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Salesforce Contact Center Accredited Professional Sample Questions (Q137-
Q142):
NEW QUESTION # 137 
The customer wants to personalize customer interactions based on past interactions and preferences. Which data model element
facilitates this?

A. Segmentation rules defining customer groups based on specific criteria and behavior.
B. All of the above, used in combination for comprehensive customer context and personalized experiences.
C. Custom fields capturing customer preferences and purchase history.
D. Case history tracking with details of previous interactions and resolutions.

Answer: B

Explanation:
Personalizing customer interactions in Salesforce Contact Center involves leveraging various data elements to understand and predict
customer needs effectively. The elements include:
Custom fields: These capture specific customer preferences and historical data like purchase history. This helps in tailoring offerings
and communication specific to individual preferences.
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Case history tracking: This element records details of past interactions, issues, and resolutions, providing a context-rich background
that enables service agents to provide more informed and empathetic responses.
Segmentation rules: These help in categorizing customers into different groups based on their behaviors and specific criteria, which
can then be used to target communications and services more effectively.
Using these elements in combination allows for a comprehensive view of the customer, enabling highly personalized experiences that
are responsive to individual customer profiles, history, and preferences. More details can be found in Salesforce's resource on
creating personalized customer experiences using Salesforce Contact Center, available at Salesforce Contact Center Personalization.

NEW QUESTION # 138 
You need to set up email case creation. Which feature allows automatic case generation from incoming emails?

A. Workflow Rules with email field criteria triggering case creation.
B. Process Builder sequences defining steps for email parsing and case generation.
C. Einstein Bots configured to handle email inquiries and create cases if needed.
D. Email-to-Case enabled on the Case object with appropriate field mapping.

Answer: D

Explanation:
Email-to-Case is the feature that allows automatic case generation from incoming emails by converting emails into case records. This
functionality ensures that all relevant email data is captured directly into Salesforce cases, utilizing field mapping to organize and store
information correctly.

NEW QUESTION # 139 
You need to identify trends and patterns within Contact Center metrics. Which tool offers the most advanced data analysis
capabilities?

A. Einstein Analytics with advanced data blending, predictive modeling, and visual storytelling capabilities.
B. All of the above, depending on the desired level of data exploration, predictive insights, and visual representations.
C. Salesforce Reporting with basic filters and data grouping for analysis.
D. Omni-Channel dashboards providing real-time insights and basic trend visualization.

Answer: B

Explanation:
Identifying trends and patterns within Contact Center metrics requires tools capable of varying levels of analysis. Salesforce
Reporting offers basic filtering and grouping, Omni-Channel dashboards provide real-time operational insights, and Einstein Analytics
delivers sophisticated capabilities like data blending, predictive modeling, and visual storytelling. "D. All of the above, depending on
the desired level of data exploration, predictive insights, and visual representations" captures the broad range of tools available for
different analytical needs, making it the optimal choice.
Reference: Einstein Analytics

NEW QUESTION # 140 
You need to deploy a new case routing algorithm based on AI. Which deployment process provides the safest and most controlled
approach?

A. All of the above, depending on the complexity and potential impact of the new algorithm.
B. Pilot deployment involving a small user group for testing and feedback before broader rollout.
C. Production deployment directly to all users simultaneously, with immediate effect.
D. Full sandbox deployment for comprehensive testing before migrating to production.

Answer: B

Explanation:
Deploying a new case routing algorithm based on AI is best approached using a pilot deployment. This method involves testing the
new algorithm with a small group of users to collect feedback and assess performance in a controlled environment. This approach
allows for identifying potential issues and making necessary adjustments before a full-scale rollout, thus reducing risk and ensuring the
algorithm performs as intended when implemented broadly.



NEW QUESTION # 141 
The customer expects high data volumes and complex reporting needs. Which solution supports scalability and advanced analysis?

A. Both (b) and (c) combined for data storage, advanced analysis, and visual data exploration.
B. Utilize standard Salesforce Reports and Dashboards for basic data visualization.
C. Leverage external data warehouse solutions for data storage and complex queries.
D. Implement Einstein Analytics for AI-powered insights and predictive analysis.

Answer: A

Explanation:
For handling high data volumes and complex reporting needs, combining Salesforce Einstein Analytics with external data warehouse
solutions offers the best scalability and advanced analysis capabilities. Einstein Analytics provides AI-powered insights and
predictive analysis, while external data warehouses allow for storage of large data volumes and complex querying. This combination,
as suggested in option "D. Both (b) and (c) combined for data storage, advanced analysis, and visual data exploration," offers a
comprehensive solution for handling large-scale data and sophisticated analytical demands.
Reference: Salesforce Documentation on Einstein Analytics
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