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H #52
The customer wants to track case resolution times by product category. Which reporting and analytics requirement is most relevant?

e A. Configure reports with filters to break down case resolution times by agent and case priority.

e B. Utilize Enstein Analytics for advanced machine learning insights into case trends and root causes.

e C. Implement custom dashboards with visualizations of overall case volume and agent performance.

e D. Develop custom fields and reports to categorize cases by product and track resolution times per category.

IEf#: D

A -

To effectively track case resolution times by product category, developing custom fields and reports specific to case categorization is
most relevant. By adding custom fields to categorize cases based on the product and configuring reports to analyze resolution times
for each category, organizations can gain insights into performance metrics segmented by product. This approach allows for more
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targeted analysis and improvement of service processes related to specific product lines.

HP #53
Where should the consultant point the agent to access the all transcript?

e A Caller Contact record in Salesforce
¢ B. conversation Component in Service Console
e C. Amazon Comnect Dashboard

IEf#: B

TR

To access the call transcripts configured in Amazon Connect, the consultant should direct agents to the Conversation Component in
the Service Console. This component integrates communications from Amazon Connect, displaying real-time and historical
interaction data, including call transcripts. The Conversation Component allows agents to access and review detailed call transcripts
within the familiar Salesforce environment, facilitating better customer service and follow-up actions.

Reference: https:/help.salesforce.com/s/article View?id=sf.voice _integration amazon.htm

B #54
The company wants to assess brand loyalty and potential for referrals. Which KPI is most relevant?

A. Case Resolution Rate

B. Customer Satisfaction (CSAT) Score
C. Average Contact Handle Time (AHT)
D. Net Promoter Score (NPS)

Ef#: D

L2

The Net Promoter Score (NPS) is a critical KPI for assessing brand loyalty and the likelihood of customers to refer others to a
business. NPS measures how likely customers are to recommend a company's product or service to others, serving as a strong
indicator of customer loyalty and overall satisfaction with the company. Thus, "B. Net Promoter Score (NPS)" is the most relevant
KPI for assessing brand loyalty and potential for referrals.

Reference: Salesforce Blog on Net Promoter Score

H #55
The customer needs real-time sentiment analysis during calls. Which third-party integration could be beneficial?

A. Zendesk

B. Google Cloud Al
C. Genesys Cloud CX
D. Zoom

IEf#: B

AR

Google Cloud Al offers powerfl tools for real-time sentiment analysis during calls, making it a beneficial third-party integration for
Salesforce Contact Centers. By integrating Google Cloud Al, organizations can analyze voice interactions in real-time to detect
customer sentiment, helping agents understand and react to customer emotions and concerns more effectively during the
conversation. This integration can enhance customer service by providing deeper insights into customer needs and improving
response strategies.

HH #56
The customer requires ongoing training and support for agents using the new Salesforce Contact Center system. Which support
option is most suitable?



A. Implement Premier Support with dedicated access to expert consultants and proactive issue resolution.
B. Utilize Trailhead online modules and Salesforce documentation for independent learning.

C. Leverage partner resources and certified consultants for specialized training and implementation guidance.
D. Develop custom training materials and conduct internal workshops for agent familiarization.

EfE: A

R

Implementing Premier Support is the most suitable option for ongoing training and support for agents using the new Salesforce
Contact Center system. Premier Support provides organizations with dedicated access to Salesforce experts and consultants who
offer specialized training, proactive issue resolution, and continuous support. This level of support ensures that agents are well-
equipped to use the system efficiently and can resolve any issues quickly, enhancing their overall effectiveness and comfort with the
system.
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