and updated customer data across different systems and platforms.
References:

* https://help.salesforce.comys/article View?id=sf.service presence ommnichannel routing htm&type=>5

* httpss/help.salesforce.conys/article View?id=sfmc_co_implement marketing cloud connect.

htm&type=5

* https:/help.salesforce.convs/article View?id=sfb2c_commerce integration. htm&type=>5

R #111

Universal Containers has an existing loyalty program that rewards its customers for purchases and frequent shopping with points that
can be redeemed in store or online. They want to transform their existing loyalty program by investing in tools like Marketing Cloud,
Salesforce Loyally Management and COP- They want to start segmenting their most loyal customers based or their online
engagement and purchase history.

Which three actions should a Solution Architect recommend they consider taking with the tools they are investing In?

Choose 3 answers

A. Curate tiered experiences in Loyalty Management

B. Create Journeys by tiers in Marketing Cloud

C. Curate tiered experiences in Marketing Cloud

D. Segment Individuals within CDP C.Q Segment Journeys within CDP

EfE: A B. C

A«

Curating tiered experiences in Marketing Cloud allows the company to create personalized content and offers based on the loyalty
level of the customers. Segmenting Journeys within CDP enables the company to use data from multiple sources to create customer
segments and target them with relevant messages across channels. Creating Journeys by tiers in Marketing Cloud allows the
company to design and execute custormer journeys based on the loyalty program tiers and goals.
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