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HEE #170

The support management team at Universal Containers has noticed an increase in wait times over the last several months when
customers call in for support.

‘What should a consultant recommend to help decrease customer watit times?

e A Set up analytical snapshots to capture key case Information and create historical trending reports.
¢ B. Create reports to analyze data in order to understand peak times and ensure adequate.
e C. Create case escalation rules to route high-priority cases directly to supervisors for resolution.

He: B

ME.

To decrease customer wait times, creating reports to analyze call volume and identify peak times is recommended. Understanding
peak periods allows for strategic staffing and resource allocation, ensuring that enough agents are available to handle the increased
volume, thus reducing customer wait times.
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AE#171

Universal Containers has a category of cases that cannot be solved by a single agent and instead requires a team of experts to triage
and resolve the issue. The support manager is interested in solutions that allow the team of experts to collaborate on these cases.
‘Which option should the consultant recommend so experts can collaborate in real time?

e A Implement Skills-Based Routing to assign the case to experts.
¢ B. Add experts to an integrated Slack channel.
¢ (. Use Email-to-Case to send an email to experts so they can use emil threads.

He: B

MY
Integrating a Slack channel for experts to collaborate on complex cases provides a real-time communication platform that supports
quick exchange of ideas, files, and updates. This solution fosters teamwork and enables faster resolution of issues that require input

from multiple experts.

HE #172

Cloud Kicks provides support to customers in email, social, and chat channels. Managers want to find a way to inmprove service
agent efficiency.

A recent study found agents spend a lot of time searching for articles, manually copying text from the article, and pasting it into
responses.

‘What should a consultant recommend as a solution?

¢ A. Configure Lightning Knowledge component to auto attach article PDF.
¢ B. Configure Lightning Knowledge component and related list actions.
e C. Set up quick text options in the utility bar to add article links.

e B

MH.

To improve agent efficiency in finding and using articles, configuring the Lightning Knowledge component and related list actions is
advisable. This setup allows agents to easily search for, preview, and insert links to relevant Knowledge articles directly into their
responses without leaving their workspace. This streamlined approach reduces the time spent on manual copying and pasting,
enhancing productivity and ensuring consistent use of approved content.

A2 #173

Cloud Kicks uses Omni-Channel to route cases to service reps based on location. At times, certain locations are over capacity while
other locations have available capacity. Managers would like the ability to respond to these situations.

‘What should a consultant recommend as a solution?

¢ A. Configure an Overflow Assignee in Omni-Channel Routing,
¢ B. Use Onmmi-Channel Skills-Based Routing to expedite case resolution.
e C. Use Omni Supervisor to change reps' queues.

e C

MY

Omni-Supervisor allows service managers to monitor agent workload, queue utilization, and routing capacity in real time. Using
Omni-Supervisor, managers can manually reassign work, adjust queue capacity, or redirect cases to other agents or queues when
one location is over capacity.

This aligns with the Interaction Channels domain of the Service Cloud Consultant Guide, which highlights Omni- Supervisor as the
recommended tool for real-time load balancing and operational adjustments.

Option A (Skills-Based Routing) improves matching efficiency but doesn't allow dynamic response to live capacity issues.

Option B (Overflow Assignee) routes unassigned cases to a single fallback user, not a scalable solution for multi-location capacity
management.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Interaction Channels Domain (Omni-Channel and Supervisor capabilities).

Salesforce Help: "Monitor and Manage Agents with Omni-Supervisor".



Salesforce Winter 23 Release Notes - Omni-Channel Enhancements (real-time monitoring and manual reassignment).

AR #174

Cloud Kicks has several teams that work on customer cases. Support managers would like to track how long each case is owned
by each team before it gets resolved.

Which report should the Service Cloud Consultant use for this requirement?

e A Case Lifecycle report
¢ B. Case with Milestone report
¢ (. Cases with Historical Trending report

HE. A

Y.

The Case Lifecycle report tracks the time a case spends in each ownership status-ideal for measuring how long cases are owned by

specific teams or agents. This report helps identify bottlenecks and efficiency issues across teams during the case resolution process.

