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BRI RE (Q244-Q249):

HR #244
Using the Lightning Service Console, how can a contact center manager see which service reps are currently available to accept new
cases?

e A, Omni-Channel Supervisor tab
¢ B. Omni-Channel Analytics
e C. Omni-Channel Utility component

IEf#E: A

R -

The Omni-Channel Supervisor tab provides real-time visibility into agent presence, capacity, and workload within the Lightning
Service Console. Managers can view which agents are available, their online duration, and how many work iters they are handling.
This tool is essential for real-time workforce management and case distribution visibility.

Option A (Omni-Channel Utility) is for agents to manage their own status, not for managerial monitoring.

Option B (Omni-Channel Analytics) offers historical insights, not live agent availability.

Referenced Salesforce Materials:

* Service Cloud Consultant Exam Guide - Interaction Channels Domain.

* Salesforce Help: "Monitor Agents in Real Time with the Omni-Channel Supervisor Tab".

* Salesforce Winter '23 Release Notes - Omni- Supervisor Enhancements.

H A #245

Ursa Major Solar (UMS) provides custommers with remote monitoring of solar panels. When there are issues with the service, such
as a power outage, UMS needs to provide service agents, operations tearrs, and customers with full visibility into the issue.

What is the recommended feature to meet the requirements?

¢ A Field Service Management
¢ B. Incident Management
¢ C. Workforce Engagement

IEf#: B

TR

Incident Management in Salesforce is designed to provide visibility and coordination during service disruptions or issues. For Ursa
Major Solar, this feature would allow service agents, operations teams, and customers to have a centralized view and updates on
power outages or service issues, facilitating communication and resolution efforts across all stakeholders nvolved in the incident.

M #246
Universal Containers (UC) wants to implement Service Cloud using Agile methodology.
How should the consultant recommend delivering a successful implementation?

e A Generate continuous feedback from the project team, and adjust the requirements and deliverables accordingly.
¢ B. Finish all of the project requirements at once and deliver a complete solution.
e C. Generate all of the requirements with UC executives and then develop the project schedule.

ER: A


https://www.shikenpass.com/Service-Cloud-Consultant-shiken.html

fEERA -

For a successful implementation of Service Cloud using Agile methodology, generating continuous feedback from the project team
and making iterative adjustments to requirements and deliverables is crucial. This approach ensures that the project remains aligned
with client needs and can adapt to changes or new insights as the implementation progresses.

H #247
vp of service at universal containers wants to make it easier and faster for support reps to send knowldge articles to customers. What

should a consultant configure to satisy this request ?

e A create a lightning email template to sned artilce to customer

¢ B. create an auto response rule to send the article to teh customer
¢ C. Create a macro to send an email with the article to customer

e D. create a workflow email alert to send the artilce to the customer

EfE: A

M #248

Cloud Kicks provides support to customers through voice, web, and chat channels. Cases are routed to service agents based on
availability and skills. When agents encounter issues, they can raise a flag. Supervisors need to respond to flags and provide
responses that only the agent can view.

What is the recommended solution to meet the requirements?

¢ A. Omni-Channel Supervisor
e B. Screen Flow

e C. Case Escalation Rules

¢ D. Einstein Case Routing

Ef: A

R

Onmmni-Channel Supervisor is a solution that can enable supervisors to respond to flags and provide responses that only the agent can
view. Omni-Channel Supervisor is a tool that allows supervisors to monitor and manage the work and performance of agents in real
time. Omni-Channel Supervisor can help supervisors respond to flags raised by agents who encounter issues and provide private
coaching messages that only the agent can see. Verified References: :

https/help.salesforce.conys/article View?id=sf.omnichannel supervisor overview.htm&type=5 :
https/help.salesforce.conys/article View?id=sf.omnichannel supervisor_flags.htm&type=5 :
https/help.salesforce.convs/article View?id=sf. omnichannel supervisor messages.htm&type=5

E M #249
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