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A2 #16

universal containers is implementing a customer community using the

customer service template.One of the requiremnets is for members to be able to find knowledge articles based on the product
type.How should consultant satisfy this requirement

A. Define article types with sharing settings

B. Set the visibility to the data categories

C. Utilize topic tags for each product type

D. Enable suggested artciels in the community
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AE #17
Universal Containers wants to ensure the contracted service level requirements for its clients are being met. What should be
configured to meet this requirement?

A. Entitlement processes, milestones, milestone actions, and entitlements

B. Entitlement processes, contract line iterms, milestones, and entitlements
C. Entitlement processes, contracts, contract line Items, and entitlements

D. Entitlerment processes, contracts, milestones, and milestone actions

HE: A

MY

Entitlerment processes, milestones, milestone actions, and entitlements are features that can be configured to ensure the contracted
service level requirements for its clients are being met. Entitlements define the levels of support that custorrers are eligble to receive
based on their products, service contracts, or warranties. Entitlement processes define the timeline and steps required to deliver
support to customers. Milestones define the critical steps in the support process, such as first response time or resolution time, and
track whether they are conmpleted on time. Milestone actions define the autormated actions that occur when a milestone is
approaching, violated, or completed, such as sending email notifications, assigning cases to queues or users, or changing field values.
Verified Reference: Service Cloud Consultant Certification Guide & Tips, Set Up and Manage Entitlements and Milestones

EE #18

Universal Containers (UC) has hired a consulting firm to implement Service Cloud for its contact center for the first time. The project
requires quick iterations and speedy completion. UC has requested frequent updates from the project team for check-ins and
refinerment.

‘Which methodology should the consultant recommend given the requirements?

o A Agile
o B. Waterfall
e C. Hybrid

HE: A

HE#19
Which feature can a consultant deploy to route cases from social channels within a limited timeframe?


https://www.koreadumps.com/ADX261-practice-test.html

¢ A. Use custom case assignment rules.
¢ B. Implement an Apex solution.
e C. Use a third-party app from AppExchange.

HE: A

Y.

To route cases from social channels efficiently within a limited timeframe, configuring custom case assignment rules is recommended.
These rules can automate the distribution of cases based on specific criteria, ensuring that cases are promptly assigned to the
appropriate agents or queues for timely resolution.

HEE #20

The support manager at Universal Containers wants to improve visibility to cases across the organization and has decided that
product managers should be more involved in the case management process. The support manager has created predefined case
tearrs for each product and trained support agents to add the appropriate case teamto each case.

‘Which solution allows product managers to quickly see and review the cases that are created for their products?

¢ A. Configure a Case list view filtered by My Cases.
¢ B. Configure a Case list view filtered by My Case Teams.
e C. Configure a Case related list on the Product page layout.

HE: B

3.

Configuring a Case list view filtered by "My Case Teams" allows product managers to quickly see and review cases associated with
their product teans. This solution leverages the predefined case teans for each product, making it easy for product managers to filter
and access relevant cases, improving visibility and involvement in the case management process.
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