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PR #138
universal containers is implementing a customer community to provide self service options to its B2C customers. Which two features
should a consultan recommend.

e A Contacts
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e B. Chatter Answers
e C. Contracts and SLASs
e D. Cases
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These are two features that a consultant should recommend to implement a customer community to provide self-service options to its
B2C customers. Chatter Answers is a feature that allows customers to post questions, provide answers, and comment on other
posts in the community. Chatter Answers can help customers find solutions from other customers or experts without creating a case.
Cases is a feature that allows customers to create, view, and manage cases online in the community. Cases can help customers get
support from agents when they cannot find answers from other sources. Verified References: :

https/help.salesforce.conys/article View?id=sf.networks_chatter answers overview.htm&type=5 :
https://help.salesforce.comys/article View?id=sfnetworks _cases_overview.htm&type=>5
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Cloud Kicks (CK) has rolled out a new Contact Center and is eager to understand the return on mvestment (ROI). CK has hired a
Service Cloud Consultant to operationalize its reports. CK would like to understand the duration a case spends in each status.

e A Case Lifecycle report
e B. Cases with Milestones report
e C. Cases with Historical Trending report
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The Case Lifecycle report is the correct Salesforce standard report type to track how long a case spends in each status. It measures
time spent in "New," "Working," "Waiting on Customer," and other statuses to evaluate process efficiency and ROI fiom contact
center operations.

Option A (Historical Trending) tracks changes to specific numeric fields over time, not case status duration.

Option B (Milestones report) tracks SLA time progress for entitlement management, not workflow duration by status.

Referenced Salesforce Materials:

* Service Cloud Consultant Exam Guide - Contact Center Analytics Domain.

* Salesforce Help: "Create a Case Lifecycle Report to Measure Time in Each Status."

* Salesforce Trailhead: "Analyze Case Lifecycle Data to Measure Contact Center Efficiency."
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Universal containers is migrating from classic knowledge to lightning knowledge using the lightning knowledge migration tool and
noticed that none of the article file attachments were migrated.

How can a consultant migrate the file attachments?

A. Post the files to the chatter feed on each article.

B. Use the lightning knowledge migration tool and choose "include files".
C. Upload the files as documents, then relate them to the migrated articles.
D. Use the files related list on each article to add files to your articles.
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Universal Containers (UC) wants to schedule for repair service when an agent is unable to solve the customer's problem via the call
center.

‘What fimctionality should a consultant recommend to satisfy the UC's need?

A. omni Channel
B. Mobile Connect
C. Field Service
D. Contact Request
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Field Service is a Salesforce product that enables companies to manage work orders, service appointments, service resources, and
service territories. It also provides features such as scheduling optimization, mobile access, and offline support. Field Service is the
recommended functionality for scheduling repair service when an agent is unable to solve the custormer's problem via the call center.
Verified References: Service Cloud Consultant Certification Guide & Tips, Field Service Overview
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Universal Containers would like for article to be different channel for social mteractions.
‘What solution should a consultant recommend?

A. Create a Visualforce page on the customer community portal.

B. Create a Chatter group and invite the customer to join with an external chatter user.

C. Set up communication channel layouts in the object manager to use Insert Article into Social post.
D. Set up insert Article into Social post and enable the customer community portal.
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Explanation

Setting up comnumication channel layouts in the object manager to use Insert Article into Social post is a solution that can enable
article insertion into social interactions in Lightning Knowledge. Communication channel layouts allow admmistrators to customize
how articles appear in different channels, such as email, chat, or social media. Insert Article into Social post is an action that allows
agents to insert articles into social posts using Social Customer Service. Verified References: :
https://help.salesforce.conys/article View?id=sf knowledge commumication channel layouts.htm&type=5 :
https’/help.salesforce.conys/article View?id=sf knowledge insert article content email htm&type=5 :
https://help.salesforce.conys/article View?id=sf.social customer_service overview.htm&type=5
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