Option A (Historical Trending) tracks field value changes over time but not ownership duration.

Option C (Milestone report) is specific to SLA tracking within Entitlement Management, not ownership tracking,

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Contact Center Analytics Domain.

Salesforce Help: "Use Case Lifecycle Reports to Measure Case Duration by Status or Owner." Salesforce Trailhead: "Analyze Case
Ownership and Lifecycle Metrics."
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PassTIPO| HF2 O} F E 2 Salesforce Service-Con-2012/ S A EHIZE A3 & &= U= AOIEQLICH PassTIP o BH=
Az E ITRHX|AO| GE &2 M2 BEE0| IHHo| = QlSalesforce Service-Con-201 1S A& WA E £ &LICH
BFoFPassTIPO| M A 3 5t = Salesforce Service-Con-20121 S A EHI & FHt7 Lol =t oi2{22 H2 Alzth
g Horstal & U&LICH 2 2[PassTIP 2Salesforce Service-Con-201 218 AR HZ &= PassTIPMEXS 2
Salesforce Service-Con-20121 & A&CHHIZ BHE0{ Tl XD o] A= @ LICt

Service-Con-2017 & 8t AI&] X} & : https//www.passtip.net/Service-Con-201-pass-exam html

2 2| PassTIP Service-Con-201 3 &8t A EHAIZMEE o2 oHER MBS MBS A LI, Salesforce Service-Con-
201HEZZEEAM RS Ho| FS5HOHS oiFEA 2EMEE &4+ A& UL Salesforce @1 F Service-Con-
201 AIEiCHH| Bz #otofL|2t CHE ITRIS AlEol chH| 8t Hx X2 T B 80| ZLHE LICH Service-Con-201 HZ &
PDFEH % |, Testing EnginetH% , Online Test Engine EHZ M| 7t X| HEI S 2 E|0{ & LICH, PassTIP 7 & T & Salesforce
Service-Con-20121B A|&{2 A8t HZ 7l ofF B2 27§ F2l1 U&LCh, 5t X|PSalesforce®15 Service-Con-

201 A EIAE SHsof 7| BHE o{-&LicH
£0f F & EXE Ato[ol M Lot MFoll L2 Tol FHXIZIE

= GRE T =, REl PassTIPHEIF O 2 {22 83
R EH HY YUY &4+ UL

Service-Con-201 I Z 3 £ EA CISAIEHEH=ZO 2

Salesforce®l& Service-Con-201 Al CHH| H ¥ BtotL|at CHE ITRIS Al &0 CHH|Bt HEZX 2 E MBS 0| ZUHEL
C}, Service-Con-201EHZ = PDFEHZA |, Testing EnginetH & , Online Test Engine HZ M[7FX| HE 2 2 E|o{ U &LICH.

oict, 22l ok 7tService-Con-2010[3 & 3t
MEfst JdelL|ch A4S Bol #SstHEHS

PassTIPQd 7 & T 2 Salesforce Service-Con-20121 5 A& A8 Hx 7l o} F B2 17|18 S|l &Lict.

e Service-Con- 201 HZZEEA AEEH|l 7tE E2 =M 7|EEAF O [ www.exampassdump.com [2| F £ Ct
fE2E [ Service-Con-201 ] HO|X|7} X|F & &lL|CtService-Con-201 | &1 A|RICHH|XI 2

e Service-Con-201%| AT AIEEHZ (] Service-Con-201 AlZICHH| HZ O 2 CF2 [ Service-Con-201%| A
HEME 2 O [ www.itdumpskr.com ] 0| A{> Service-Con-201 <& ZAM35t1 £ & C}RZE &H7|Service-
Con-20l HHE HIZEX=

e Service-Con- 201 HHZZEEA 100% &4 EF 7ts#t 2| MHI () X|F = kr.fastest.com IOOS(B) Fn F
B COR2E2CE 2I8l» Service-Con-201 [1E 2248t &l Al 2 Service-Con-201 2| £ AECHH SR X


https://www.koreadumps.com/Service-Con-201-practice-test.html
https://www.passtip.net/Service-Con-201-pass-exam.html
https://www.dumptop.com/Salesforce/Service-Con-201-dump.html
https://www.exampassdump.com/Service-Con-201_valid-braindumps.html
https://www.pdc.edu/?URL=https%253a%252f%252fwww.passtip.net%252fService-Con-201-pass-exam.html
https://kr.fast2test.com/Service-Con-201-premium-file.html

