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FE i
¢ (Case Management: This domain covers designing end-to-end case management solutions, implementing
| case deflection strategies, configuring entitlements, milestones, SLAs, and understanding Service Cloud
automation capabilities.

e Intake and Interaction Channels: This domain addresses designing intake channels, recommending
TEE D mnteraction channels, understanding configuration best practices, and implementing Al agents and agentic
service capabilities.

¢ Industry Knowledge: This domain covers understanding Contact Center metrics, KPIs, and assessing
FE3 risks, benefits, and business challenges for client outcomes.

¢ Inplementation Strategies: This domain focuses on consulting engagement participation, deployment and
TEE 4 training recommendations, and considerations for data migration, quality, governance, and large data
volurres.
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¢ Contact Center Analytics: This domain focuses on developing reports and dashboards to deliver relevant
FRES analytical information to contact center stakeholders.

¢ Knowledge Management: This domain covers Knowledge article lifecycle, Knowledge Centered Service

FEO6 methodology, and configuring Salesforce Knowledge for agent support and self-service processes.
¢ Service Cloud Solution Design: This domain involves designing solutions that balance capabilities,
LT limitations, and trade-off$ for service reps and customers while meeting data security and compliance
requirerments.

B 1 ) Salesforce Consultant Service-Con-201 % & %5 H & (Q148-Q153):

PR #148
What should a consultant recommend to ensure chat requests contain sufficient information for service agents to respond effectively?

e A. Customize the Lightning Console chat page.
e B. Customize the pre-chat form.
e C. Customize Intents using Einstein Chatbots.

£%: B
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Customizing the pre-chat formallows for the collection of sufficient information from customers before a chat session begins. This
ensures that service agents have the context and details needed to respond effectively, improving the efficiency and quality of chat
interactions.

PR #149

A growing retail company wants to modernize its legacy on-premises contact center, which is costly, hard to scale, and lacks
support for new digital channels. The company wants to reduce overhead, scale easily during seasonal spikes, and give service reps
real-time customer insights.

‘What should a Service Cloud Consultant recommend?

¢ A Extend legacy systens using Omni-Channel, Live Agent, and a third-party CTI to add new digital channels over time.

¢ B. Build a custom Experience Cloud solution and integrate with external telephony providers using APIs.

¢ C. Deploy Salesforce Contact Center with Amazon Connect to unify voice, chat, and case management in the cloud with
real-time insights.

ER:. C

R -

Salesforce Contact Center, powered by Amazon Connect, is Salesforce's recommended solution for modemizing legacy on-
premises contact centers. It provides:

Cloud-based voice and digital channel integration directly within Service Cloud.

Scalability to handle seasonal demand spikes.

Real-time insights through integration with Service Cloud Voice, Data Cloud, and Einstein Conversation Insights.
Option A requires significant custom development and lacks unified voice-data insights.

Option C prolongs reliance on legacy systems, contradicting the modernization goal.

Referenced Salesforce Materials:

Salesforce Service Cloud Consultant Exam Guide - Service Cloud Solution Design Domain.

Salesforce Spring 24 Release Notes - Service Cloud Voice and Salesforce Contact Center Enhancements.
Salesforce Help: "Deploy Salesforce Contact Center with Amazon Connect".

R #150
In which of the following scenarios should a consultant use a Screen Flow?

e A Transfer a call to another support rep within the Service Console.



¢ B. Provide decision-based troubleshooting steps for support reps.
e C. Redirect a support rep to a Knowledge article during case creation.
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Screen Flows are used in Salesforce to guide users through interactive, decision-based processes. For example, a Screen Flow can
present troubleshooting questions and next steps to support reps, dynamically adapting based on responses. This allows for
consistent issue resolution and knowledge capture.

Option B (call transfer) is handled through Omni-Channel or CTI features, not Flow.

Option C (redirecting to Knowledge) can be done with console components or Einstein Article Recommendations, not a Screen
Flow.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Service Cloud Solution Design Domain.

Salesforce Help: "Use Screen Flows for Guided Troubleshooting and Agent Assistance." Salesforce Trailhead: "Build Guided
Service Flows."

iR #151
At Universal Containers, support reps need to verify that customers are eligible to receive support when they create the case.
Where can a support rep verify that a custorrer is allowed to receive support?

o A Actions
o B. Milestones
o (. Entitlements

ZR: C
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Entitlements define what kind of support a customrer is eligible to receive-such as response times, number of cases, or service hours-
based on their service contract or account. Support reps can view entitlements directly on the case to confirm eligibility before
proceeding,

Option A (Milestones) are time-based SLA targets within entitlements but not eligibility tools.

Option B (Actions) are automation elements, not entitlement validation mechanisms.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Case Management Domain.

Salesforce Help: "Verify Support Eligiility Using Entitlements."

Salesforce Winter '23 Release Notes - Entitlement Management Enhancements.

PR #152
Using the Lightning Service Console, how can a contact center manager see which service reps are currently available to accept new
cases?

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

£%: B
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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 items 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 Ommni-Channel Supervisor Tab".

Salesforce Winter '23 Release Notes - Ommni- Supervisor Enhancements.
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