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A B E (Q138-Q143):

Z R #138

Ursa Major Solar provides support with service-level agreements (SLAs) for high-priority cases. Lower Priority cases have different
response times. The service center uses Omni-Channel to manage work items. However, many recently created, high-priority cases
exceed the service deadline.

‘Which setting should a consultant configure to meet the requirements?

e A Skills-Based Routing
¢ B. Secondary Routing Priority
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¢ C. Capacity Model
E&E: B

R -

To address the issue of high-priority cases exceeding service deadlines, configuring Secondary Routing Priority in Onmi-Channel is
recommended. This setting allows prioritization of high-priority work items, ensuring they are routed and addressed by agents
promptly, in alignment with SLA commitments.

M #139

Cloud Kicks is migrating from an external knowledge base to Salesforce Knowledge. Currently, users can select from 8 top-level
topics. Each topic has 250 subtopics, arranged into a hierarc that is 10 levels deep.

‘What should a consultant recommend?

¢ A. Reorganize Into a hierarchy with 6 or fewer levels.

¢ B. Organize up to 200 categories in each category group.

e C. Assignup to 10 data categories per category group to each article.
¢ D. Consolidate into 3 or fewer category groups.

EfE: A
AR -
Explanation

Reorganizing into a hierarchy with 6 or fewer levels is a recommendation that the consultant should make to Cloud Kicks when
migrating from an external knowledge base to Salesforce Knowledge. Salesforce Knowledge has a limit of 6 levels for data category
hierarchies, which are used to organize and filter articles by topic or type. Data categories can help users find relevant articles based
on their search criteria or case information. Cloud Kicks should restructure their existing topics and subtopics into data categories
and data category groups that fit within the Salesforce Knowledge limits and best practices. Verified References: :
https7/help.salesforce.convs/article View?id=sf knowledge categories overview.htm&type=5 :
https7/help.salesforce.convs/article View?id=sf knowledge categories manage.htm&type=>5 :
https/help.salesforce.convs/article View?id=sf knowledge categories best practices.htm&type=5

B #140

A company has these requirements for dealing with Cases:

- Handled efficiently and by the right agents

- Distributing the load so that agents do NOT have to manually select the next Case to work Which two Onmni-Channel features will
assist in this routing and distribution? Choose 2 answers

A. Route to agents with the most cases closed for that topic.

B. Routeto agents staffing the assigned overflow queues.

C. Route to agents with the least amount of active assigned work.
D. Route to agents with the most capacity to take on new work.

IEf#: C. D

R #141
Universal Containers (UC) is planning a Service Cloud implementation involving complex integrations with external systems.
Which project management methodology should the consultant recommend?

e A Waterfall
e B. Six Signa
e C. Agie

Ef: C
RN -

For complex, integration-heavy Service Cloud programs, Salesforce best practice is to deliver iteratively with short, inspect-and-
adapt cycles so that integration touchpoints can be validated early, risks reduced, and scope refined as the team learns. This aligns to



Agile methodologies (such as Scrum or Kanban) rather than linear, big-bang delivery.

The Service Cloud Consultant Study Guide under Implementation Strategies emphasizes planning for incremental releases,
continuous stakeholder feedback, and frequent validation across systems-key characteristics of Agile delivery. This approach
ensures early visibility into integration challenges and allows for adjustments throughout the project lifecycle.

In contrast, Waterfall follows a sequential design process with late-stage testing, which introduces higher risk for complex, multi-
system implementations. Six Sigma is a process improvement framework focused on reducing defects, not a delivery methodology
suitable for Salesforce implementations.

Referenced Salesforce Materials:

* Salesforce Service Cloud Consultant Exam Guide - Domain: Implementation Strategies (focuses on iterative implementation,
phased deployment, and managing conplexity).

* Trailhead Modules: Agile Basics, Salesforce Project Delivery Best Practices (emphasizes iterative releases, stakeholder
collaboration, and adaptability).

B #142

What is a common deflection technique to reduce the number of interactions for a contact center?

e A. Recommend articles prior to a Chat session.
¢ B. Recommend articles during a call froma support agent.
e C. Suggest articles for an Email-ta-Case question.

EM: A
R

A common deflection technique in contact centers is to provide self-service options like Knowledge articles before a customer
engages in a more resource-intensive interaction, such as a chat session. By recommending relevant articles before the chat begins,
customers may find answers to their questions without needing to speak with an agent, effectively reducing the volume of interactions
and improving the efficiency of the contact center.
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