Salesforce AP-226 H A&GEX} K AP-226% 5 am BE

B AP-226
B 26 %
E=EES 30mm
585 35" i
258 8 wE | 1200 i
IR EEE 0.3m
ART RN 100
AFT IR 0
R TkmiF M RAE{EE @ 1.5mm
THIEFEE +15°
BHAERN A= E&2 eSS
AREAE | BE & / 2mm
=R 1*
ARAE BAHmYF {EiR A
WEE-WKIERE P55
HRHEER B
BHEEE =D
SR &k e%!aummxﬂi-:rzonmmxﬁiémnmm,-'}.skg
r—2 PE220mm x BIT325mm X $HE200mm/ 1.3kg

HurEAP-226FBEEERFAL 26, WAWEIMIMTE L. TITHIE. K&HICA- T, ROk 2 E5
TEET. AP-R20BBEOARELF DT AP-26BIHEDH 2 L2 LT IVRERLZVTT, Hishn
BOTEDZERE X AP-22685 % N AL £ L 1. % 121k AP-226F5REAE 1o Bk % 7 /- v i . Salesforce2#td v =
7H A bEFEL TLE &0,

EE, HEO[BLREBCMH > T ITERG AT CEH SN £ L 1z, Salesforce AP-2261 TR BBk % ZBE L TR
B ERMZ L 2BL T, THFEL2FC LB BZANLEZ LV ET. ZOLEE. Dol >TRET S
D & % 1z D Salesforce AP-226:REE AW % 123 > TH I 2 DIpexamé 5 H A »TF . Jpexam® K5 L [
BEGITHNELEFELER T, BBLELELBREFERTT. RADBO LI > T, dufz b BRI —H
FEACERTEET,

>> Salesforce AP-226H Z4< 55 xt 5 <<

AP-226 B ¥ i BE & AP-226% ¥% BH i R

7547 MR EMDAP-2264 A FERNOBRELZHML ., 7 A NOBBELBL 21D TANT 5774
AVIZ b 727 %7547 MRBL £5. AP-226EBEA A FOTFRAMERY 7 bV 27k, EEOF R b
BECEIVWTED. 204 Yy X—T7z2—ARFORTVTT., 7AMEEY 7 by 273, EBOF R + %
FIBL . BHOHKE 7 v, AP-226 b L —=> 7 HMOKE O BRELE. HOHMiMEZ R 27 A bR F—
LEmEEsSEET.

Salesforce Contact Center Accredited Professional 52 € AP-226 =& 5 & &8
(Q125-Q130):

HA #125
Your legacy systemstores customer data in different formats. Which tool helps assess data readiness for migration?

e A Data Quality Rules within Salesforce highlighting inconsistencies and missing information.
e B. Custom Apex code scripts developed to assess and clean legacy data for migration.

e (. Salesforce Data Loader for bulk data imports and mapping.

e D. Data Migration Assistant (DMA) tool for analyzing data format and compatibility.
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The Data Migration Assistant (DMA) tool is specifically designed to analyze data formats and compatibility, making it an essential
resource for assessing data readiness prior to migration. It helps in evaluating how legacy data formats will translate into Salesforce,
identifying any potential issues like data inconsistency or incompatibility early in the migration process. Therefore, "C. Data Migration
Assistant (DMA) tool for analyzing data format and compatibility” is the most effective tool for assessing legacy data readiness.
Reference: Salesforce Data Migration

R #126

The consultant should recommend implementing the requirement by setting up Support Holidays to specify holidays.

Ursa Major Solar uses a custom object to track customer orders. The

business would like the voice call linked to the primary order the customer is asking about How should a consultant accomplish this?

e A Create a junction object between the custom object and Voice Call Create a custom lookup field on the Voice Call object
to the custom object

e B. The consultant should accomplish the linking of voice calls to primary orders by creating a custom lookup field on the
Voice Call object to the

e (. Create a flow that references the custom object.

IEf#: B
A -

custom object.

Explanation:

For linking voice calls to customer orders in Ursa Major Solar's Salesforce environment, creating a custom lookup field on the Voice
Call object to the custom object that tracks customer orders is the best approach. This setup allows each voice call record to be
directly associated with a specific customer order, enabling easy tracking and reference during customer interactions. This method
provides a streamlined and systematic way to link and access relevant order details directly from the call interface.

Reference: Salesforce Custom Objects and Fields

HA #127
The company desires to monitor its adherence to service level agreements (SLAs). Which KPI is crucial for this purpose?

e A, Number of Overdue Cases

¢ B. Average Time to Answer (ATA)
e (. Case Backlog Volume

e D. SLA Adherence Rate

IEf#: D

TR

The SLA Adherence Rate is crucial for monitoring adherence to service level agreements (SLAs). This KPI measures the
percentage of cases or inquiries resolved within the timeframes stipulated in the SLAs, providing a direct indicator of the contact
center's compliance with agreed service standards. High SLA adherence rates indicate effective management and operational
efficiency, essential for maintaining customer satisfaction and trust.

M #128
Your customer expects high call volume during peak hours. Which solution best ensures contact center scalability?

A. Configure multiple queues and leverage Omni-Channel Routing for dynamic agent availability.
B. Utilize a third-party call center solution integrated with Salesforce.

C. Increase agent resources without considering autormation or process optimization.

D. Implement custom Apex code for routing and case management.

Ef: A



fEERA -

Configuring multiple queues and leveraging Onni-Channel Routing ensures scalability and efficiency, especially during peak hours in
a contact center. Omni-Channel Routing autormatically distributes incoming work to agents based on availability and skill set,
allowing for dynamic management of high call volumes. This solution supports the scalability of the contact center by optimizing the
allocation of resources and reducing wait times for custormers.

HA #129
The customer prioritizes routing cases to agents based on language skills and technical expertise. Which routing logic requirement

should be emphasized?

A. Tmplement round-robin routing to distribute cases evenly among agents.

B. Emphasize case escalation based on SLA breaches and time to resolution.

C. Configure skill-based routing with agent profiles mapped to specific languages and specialties.
D. Utilize presence-based routing to connect available agents regardless of expertise.

Ef: C

A -

Skill-based routing is crucial for prioritizing case assignments based on agent competencies, such as language skills and technical
expertise. By configuring agent profiles within Salesforce and mapping these profiles to specific skills, cases can be automatically
routed to the most qualified agents. This method ensures that customers receive the best possible service from agents who are most
capable of addressing their specific needs, enhancing both efficiency and customer satisfaction.

B #130
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