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HM #193

Universal Containers (UC) is implementing Service Cloud. UC needs to reduce total case volume and the average amount of time
spent by agents on cases.

‘Which solution meets these requirements?

¢ A. Publish Knowledge articles to the Experience Cloud site, Enable the attachment of articles upon case closure.

¢ B. Enable agent chat fimctionality for customers. Disable the ability to log a case from the Experience Cloud site.

e C. Use escalation rules to move cases nto the correct status. Create reports to monitor service-level agreement (SLA)
adherence.

Ef: A

L2

To reduce total case volume and average case handling time, publishing Knowledge articles on the Experience Cloud site and
enabling agents to attach articles to cases upon closure is recommended. This approach empowers customers to find solutions
independently, potentially reducing the number of incoming cases and assisting agents in resolving cases more efficiently by leveraging
existing Knowledge content.

B #194

Universal Containers is implementing Service Cloud to make the workflow more efficient and improve customer support.

When setting up Service Cloud, how can a consultant ensure that service agents have access to the right customer information when
viewing a case?

e A. Use a formula to pull fields from a contact record to the case.
¢ B. Use a flow to copy a value froma contact record to the case.
¢ C. Expose cross object fields on the case record Lightning page.

EfE: C

R :

In Salesforce, agents can view related customer information efficiently by exposing cross-object fields directly on the Case Lightning
record page. This is done using Lightning App Builder and Dynamic Forms, which allow fields fiom related objects (like Contact or
Account) to be placed directly on the Case page layout.

This method elimnates the need for duplicative data transfer (as would be done with formulas or flows) and ensures agents always
see up-to-date customer data directly on the Case. It's the most scalable and maintainable approach for surfacing relevant
nformation during case handling,

Reference:

https://help.salesforce.conys/article View?id=sf.dynamic _forms_spanning_fields.htm&language=en US&type=5
https7/help.salesforce.conys/article View?id=release-

notes.rn_lab_dynamic_forns_crossobject fields.htm&language=en US&release=248&type=5

B #195



Universal Containers wants to set a custom field on the messaging session based on the URL from which the conversation
originated.
‘What should a consultant recommend to meet the requirement?

o A. Use a Flow.
e B. Use a macro.
e (. Use an Emstemn Bot.

Ef#: A

TR

A Flow (specifically, a record-triggered or platform event-triggered Flow) can be configured to automatically populate or update a
custom field on a Messaging Session record when a session is created. The Flow can reference session attributes, such as the
originating URL or other metadata, to set the correct value dynamically.

Option B (Einstein Bot) can capture conversation input but cannot directly write or update Messaging Session fields.

Option C (Macro) automates agent actions in the console, not background data population or automation on messaging objects.
Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Interaction Channels Domain.

Salesforce Help: "Automate Messaging Session Field Updates with Flow."

Salesforce Spring '24 Release Notes - Messaging Automation Enhancements.

M #196

A recent review of custorer satisfaction surveys revealed that the support center does a poor job of upselling new products to
custormers. Customers report dissatisfaction when calling for service issues and receiving a sales pitch instead. However, customers
that have been upsold new products are two times more likely to remain a customer.

What is the recommended method to ensure upselling only occurs when customers are likely to be receptive to the offer?

e A Visual Remote Assistant
¢ B. Service Analytics Predictions
e C. Emnstein Next Best Action

Ef#: C

L -

To ensure upselling occurs only when customers are likely to be receptive, implementing Einstein Next Best Action is recommended.
This tool uses Al to suggest the most appropriate actions or offers to service agents based on customer context and interaction
history, increasing the likelihood of a positive response to upselling efforts while maintaining customer satisfaction.

H #197

A Service Cloud Consultant is working with a telecommunications client. The client aims to improve first-contact resolution by 30%
through implementing new case automation and Agentforce Service Agent. The client expects the changes to enhance customer
satisfaction but is concerned about adoption and system complexity.

‘What should the consultant do first to help manage concerns and align expectations?

e A. Conduct a risk register focusing on technical challenges, user adoption barriers, and impact on existing workflows while
engaging key stakeholders earty.

e B. Develop a detailed Agentforce Service Agent configuration plan with automated case routing rules and escalation paths,
then validate technical requirements with the IT team.

e C. Recommend postponing the project until all technical requirements are finalized, then create a comprehensive change
management strategy for user adoption.

IEf#E: A

AR :

The Service Cloud Consultant Exam Guide - Implementation Strategies Domain emphasizes the importance of stakeholder
alignment, risk assessment, and change readiness before technical design begins. Conducting a risk register and stakeholder
engagement early helps identify and mitigate potential issues related to user adoption, workflow disruption, and technical complexity.
By performing this assessment first, the consultant ensures that business goals such as improving first-contact resolution and customer
satisfaction are realistically aligned with change management plans and adoption strategies. This proactive approach also supports



iterative planning consistent with Salesforce's Agile and customer-centric implementation methodology.

Option A focuses on solution design too early, without addressing stakeholder concerns. Option C delays progress unnecessarily
and contradicts Salesforce's iterative best practice of progressing with parallel risk and readiness assessments.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Implementation Strategies Domain (risk identification, stakeholder engagement, change
readiness).

Salesforce Project Delivery Framework (Agile) - Planning phase guidance on stakeholder collaboration and early risk management.
Salesforce Help: "Manage Project Risk and Change in Salesforce Implementations".

B #198
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