Service-Con-20121& Al &CHH| 38 X2 [ Service-Con-201%E 2 S HZE A [ Service-Con-201%| A1
M AEE=E [ X|Z2[ www.itdumpskr.com |&(B) @1 F 2 22 EE 981 Service-Con-201 & AM 34
AR Service-Con-201 2| AT AR CHH| 3R AR

Service-Con-201 HH E HZ X} 2 [ Service-Con-201E| AT A|REH X [ Service-Con-201%| AT Al CH
Hl 32 AZ [ = Service-Con-201 [1[1E FERE CH2EE352{H [ www.dumptop.com | HAIO|EE &
5k M| 2 Service-Con-201 52 St € HZ EA|

100% 9 £ 8 Service-Con-201 HEZ ZEEM HEXE [ F 22 A Ct 22 =52 H» www.itdumpskr.com
04| M= Service-Con-201 (& M3t M| 2 Service-Con-201 X A H T Hx 2 A

Service-Con-201%| 1 & & AIZICHHIXIZ [ Service-Con-20121F XFE [ Service-Con-201 2 S g HILE
A Y T www.dumptop.com [12(8) &1 ( Service-Con-201 ) & Y51 FE 22 EE o 4 A2 Service-
Con-201%| A AIRCHH| S8 A=

Service-Con-201 A& EHZ ME [ Service-Con-201 /5 AR CHH| S8 XHE [ Service-Con-201215 A& CHHI
BSEXE O XIZ[ www.itdumpskr.com |2(B) Y1 FE CHREEE 5 Service-Con-201 & ZHAM 5 A A
2 Service-Con-201 A|&ICHH| O 2 CFR

Service-Con-201 A& CHH| &= =& MEZE () Service-Con-201 3 &8t ZAMHIZ Z L [ Service-Con-201 % L&
Z ABCHHIRIR [ X|F [ www.passdtestnet | (8) D F & CIR2EEE f8H> Service-Con-201 <& 244
3t & Al 2 Service-Con-201 X[ MM HIT M EZ O

Service-Con- 201 HZZE 2 100% AR oA B 0 ZH A8t & H[ www.itdumpskr.com |HI A v Service-Con-
201 Ov O & CH2 2 EService-Con-201 | AIHM AlHHZ

Service-Con-20 HZZ 2 E2A 100% A - A HIE [ X|F [ www.dumptop.com [ 10| A= Service-Con-201
DODE dMstn RFE2 22 E5 M 2Service-Con-201 & 8 Z|AHEZZ H

www.stes. tyc.edu.tw, techwitsclan.com, myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt,
myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt, myportalutt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt,
iobrain.in, www.stes.tyc.edu.tw, myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt,
myportal.utt.edu.tt, myportalutt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt,
www.stes.tyc.edu.tw, skillhora.com, myportal.utt.edu.tt, myportal.utt.edu.tt, myportalutt.edu.tt, myportal.utt.edu.tt,
myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt, myportalutt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt,
myportal.utt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt, myportalutt.edu.tt, myportal.utt.edu.tt, myportal.utt.edu.tt,
myportal.utt.edu.tt, myportal.utt.edu.tt, myportalutt.edu.tt, myportalutt.edu.tt, Disposable vapes


