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EE #276
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 finctionality should a consultant recommend to satisfy the UC's need?

A. Mobile Connect
B. Contact Request
C. Field Service

D. omni Channel
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Field Service is a Salesforce product that enables companies to manage work orders, service appointiments, service resources, and
service territories. It also provides features such as scheduling optimization, mobile access, and offine support. Field Service is the
recommended functionality for scheduling repair service when an agent is unable to solve the customer's problem via the call center.
Verified References: Service Cloud Consultant Certification Guide & Tips, Field Service Overview

AR #277

Cloud Kicks has recently implemented two-way mobile messaging to increase the efficiency of the support team. The company uses
key performance indicators (KPIs) to measure the success of the implementation.

‘Which metric should a consultant use to measure the effectiveness of two-way mobile messaging?

e A. Reduced Call Volume
¢ B. Average Handle Time
e C. Total Open Cases

e B

ME:

To measure the effectiveness of two-way mobile messaging implemented by Cloud Kicks, focusing on the Average Handle Time
(AHT) is appropriate. AHT is a key performance indicator that measures the average duration taken to resolve customer issues from
the moment a customer interaction begins. In the context of two-way mobile messaging, a reduction in AHT would indicate that the
support team is able to resolve issues more efficiently through this channel. This metric directly reflects the impact of mobile
messaging on operational efficiency, highlighting its effectiveness in streamlining communication, speeding up resolution times, and
ultimately improving the overall customer service experience.

AE #278
Cloud Kidcs (CK) uses Lightning Knowledge and has set up Data Categories. CK uses Data Category Visibility to control access
based on products and geographic location. The Service Cloud administrator plans to enable "Use standard Salesforce sharing” in

Sharing Settings under Knowledge Setting,
‘Which consideration should the administrator be aware of when making this change?

A. Data Category Visibility of AM Categories provides Public Read Only access.

B. Data Category Visibility of All Categories provides Public Read/Write access.

C. Data Categories no longer control access to articles.

D. Data Category Visibility of Custom overrides Organization-Wide Sharing Default access.
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He: C

Y.

This is the main consideration when enabling "Use standard Salesforce sharing” in Sharing Settings under Knowledge Settings,
because it changes how article access is controlled. When this setting is enabled, article access is controlled by organization-wide

sharing defaults and sharing rules, instead of data categories and data category visibility settings. This means that data categories are
only used for filtering and organizing articles, not for restricting access. Verified References: : Control Article Access with Sharing

Settings

HEE #279

In order to satisfy the internal Enterprise Security requirements, Universal Containers would like to conduct a Disaster Recovery and
Business Continuity exercise with Salesforce. This would involve taking the production copy and making sure agents can work from
the production copy until production is restored. The results of the exercise are provided to Enterprise Security as part of an annual
audit.

‘What should a Consultant recommend to support this exercise?

A. Use a Developer Pro sandbox for the DR exercise

B. Allow the exercise to be done in a Production instance
C. Use a Full copy sandbox for the DR exercise

D. Use a Partial sandbox for the DR exercise

od
m
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EE #280
Which two areas can an Administrator make Open CTI features available to users when building a Lighting App using the App
Manager? Choose 2 answers

A. Ona record Activity Feed list

B. On a utility bar of the Lightning App
C. On a record Highlights Panel

D. On the Calendar right hand panel
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