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HE #167

A manager has noticed an increase in average case age. This is negatively impacting customer satisfaction.

The manager wants to compare the amount of time that cases have spent within each status during their lifecycle. Which reporting
solution should be recommended?
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A. Create a report using the Case Snapshot report type.

B. Create a report using the Case Historical Trending report type.
C. Create a report using the Case Age report type.

D. Create a report using the Case Lifecycle report type.
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EE #168

The service center managers and IT team at Cloud Kicks have asked the consultant for a cost-benefit analysis after a new Service
Cloud implementation.

‘What measurement will reflect cost savings after the implementation?

e A KPIs for CSAT
¢ B. Reduced service rep backlog
¢ (. Reduced license count

HE: B

Y.

Reduced service rep backlog directly reflects operational efficiency and cost savings following a Service Cloud implementation.
‘When automation, routing, and self-service capabilities reduce open case volume and agent handling time, the company can handle
the same or greater workload with fewer resources- representing measurable cost savings.

Option A (CSAT) measures customer satisfaction, not cost efficiency.

Option B (license count) is a static expense metric and not a performance outcome of implementation.

Referenced Salesforce Materials:

* Service Cloud Consultant Exam Guide - Contact Center Analytics Domain.

* Salesforce Help: "Measure ROI and Operational Cost Savings in Service Cloud."

* Salesforce Trailhead: "Measure Contact Center Efficiency with Backlog and Handle Time."

EE #169

Cloud Kicks wants to optimize its development methodology. Team members want to visualize the workflow to ensure te everyone
is aligned. In addition, the team limits the amount of work in a given state on capacity and bandwidth.

Which methodoogy should a consultant recommend?

A. Scrum

B. Extremen Programming
C. Lean Development

D. Kanban
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ZAE #170
Universal Containers wants to be able to assign cases based on the same criteria they use for chat .
Which feature should a consultant recommend?

A. Chat Queue-based routing

B. Case Skills-based Assignment Rules
C. Ommi-channel Queue-based routing
D. Omni-channel Skills-based routing

He: C

dY:

Explanation

Onmi-channel Queue-based routing is a feature that can enable Universal Containers to assign cases based on the same criteria they
use for chat. Omni-channel Queue-based routing allows administrators to define routing configurations and rules that determine how
work iterrs, such as cases and chats, are routed to agents based on criteria such as availability, capacity, and skills. Verified
References: :



https/help.salesforce.conys/article View?id=sf. omnichannel overview.htm&type=5 :
httpsv/help.salesforce.conys/article View?id=sf.omnichannel queue based routing htm&type=5

AE#171

Universal Containers has four internal divisions that use Salesforce Knowledge. Conpliance requirements mandate that each division
should only have access to its own articles when performing a search. Which solution should a consultant recommend to meet this
requirement?

A. Create a sharing rule for each division to provide access using the role hierarchy.

B. Create separate data category groups for each division and assign the category to a division profile.
C. Create a single data category group for each division and provide access using the role hierarchy.
D. Create a sharing rule for each division to provide access based on criteria of the article.

HE: C

Y.

Data categories are a way to classify and organize your knowledge articles based on criteria such as products, topics, or audiences.
You can create data category groups to define the top-level categories for your articles, and then create subcategories within each
group. You can also control which users can access which categories based on their roles or permission sets. To meet the
requirement of Universal Containers, you can create a single data category group for each division and assign the categories to the
roles that belong to that division.

This way, each division will only see its own articles when performing a search. Verified References: Data Categories
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