https://www.northwestu.edu/?URL=https%253a%252f%252fwww.passtip.net%252fService-Con-201-pass-exam.html
https://www.dumptop.com/Salesforce/Service-Con-201-dump.html
https://bbs.pku.edu.cn/v2/jump-to.php?url=https%253a%252f%252fwww.passtip.net%252fService-Con-201-pass-exam.html
https://www.dumptop.com/Salesforce/Service-Con-201-dump.html
http://www.puwanart.net/?s=Service-Con-201%25ec%258b%259c%25ed%2597%2598%25eb%258d%25a4%25ed%2594%2584%25ec%2583%2598%25ed%2594%258c+%25f0%259f%259a%258c+Service-Con-201%25ec%259d%25b8%25ec%25a6%259d%25ec%258b%259c%25ed%2597%2598%25eb%258c%2580%25eb%25b9%2584+%25ea%25b3%25b5%25eb%25b6%2580%25ec%259e%2590%25eb%25a3%258c+%25f0%259f%2585%25bf+Service-Con-201%25ec%259d%25b8%25ec%25a6%259d%25ec%258b%259c%25ed%2597%2598%25eb%258c%2580%25eb%25b9%2584+%25ea%25b3%25b5%25eb%25b6%2580%25ec%259e%2590%25eb%25a3%258c+%25f0%259f%259a%2597+%25ec%25a7%2580%25ea%25b8%2588%255b+www.itdumpskr.com+%255d%25ec%259d%2584(%25eb%25a5%25bc)+%25ec%2597%25b4%25ea%25b3%25a0+%25eb%25ac%25b4%25eb%25a3%258c+%25eb%258b%25a4%25ec%259a%25b4%25eb%25a1%259c%25eb%2593%259c%25eb%25a5%25bc+%25ec%259c%2584%25ed%2595%25b4%25e2%258f%25a9+Service-Con-201+%25e2%258f%25aa%25eb%25a5%25bc+%25ea%25b2%2580%25ec%2583%2589%25ed%2595%2598%25ec%258b%25ad%25ec%258b%259c%25ec%2598%25a4Service-Con-201%25ec%258b%259c%25ed%2597%2598%25eb%258c%2580%25eb%25b9%2584+%25eb%258d%25a4%25ed%2594%2584%25eb%258d%25b0%25eb%25aa%25a8+%25eb%258b%25a4%25ec%259a%25b4
https://www.pass4test.net/Service-Con-201.html
http://robinsonsracingpigs.net/?s=Service-Con-201%25eb%258d%25a4%25ed%2594%2584%25ea%25b3%25b5%25eb%25b6%2580%25eb%25ac%25b8%25ec%25a0%259c+100%25ef%25bc%2585%25ec%258b%259c%25ed%2597%2598%25ed%258c%25a8%25ec%258a%25a4+%25eb%258d%25a4%25ed%2594%2584+%25f0%259f%25a6%258e+%25ea%25b2%2580%25ec%2583%2589%25eb%25a7%258c+%25ed%2595%2598%25eb%25a9%25b4%255b+www.itdumpskr.com+%255d%25ec%2597%2590%25ec%2584%259c%25e2%259c%2594+Service-Con-201+%25ef%25b8%258f%25e2%259c%2594%25ef%25b8%258f%25eb%25ac%25b4%25eb%25a3%258c+%25eb%258b%25a4%25ec%259a%25b4%25eb%25a1%259c%25eb%2593%259cService-Con-201%25ec%25b5%259c%25ec%258b%25a0%25eb%25b2%2584%25ec%25a0%2584+%25ec%258b%259c%25ed%2597%2598%25eb%258d%25a4%25ed%2594%2584
https://www.dumptop.com/Salesforce/Service-Con-201-dump.html
http://www.stes.tyc.edu.tw/xoops/modules/profile/userinfo.php?uid=3839870
https://techwitsclan.com/profile/zoeadam171
https://myportal.utt.edu.tt/ICS/icsfs/06e73614-97a1-494c-aa6e-0af8431adeac.pdf?target=28cabf6d-54fa-4ff3-9b3d-6757e2edb025
