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HH #185

Cloud Kicks will use the Salesforce Knowledge Article Importer to migrate existing articles fiom another knowledge base. The
current knowledge base includes how-to guides written in HTML.

What is the recommended method to import the how-to guides into Salesforce Knowledge?

¢ A. Create an HTML file for each rich text area field.
¢ B. Change the HTML format first to support subfields.
¢ C. Modify the import parameters to specify HIML encoding.

EfE: A

TR

For importing how-to guides written in HTML into Salesforce Knowledge, creating an HTML file for each rich text area field in the
Knowledge article format is recommended. This method ensures that the HTML content is properly mapped and displayed within
Salesforce Knowledge articles, preserving the formatting and structure of the original guides.

M #186

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

‘What measurement will reflect cost savings after the implementation?

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

Ef#: C

A :

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."

H #187
A company is planning for the migration of an existing external knowledge base nto Salesforce Knowledge.
Which set of factors should be considered when selecting the articles to migrate?

e A Last modified date and total number of article view in the last year
¢ B. Last modified date and terms searched frequently in the last year
e C. Orignal creation date and total number of article views in the last year

IEfE: A

AR :

When selecting articles for migration into Salesforce Knowledge, considering the last modified date and total number of article views
in the last year is important. This ensures that the most current and frequently referenced content is prioritized, enhancing the
relevance and utility of the knowledge base in Salesforce.

Z R #188

The support manager at Universal Containers is getting inaccurate agent performance reports. After researching the data, the
Salesforce admmn has identified hundreds of cases that are closed but still owned by a queue.

‘Which solution should a consultant recommend?



¢ A Create a case validation rule to ensure cases are owned by a user when closed.
¢ B. Create a case assignment rule to ensure cases are owned by a user when closed.
e (. Use Data Loader periodically to assign these cases to a default owner.

EfE: A

R -

To address the issue of closed cases still owned by a queue, implementing a case validation rule is the most effective solution. This
rule can enforce that cases must be transferred to an individual user's ownership before they can be marked as closed. This ensures
data accuracy in reports and helps in evaluating agent performance more reliably, as cases will correctly reflect their final ownership
status.

R #189

Universal Containers (UC) is planning to use Agentforce to enhance human and Al agent collaboration. A successful implementation
should align with Agentforce's ability to support seamless transitions between Al agents and support reps.

Which specific aspect should UC prioritize when implementing Agentforce to improve customer support operations?

¢ A Integrate Agentforce responses with social media messaging to handle customer support questions.
¢ B. Focus on automating as many customer interactions as possible without Al agent involverment.
e C. Design Agentforce actions that enable handoffs to support reps when needed.

Ef#: C

A -

A key capability of Agentforce for Service is its ability to provide seamless handoffs between the Al agent and human support
representatives within the same conversation. To optimize customer experience and ensure continity, organizations should design
custom actions and topics that include clear handofflogic - transferring full conversational context and data to the rep.

Option A (social media integration) expands reach but does not address collaboration or transition logic.

Option C (full automation) contradicts Agentforce's collaborative design principle between Al and human agents.

Referenced Salesforce Materials:

Salesforce Spring 24 Release Notes - Agentforce for Service: Al-to-Human Handoff Enhancerments.

Service Cloud Consultant Exam Guide - Interaction Channels Domain.

Salesforce Help: "Design Al-to-Agent Handoff Flows in Agentforce for Service."
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