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H #92

Universal Containers wants to display a history of all of today's changes to a case in the order that occurred on a single page view.
This requirement includes comments, emails, and edit to case fields. What tool should a consultant recommend to implement this
requirement?

A. Process Builder

B. Auto launch flow

C. Visualforce custom page Questions & Answers PDF Page 6
D. Salesforce Console for Service

EfE: D

B #93
At Universal Containers, support agents need to verify that customers are eligble to receive support when they create the case.
Where can a support agent verify that a customer is allowed to receive support?

e A. Milestones
e B. ADX261 Actions
o (. Entitlements

EfE: C

E R #94

Cloud Kicks has a Service Cloud implementation with several channels. Executives want quick access to agent, team, and call
center key performance indicators (KPIs). Service managers need to see data about their teams as well.

How should the consultant display the data quickly?

e A, Use Einstein Analytics for Service Cloud,
e B. Migrate the data to a data lake and request a dashboard.
e (. Create reports from Cases and display on a dashboard.

EfE: A

A -

For providing executives and service managers with quick access to agent, team, and call center KPIs, utilizing Enstein Analytics for
Service Cloud is recommended. This solution offers advanced analytics and visualization capabilities, enabling the creation of
dashboards that provide real-time insights tailored to different organizational levels, based on their data access.


https://www.xhs1991.com/ADX261.html

HH #95

Cloud Kicks is planning to use Case Teans to help swarm on difficult issues. Support agents can use predefined Case Teams to add
specialists on a Case. Specialists need to be able to view Cases and add related records to the Case.

What is the recommended level of Case Access for the Case Team Rote?

A. Visble in Portal
B. Read Only

C. Private

D. Read/Write

IEf#: D

TR

Read/Write is the recommended level of Case Access for the Case Team Role. Case Access is a setting that determines what level
of access users have to cases that they are added to as case team members. Read/Write access allows users to view and edit cases
and related records, such as activities or attachments. Read/Write access can help specialists collaborate on cases and provide
solutions. Verified Reference: : https:/help.salesforce.conys/article View?id=sf.case_teans overview.htm&type=5 :
https:/help.salesforce.conys/article View?id=sf.case teans access_levels.htm&type=5

HM #96

AW Computing sells and supports personal computers and printers. There are times when support reps are unable to solve the
customer's product issues over the phone.

In those instances, the customer ships the product back to AW Computing for servicing.

‘What should be inplemented to ensure the repairs are completed in a timely manner by technicians with the appropriate skill set?

e A Service requests are assigned to the technician using Omni-Channel.

e B. Service requests are assigned to a queue where the technician can accept i,
e C. Service requests are scheduled using Salestorce Field Service.

e D. Service requests are assigned by the support reps to the technician.

Ef#: C
R 2

For situations where products need to be sent back for servicing, using Salesforce Field Service to schedule service requests ensures
that repairs are managed efficiently and assigned to technicians with the right skills. Salesforce Field Service includes features like
skill tracking and scheduling policies, which help match service requests with technicians who have the appropriate skills, thereby
optimizing the repair process and ensuring timely completion.
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