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HE #165
Which feature of Salesforce Knowledge can be leveraged to create a customer-facing product information website? Choose 2
answers.

A. Display articles in Salesforce Answers.

B. Display articles with HTML, images, and links.

C. Display articles in a public knowledge base.

D. Publish articles to the Web using Salesforce Publisher.
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EE #166
Field engineers often need to access current imventory levels of products the customer has purchased while at custorer sites.
‘Which solution should a Consultant recommend to meet this requirement?

A. Implement Field Service Lightning,

B. Develop and publish a knowledge management system
C. Integrate with an enterprise resource planning system.
D. Configure Visual Flows on Salesforce mobile.
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HE #167

Universal Containers has an active presence on Twitter and Facebook. Customers' requests from these social media channels should
be responded to by support agents.

‘What should a consultant recommend to meet this requirement?

A. Social Customer Service for Twitter and Facebook.
B. Social Media Marketing message tagging,

C. Emstein Bot social queues.

D. Social Persona tor Twitter and Facebook.
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ZZ #168

Universal Containers plans to migrate its existing knowledge base into Salesforce Lightning Knowledge.
Which three statements should be considered?

Choose 3 answers

A. Visualforce pages refer to Classic article types.

B. Article numbers change during migration.

C. Approval process history migrate to Lightning Knowledge.

D. Attachments and .htm files in Classic Knowledge are moved to the Files object.
E. Each article must be associated to a record type.
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Explanation

Attachments and .htm files in Classic Knowledge are moved to the Files object, Visualforce pages refer to Classic article types, and
article numbers change during migration are statements that should be considered when migrating an existing knowledge base into
Salesforce Lightning Knowledge. These statements reflect some of the changes and challenges that may occur during the migration
process. For example:

Attachments and .htm files in Classic Knowledge are moved to the Files object because Lightning Knowledge does not support
attachments on articles. Files can be related to articles using rich text fields or file fields.

Visualforce pages refer to Classic article types because Lightning Knowledge does not support Visualforce pages on articles.
Visualforce pages need to be replaced with Lightning components or other solutions.

Article numbers change during migration because Lightning Knowledge uses a different numbering system than Classic Knowledge.
Article numbers are prefixed with KA in Lightning Knowledge instead of KB in Classic Knowledge.

Verified References: Service Cloud Consultant Certification Guide & Tips, Migrate Your Salesforce Classic Knowledge Base to

Lightning Knowledge

HE #169

Universal Containers has conmpleted development and testing of its Service Cloud implementation and plans to migrate functionality
from the sandbox environment to the production environment.

What should be used for migration functionality?

A. Visual Workflow, data loader, and Force.com IDE

B. Mass Transfer Records, change sets, and Visual Studio Code
C. Data loader, change sets, and Force.com Excel Connector
D. Visual Studio Code and change sets

HE. C

MH.

Data loader, change sets, and Force.com IDE are tools that can be used for migrating functionality from a sandbox environment to a
production environment. Data loader is a tool that can import, export, insert, update, delete, or upsert data in Salesforce. Change
sets are outbound sets of metadata components that can be sent from one Salesforce org to another. Force.com IDE is an integrated
development environment that allows you to edit, compile, test, and deploy metadata components using Eclipse. Verified
References: Service Cloud Consultant Certification Guide & Tips, Data Loader Guide, Change Sets Overview, Force.com IDE
Developer Guide
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