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R #99
A UX Designer at Cloud Kicks wants to utilize a design thinking approach for the design of new customer services.
Which approach combination encourages more creative problentsolving?

e A Agile and efficient
¢ B. Divergent and convergent
e C. Simple and inovative

EX: B
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A design thinking approach is a human-centered method for solving complex problems and creating innovative solutions. It involves
understanding the needs and desires of the users, generating and testing multiple ideas, and iterating on the feedback and results. A
design thinking approach can be divided into two types of thinking: divergent and convergent. Divergent thinking is the process of
generating many possible solutions to a problem without judging or filtering them. It encourages creativity, exploration, and
experimentation. Convergent thinking is the process of evaluating, selecting, and refining the best solution to a problem It involves
analysis, logic, and criteria. Divergent and convergent thinking are complementary and cyclical. They help the designer to expand the
solution space and then narrow it down to the most feasible and desirable option. By using both types of thinking, the designer can
encourage more creative problem-solving and avoid premature convergence or fixation on a single idea. Therefore, the best
approach combination for the UX Designer at Cloud Kicks is divergent and convergent thinking, Trailhead: Design

Thinking, Trailhead: Salesforce User Experience Designer Certification Prep,Divergent and Convergent Design Thinking

i =8 #100
Cloud Kicks wants its users to know when a new feature is enabled or available with a short video explaining the new feature.
‘What should be recommended?

A. Docked prompt using In- App Guidance
B. Lightning Path component

C. Utility bar with embedded video

D. Custom video component

ER: A

fR R A«

To let its users know when a new feature is enabled or available with a short video explaining the new feature, the recommended
solution is to use a docked prompt using In-App Guidance. In-App Guidance is a feature that allows the designer to create pronpts
and walkthroughs that guide users through new or complex tasks in Salesforce. A docked prompt is a type of prompt that appears
at the bottom of the screen and can contain text, images, or videos. A docked prompt can be used to announce a new feature and
provide a short video tutorial on how to use it. The designer can also set the conditions for when and how often the prompt should
appear, and track the user engagement with the prompt.: In- App Guidance | Salesforce Help : UX Designer Certification Prep:
Designing with In- App Guidance | Trailhead

R RE #101

Cloud Kicks (CK) has identified that its individual agents send out messaging and communication that is often not aligned with the
company's overall branding and commumication style.

Which Salesforce solutions should be implemented to help CK deliver consistently branded content at every touchpoint?

e A. Service Cloud and Letterhead
¢ B. A Distributed Marketing and Journey Builder
e C. Email Builder and Customer 360

Z%: B

fE RSB«

The best Salesforce solutions for Cloud Kicks to deliver consistently branded content at every touchpoint are Distributed Marketing
and Journey Builder. Distributed Marketing allows individual agents to send personalized and compliant messages to their customers,
using pre-approved templates and content created by the corporate marketing teaml .Journey Builder enables the marketing team to
design and automate customer journeys across channels and devices, using data and analytics to optimize the customer experience?.
Email Builder and Customer 360 (B) are not sufficient to ensure consistent branding and communication, as they only cover email
marketing and customer data integration, respectively. Service Cloud and Letterhead are also not the best solutions, as they only
focus on customer service and email formatting, respectively. Reference:

Distributed Marketing | Salesforce

Journey Builder | Salesforce

PR #102
It is recommended to carefully consider which demographic data and for what purpose is fed into an Al model.
‘Which reason explains this?



e A To avoid interaction bias
o B. To avoid societal bias
e (. To avoid unconscious confirmation bias

EX: B

it RE S -

Demographic data is data that describes the characteristics of a population or a group of people, such as age, gender, race, ethnicity,
incomme, education, or occupation. Demographic data can lead to bias ifit is used to discriminate or treat people differently based on
their identity or attributes. Demographic data can also reflect existing biases or stereotypes in society or culture, which can affect the
fairmess and ethics of Al systenrs. Societal bias is the bias that results from the social norms, values, and expectations of a society or
a culture. Societal bias can influence how people perceive, judge, and behave toward others, especially those who are different from
them. Societal bias can also be embedded in the data that is used to train or validate Al models, which can then propagate or
amplify the bias in the Al outputs or decisions. Therefore, it is recommended to carefully consider which demographic data and for
what purpose is fed into an Al model, to avoid societal bias and its negative consequences.Salesforce Al Associate: How to Avoid
Bias from Demographic Data in Al Models,Recognize Bias in Artificial Intelligence Unit | Salesforce Trailhead, Designing
Personalized User Experiences with Data Al | Salesforce

R RE #103
A UX Designer is attending a sprint planning session as part of their team's Agile ceremonies.
‘Which methodology could the designer be asked to use to roughly estimate the work required for each item?

e A T-shirt Sizing
e B. Sprint Backlogging
e C. Prioritization Matrix

ER: A

fE AR A«

The conceptual approach of desirable, feasible, and viable describes how to evaluate design solutions based on three criteria:
Desirable: The solution meets the needs and wants of the users and stakeholders.

Feasible: The solution can be implemented with the available resources and technology.

Viable: The solution can generate value and sustain itself in the market and environment. By incorporating human-centered design,
CK is aiming to create design solutions that are desirable for its Sales team and customrers, feasible with the Salesforce platform and
tools, and viable for its business goals and strategy.Reference:

[1]: UX Designer Certification Prep: Design Thinking, Unit 3: Ideate

[2]: UX Designer Certification Prep: Design Thinking, Unit 4: Prototype and Test T-shirt sizing is a methodology that can be used to
roughly estimate the work required for each item in a sprint backlog, It involves assigning a size category (such as XS, S, M, L, XL)
to each tem based on its complexity, effort, and uncertainty. T-shirt sizing is a relative estimation technique that allows the team to
compare items and prioritize them accordingly. It is also a quick and easy way to get a high-level overview of the scope of work
without getting into too much detail Reference:

[UX Designer Certification Prep: Agile UX]

[Agile Estimation Techniques: A True Estimation in an Agile Project]
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