https://myportal.utt.edu.tt/ICS/icsfs/3a0ede30-6ff0-4684-a746-79da46f86f44.pdf?target=b39fd69e-f2d0-4584-8dcd-54d58b80f4ad
https://myportal.utt.edu.tt/ICS/icsfs/45358aaf-8109-44ed-b837-df3b34f55fe3.pdf?target=20e1ebae-97db-41b5-b874-47c32cf9764d
https://myportal.utt.edu.tt/ICS/icsfs/7457536d-7def-432b-93c0-f8e56956dbb8.pdf?target=6096c633-a647-4802-8fd8-65fc823a6161
https://myportal.utt.edu.tt/ICS/icsfs/79af069d-7585-49e0-bb2f-453fde675fdd.pdf?target=c3bebe1d-7f0d-403f-8475-cbfcfa736c77
https://myportal.utt.edu.tt/ICS/icsfs/9397cc2e-e6cb-4e43-95c9-6a412b4e853b.pdf?target=a850fbb2-1374-4ccf-ad83-55765f522ed3
https://myportal.utt.edu.tt/ICS/icsfs/9b3b5ab5-2d12-47ce-a2d8-0b0c7acc246f.pdf?target=7c451719-72f0-4a70-b947-449ce69cb8b3
https://myportal.utt.edu.tt/ICS/icsfs/b9762b8d-9849-4bde-a276-2917c443d0fa.pdf?target=c59b8e15-7447-4f69-ac55-02019f69d723
https://myportal.utt.edu.tt/ICS/icsfs/bc737270-03b7-4c1a-bd7c-9e918bd7fa2a.pdf?target=95bcbc42-7a2a-4502-97cd-6b8b01615ba3
https://myportal.utt.edu.tt/ICS/icsfs/be9ba7af-a3f1-45e0-ab5e-b42a89ac74c0.pdf?target=3924dca2-80ef-436b-a8d2-949a8d085deb
https://iobrain.in/profile/sidsmit189
http://www.stes.tyc.edu.tw/xoops/modules/profile/userinfo.php?uid=3840010
https://myportal.utt.edu.tt/ICS/icsfs/1238d05f-9c43-4b95-b14a-9e8c539a3c5c.pdf?target=7d809d7a-8ff4-4d94-8790-33ee76735515
https://myportal.utt.edu.tt/ICS/icsfs/330bc10c-4d5b-4288-9f2d-2e1ba3911e7e.pdf?target=f7e288f9-186f-4a69-881a-6340e5f4cd26
https://myportal.utt.edu.tt/ICS/icsfs/35b16459-7413-4263-92e3-d5245926fa5d.pdf?target=39ee57b7-85c7-4234-8ebf-2b48c1769316
https://myportal.utt.edu.tt/ICS/icsfs/55e1863f-7cb9-452d-ae00-48faa86ee499.pdf?target=8ddb9205-67c9-4fb9-8ccf-483c4229e1db
https://myportal.utt.edu.tt/ICS/icsfs/6f5153dd-8ee8-4cff-a545-d3abd3315755.pdf?target=6ebb4fce-f448-4582-b3c6-6f73fdfe5bac
https://myportal.utt.edu.tt/ICS/icsfs/7bf8f8dc-b68d-4b28-87ef-4d200d6bf69a.pdf?target=4ce4af67-20a0-4a18-aef3-f754fc0e8735
https://myportal.utt.edu.tt/ICS/icsfs/87bfa4a4-0265-4581-b5d2-3f456d1b3693.pdf?target=cf6ca0dd-01d6-4cab-83c2-2b5200daef68
https://myportal.utt.edu.tt/ICS/icsfs/90d89db1-e960-4b80-9029-733d9ba6b720.pdf?target=8e72f341-13a9-4d90-b4d1-dba8dc068d7a
https://myportal.utt.edu.tt/ICS/icsfs/c3c3bc69-80e7-4ded-9f14-89a0d229b441.pdf?target=e0e4f3b8-0e42-4d32-be56-4f01c13eeb8b
https://myportal.utt.edu.tt/ICS/icsfs/d2d19ed8-e80e-4dd8-8ce1-0207fe74f3f9.pdf?target=10a4e563-27a2-4556-ba5c-547c4bb0247e
http://www.stes.tyc.edu.tw/xoops/modules/profile/userinfo.php?uid=3839025
