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HH #26

Ursa Major Solar sells industrial equipment and privide support through voice channels as well mobie technicians.

When incident occur, high-priority customer have a dedicented phone number to call. Technicians must then be rerouted from the
next scheduled word location to the high-prioity custorrer site.

What is the recommended solution?

A. Visual Remote Assistant
B. Workforce Engagement
C. Incident Management
D. Field Service

IEf#: D

TR

Explanation

Field Service is the recommended solution for Ursa Major Solar because it allows them to manage mobile workforces, optimize
schedules and routes, and dispatch technicians based on skills and location. Field Service also integrates with voice channels and
provides real-time visibility into service deliveryl Verified References: 1: Field Service Overview

B #27

Universal Containers assigns its contact center agents to certain interaction channels and would like to optimize the agents' desktop
based on their assigned interaction channels.

What is the best solution?

A. Create multiple Salesforce Console for Service applications and configure them based on user's requirements.

B. Create a Salesforce Console for Service layout and allow the agents to drag and drop the components they need.
C. Create multiple agent console applications and configure the Iayout based on the user's requirements.

D. Create case page layouts for each interaction channel and assign them to different agent profiles.

Ef: A

B #28
what approach should a consultant use to ensure that knowledge search
only display articles for a servcie agents product specialization ?

A. Crreate an article action for each record type;assign record types to service agents
B. Create a permission set for each record type ;assignpermisisons to service agents
C. Create a page layout for each record type ;assign layouts to servce agents

D. create a data category for each product assign data categories to service agents.

IEf#: D

R

Creating a data category for each product and assigning data categories to service agents is an approach that can ensure that
knowledge search only displays articles for a service agent's product specialization. Data categories are classifications that can be
used to organize and filter knowledge articles by topic or type. Data category visibility can be set for each user profile or permission
set to control which data categories are accessible for each user. Verified References: : httpsz//help.salesforce.conys/article View?
id=sf.

knowledge categories_overview.htm&type=5 : https//help.salesforce.conys/article View?id=sf.

knowledge categories_assign.htm&type=5

R #29
Using standard case management capabilities, what can be emailed to a customer as a PDF attachment?

A. Knowledge articles attached to the case

B. Products and assets associated to the case
C. Contract details related to the entitlement

D. Articles appearing in the Knowledge sidebar



EfE: A

HH #30
A Service Consultant has been asked to design a solution for Service Reps to commumicate with customers via Twitter What should
the Consultant recommend implementing in the Lightning Service Console?

A. The Case Feed

B. A Custom Component
C. A Twitter Macro

D. The Social Feed

Ef#: A
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