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R RE #117
The customer needs flexibility for future modifications to workflows and processes. Which design approach promotes

maintainability?

A. Develop complex custom code for every functionality to achieve specific needs.

B. Utilize external applications and extensive third-party integrations for various fimctionalities.

C. Leverage standard Salesforce features like Process Builder and Flow for visual workflow creation.
D. Design rigid workflows with limited room for future adjustments or customizations.

ER: C

fE R A -
Salesforce promotes using standard features for flexibility and ease of maintenance. Using tools like Process Builder and Flow allows
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businesses to visually create, understand, and modify workflows without the need for complex code. This approach supports
maintainability as modifications can be made easily by administrative staff rather than requiring developer intervention each time,
which aligns with option "B. Leverage standard Salesforce features like Process Builder and Flow for visual workflow creation."
Reference: Salesforce Documentation on Process Builder

R 8 #118

The customer requests a single view of customer interactions across all channels. Which Salesforce feature best addresses this need?

A. Configure a Knowledge Base with searchable articles andFAQs for self-service options.

B. Integrate Salesforce with a Customer Relationship Management (CRM) system for a combined customer profile.
C. Utilize Omni-Channel Routing to unify case routing and agent availability across channels.

D. Implement the Customer Commumity for forum discussions and support ticket submission.

ER: C

i RE B -

Ommni-Channel Routing in Salesforce provides a unified view of customer interactions across all channels by efficiently managing case
routing and tracking agent availability. This feature ensures that all customer interactions, whether through email, phone, chat, or
social media, are visible and manageable in a single console, thus enhancing the ability to provide consistent and informed customer
service. Therefore, "A. Utilize Onni-Charnel Routing to unify case routing and agent availability across channels" is the best option
for achieving a single view of customer interactions across various communication platforms.

Reference: Salesforce Onmni-Channel Routing

FRE #119
The customer needs to ensure data security and access controls for sensitive customer information. Which security requirement is
most important?

A. Regularly conduct security audits and vulnerability assessments to identify potential risks.
B. Encrypt customer data at rest and in transit to protect against unauthorized access.

C. Configure field-level security to restrict access to sensitive data based on user roles.

D. Implement multi-factor authentication (MFA) for secure agent logins and access.

ER: C

SR

Field-Level Security (FLS) is a findamental security feature in Salesforce that allows admmistrators to control access to specific
fields based on user roles. This feature is crucial for ensuring that sensitive customer data is only accessible by authorized personnel,
thereby providing a targeted approach to data security and compliance. "B. Configure field-level security to restrict access to
sensitive data based on user roles" is therefore the most important security requirement for managing access to sensitive information
effectively.

Reference: Salesforce Field-Level Security

R RE #120

The correct steps for UC to create a service report with 50 object

references are

A consultant has cloned a standard bot as an Enhanced Bot for Universal Containers inbound conversations, which created a simple
Omni-Channel flow for the bot What does the consultant need to specify to use this flow in the channel setting other than selecting
the flow?

e A Route Work Item
¢ B. Fallback Queue
e C. Inbound Flow Action

BE: A

fE R A«
For the consultant who has cloned a standard bot to an Enhanced Bot for Universal Containers, specifying the "Route Work Item''
setting in the channel setup is necessary after selecting the flow. This setting is crucial as it defines how work iters, such as service



requests or customrer interactions, are routed through Onni-Channel, ensuring that the Enhanced Bot's flow directs interactions
appropriately to available agents or queues.

il RE #121

The consultant should recommend the company utilize Flow Settings in

Emnail-to-Case to meet their requirements.

A customrer service manager wants to implement a process where a case

gets reassigned to a higher support tier if it is not resolved within a given service-level agreement (SLA) timeline.
‘Which solution should a consultant propose to set this process up?

¢ A The consultant should propose creating an Escalation Rule Entry to set up

¢ B. Create an Escalation Rule Entry and configure it so that cases get an escalated status of the case is still open after passing
SLA times.

e C. Create a Quick Action for escalating a case and set up Conditional
Visibility Rude to show the Quick Action after a case has passed SLA times Create a record-triggered flow that gives cases
an escalated status if it is still open a pa A times.

ER: A

R RE RS A -

For managing cases based on service-level agreements (SLAs) where a case needs to be reassigned to a higher support tier if not
resolved within the specified time, the appropriate solution is to use Escalation Rules. Escalation Rules in Salesforce allow you to
automatically escalate cases based on criteria such as case age, ensuring that SLA timelines are adhered to. The rule can be set to
change the assignment of the case to a higher tier support group or individual when the case remains open past the SLA threshold.
Reference: Salesforce Escalation Rules

I RE #122
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