https://skillhora.com/profile/gregfox430
https://myportal.utt.edu.tt/ICS/icsfs/0529a759-9e22-4dbe-a4a3-ac67b066dead.pdf?target=ec76bd0f-58e1-44ce-b990-4fb7df77e25a
https://myportal.utt.edu.tt/ICS/icsfs/11b69636-075a-4c13-97a7-b002e76e9caa.pdf?target=4f38ee7e-e21e-4e84-83f3-d3f71d03c00c
https://myportal.utt.edu.tt/ICS/icsfs/16434029-41e1-4b71-9189-469cf2a9b901.pdf?target=776f7338-6f1b-41a9-a626-ce6de8add594
https://myportal.utt.edu.tt/ICS/icsfs/3f34c334-6f8e-4134-8be2-cc3ea82f70e1.pdf?target=02e77cb4-23ce-4aad-9714-1a6458726fe7
https://myportal.utt.edu.tt/ICS/icsfs/41bc243a-89dc-4967-83d1-446f7727073e.pdf?target=cb145403-f623-4a40-8fee-e4a9092050ee
https://myportal.utt.edu.tt/ICS/icsfs/82756284-3816-48d6-9c50-cb46923fd7d8.pdf?target=9a8fe872-f4f3-4eeb-9d9c-78651774aa35
https://myportal.utt.edu.tt/ICS/icsfs/9477f7b7-a2b1-4b6d-baea-a0deb4f385e9.pdf?target=82a639e6-0e88-4e57-9a2d-b599b1543440
https://myportal.utt.edu.tt/ICS/icsfs/b0ba9568-983b-461a-bc82-c5800669d8f6.pdf?target=2555f3f4-7b4f-41ae-822d-1e671c332d40
https://myportal.utt.edu.tt/ICS/icsfs/bd1b9649-f365-437c-ad1b-0bd8e969ad59.pdf?target=378982af-7205-40d1-82ba-732b2e36f2b6
https://myportal.utt.edu.tt/ICS/icsfs/fa26be5e-9f1e-4784-b8af-acd7be270856.pdf?target=3846a8b0-7bd0-49f9-a5a7-ae740f4b2f0c
https://myportal.utt.edu.tt/ICS/icsfs/05beefff-b020-45fd-949c-21d2c6b5515a.pdf?target=6236c44d-6a31-4084-bba0-7a9876158055
https://myportal.utt.edu.tt/ICS/icsfs/079fbe85-0a46-408a-8c61-ae8d03a94d3f.pdf?target=370aec02-a877-4546-8cdd-addf0ae603a2
https://myportal.utt.edu.tt/ICS/icsfs/2e689cc3-f946-450e-959a-de1db2efdb2f.pdf?target=824d4ef4-d247-47e5-b2ed-49859215e064
https://myportal.utt.edu.tt/ICS/icsfs/67d19c1d-e3c1-4c70-91c9-2874a9d42adf.pdf?target=11c64e0f-51d6-481b-982c-662d042c7415
https://myportal.utt.edu.tt/ICS/icsfs/728e1966-8de4-46ce-8f38-515ee558dc02.pdf?target=cc384fcb-5d49-4745-8b5f-f4130ba04d74
https://myportal.utt.edu.tt/ICS/icsfs/78e68cf5-b7f3-40a5-92a6-3412792dd6f3.pdf?target=ee56c04d-294b-474e-b09c-b093acb06382
https://myportal.utt.edu.tt/ICS/icsfs/8bb2c3f8-7d01-4b5a-bf36-2007cde49c6f.pdf?target=6ec86a19-30eb-4e6d-ac6f-ad278fd5c6a8
https://myportal.utt.edu.tt/ICS/icsfs/b24d1018-3ade-4df6-8ea1-f69dca803147.pdf?target=1a78647b-188b-421d-b973-5d28408270c3
https://myportal.utt.edu.tt/ICS/icsfs/c7a287f6-aa99-46ab-8b89-53f154402518.pdf?target=144cb646-4edd-4ff2-ae36-b6cc1d404b52
https://myportal.utt.edu.tt/ICS/icsfs/fd249a5c-65be-4950-8773-c02210b5d700.pdf?target=8f94358c-779b-45b7-aac1-b5edeba1541a
https://frvape.com

