BRFTAP-226FEEEIR, AP-2265HatE

B AP-226
B 26 %
E=EES 30mm
585 35" i
258 8 wE | 1200
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 5% 130mm xﬂi-:rzonmmxﬁiémnmm,-'}.skg
r—2 PE220mm x BIT325mm X $HE200mm/ 1.3kg

P.S. KaoGuTifEGoogle Drive L3 2= T # B 1. BT IAP-226% R )& :  https//drive.google.com/open?id=1g1 6Imie-SdZ-
pSoayWYrAFFgeNVW{Z9m

WRARIBLE RIEIB Salesforcef AP-226%5 AR E M Py (%5 /14 E , BHEHBH. MIRAKSERE T, FHNREE
AREITLLABER, TEBA—EREIRHNBR. RERDTHMANMA, BIBZFIRINERILLER,
KaoGuTi Salesforce ] AP-2265 A 5 5| & B 8 2 — R KL Dkl , e st iiess, mHREEEER, B
BERAMEERSE, TWHMERKERMERR. /R CUF RS T R E R EE 2 1. BARBER T FF M
HIRCR -

KaoGuTizt & — 1 B P & Salesforce B 3 A\ 132 4L HH B AP-22658 555 54 i & 2R VB A A%, . @8 /R £ 48 A i KaoGuTi
I TN R B, KaoGuTikk 3% B & B i 1 B 2 AR VB A9 %G . KaoGuTift & i & — R AT S A 353 T A . KaoGuTiR it
HIAP-226 % SR E FE A R R IEHERER . RMEKaoGuTil) B IR B K IEE A BT IR AR5 E RB HE .

>> B P AP- 2268 E B IE <<

AP-2265 F ek & - AP-226%& Fl

0 RARIEE T KaoGuTi, KaoGuTir] PAFERAR 100%iE i@ Salesforce AP-226 SREEE L, R EH KL, KaoGulik44E
BRI

B H I Accredited Professional Certification AP-226 % & %5 A EH & (Q158-
Q163):

PR #158
You're deploying a new social media listening tool for proactive customer engagement. Which cut-over requirement helps prevent
unnecessary escalation and prioritize genuine concerns?

A. Configuring autormated notifications and alerts for high-priority mentions and potentially escalating trends.

B. Training agents on using the social media listening tool to effectively engage with customers and address concerns.
C. Defining clear criteria for identifying escalable issues and sentiment analysis within social media conversations.

D. All of the above, contributing to a proactive and efficient approach to managing customer sentiment on social media.
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Deploying a new social media listening tool involves several critical requirements to ensure effective customer engagement and
prioritization of concerns. Defining criteria for escalable issues ensures only relevant matters are escalated. Configuring automated
notifications for high-priority mentions ensures timely responses to critical engagements. Training agents on the effective use of the
tool enhances their ability to engage appropriately. Therefore, "D. All of the above, contributing to a proactive and efficient approach
to managing customer sentiment on social media" provides a comprehensive strategy for effective social media listening and
mteraction.

Reference: Salesforce Social Studio

i RE #159
You're validating performance requirements for the deployed system. Which tool helps assess system responsiveness and handle

load testing?

¢ A. All ofthe above, providing a holistic view of system performance and adherence to defined responsiveness and load
handling requirements.

¢ B. Monitoring agent feedback and user experience reports for any performance issues or service delays after deployment.

¢ C. Analyzing system logs and resource utilization data to identify performance bottlenecks and resource constraints.

¢ D. Utilizmg performance testing tools to simulate user activity and analyze response times, throughput, and stability under load.
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Assessing system performance and responsiveness involves various tools and approaches:

A: Analyzing system logs and resource utilization data helps identify performance bottlenecks.

B: Utilizing performance testing tools to simulate user activity enables evaluation of system response times and stability under various
load conditions.

C: Monitoring agent feedback and user experience reports provides insights into real-world performance issues post-deployment.
These combined approaches offer a comprehensive evaluation of the system's performance, ensuring it meets the required standards
for responsiveness and load handling,

PR #160
The company prioritizes identifying trends and patterns in customer behavior. Which KPI is most valuable for this analysis?

A. Contact Reason Categorization
B. Case Resolution Trends

C. Peak Volume Hours

D. Customer Journey Mapping
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Customer Journey Mapping is the most valuable KPI for identifying trends and patterns in customer behavior. This approach
mvolves tracking the different stages a customer goes through in interacting with the organization, from initial contact through various
touchpoints to resolution or purchase. Mapping the custormer journey provides comprehensive insights into custormer preferences,
behaviors, and pain points, which helps in understanding how to enhance the customer experience effectively.

PR #161
Youneed to configure chatbots for different purposes within the Contact Center. Which platform offers the most flexibility?

A. Dialogflow and similar third-party chatbot platforms integrated with Salesforce.

B. Flow Builder with drag-and-drop interface for designing chatbot conversations and logic flow.
C. All of the above, providing options for diverse bot functionalities and integration flexibility.

D. Emnstein Bots with pre-built templates and Al capabilities for various customer service scenarios.
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Configuring chatbots for varied purposes in the Contact Center can be effectively supported by a variety of platforms. Einstein Bots
offer Al-driven capabilities and pre-built templates suited for customer service. Flow Builder provides a flexible, drag-and-drop
interface for custom chatbot design. Third-party platforms like Dialogflow offer advanced customization and integration capabilities.
Therefore, "D. All of the above, providing options for diverse bot fnctionalities and integration flexibility” is the best answer, as it
encompasses the broadest range of tools for building and customizing chatbots within Salesforce.

Reference: Salesforce Emnstein Bots

i RE #162
The company wants to assess brand loyalty and potential for referrals. Which KPI is most relevant?

¢ A. Customer Satisfaction (CSAT) Score
¢ B. Case Resolution Rate

¢ C. Average Contact Handle Time (AHT)
¢ D. Net Promoter Score (NPS)
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The Net Promoter Score (NPS) is a critical KPI for assessing brand loyalty and the likelihood of customers to refer others to a
business. NPS measures how likely customers are to recommend a company's product or service to others, serving as a strong
indicator of customer loyalty and overall satisfaction with the company. Thus, "B. Net Promoter Score (NPS)" is the most relevant
KPI for assessing brand loyalty and potential for referrals.

Reference: Salesforce Blog on Net Promoter Score
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