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NEW QUESTION # 32 
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 functionalities.
C. Design rigid workflows with limited room for future adjustments or customizations.
D. Leverage standard Salesforce features like Process Builder and Flow for visual workflow creation.

Answer: D

Explanation:
Salesforce promotes using standard features for flexibility and ease of maintenance. Using tools like Process Builder and Flow allows
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

NEW QUESTION # 33 
You're preparing historical call recordings for migration. Which step helps improve audio quality and accessibility for playback within
the new system?

A. All of the above, contributing to improved accessibility and analysis capabilities for historical call recordings.
B. Optimizing audio file size while maintaining optimal sound quality for clear playback and analysis.
C. Implementing speech-to-text conversion for call recordings and making transcripts available alongside audio files.
D. Converting call recordings to a supported audio format compatible with the new Contact Center platform.

Answer: A

Explanation:
Preparing historical call recordings for migration to a new system involves several steps to enhance their usability. Converting
recordings to formats compatible with the new system ensures they can be played back without issues. Implementing speech-to-text
conversion provides searchable transcripts, enhancing accessibility and analysis capabilities. Optimizing audio file size while
maintaining quality ensures efficient storage without sacrificing clarity. Thus, "D. All of the above, contributing to improved
accessibility and analysis capabilities for historical call recordings" addresses all key aspects of preparing audio data for effective use
in the new system.
Reference: Salesforce Call Center Implementation

NEW QUESTION # 34 
Your deployment involves integrating a new chat platform. Which data migration preparation step ensures seamless continuity for
ongoing chat conversations?

A. Importing historical chat transcripts and associating them with corresponding cases or customer profiles.
B. All of the above, contributing to a smooth transition with minimal disruption to ongoing chat interactions.
C. Configuring the new platform to automatically migrate open chat sessions in progress during the cut-over period.
D. Testing data migration with sample chat sessions and verifying accurate transfer of conversation details and context.

Answer: B

Explanation:
Ensuring seamless continuity for ongoing chat conversations during platform integration involves several critical steps. Importing
historical chat transcripts maintains historical context. Configuring the new platform for automatic migration of open sessions prevents
disruption during the transition. Testing data migration with sample chats verifies the integrity and accuracy of transferred data. Thus,
"D. All of the above, contributing to a smooth transition with minimal disruption to ongoing chat interactions" ensures a thorough and
effective migration process for the new chat platform.
Reference: Salesforce Chat Integration and Migration

NEW QUESTION # 35 



The customer wants automated case escalation based on specific criteri
a. Which data model element plays a key role?

A. Entitlements specifying service level agreements and associated escalation rules.
B. Process Builder sequences defining escalation actions and notifications.
C. Workflow Rules configured with escalation steps and case field conditions.
D. Custom fields capturing escalation triggers like priority or SLA breaches.

Answer: A

Explanation:
In Salesforce, Entitlements are crucial for managing service level agreements (SLAs) and the associated rules, including escalation
policies. Entitlements allow organizations to define and enforce service levels through milestones that can trigger escalations if cases
are at risk of breaching service commitments. This functionality is essential for automated case escalation based on specific criteria
such as response times or resolution deadlines, which makes "D. Entitlements specifying service level agreements and associated
escalation rules" the correct answer.
Reference: Salesforce Documentation on Entitlements

NEW QUESTION # 36 
Validating case management functionality involves assessing data capture accuracy. Which tool assists with this?

A. Case History related list displaying all updates and changes made to a specific case record.
B. All of the above, providing various options for analyzing data capture accuracy and identifying potential issues.
C. Reporting tools showing trends and patterns in case data entry and field values.
D. Data Quality Rules automatically highlighting inconsistencies and missing information in case fields.

Answer: B

Explanation:
Assessing data capture accuracy in case management involves various tools within Salesforce. The Case History related list provides
a detailed log of all changes made to case records, offering an audit trail. Reporting tools can analyze trends and patterns in case
management, helping to identify any recurrent data entry errors or peculiarities. Data Quality Rules automatically check for
inconsistencies or missing information in case fields. Thus, "D. All of the above, providing various options for analyzing data capture
accuracy and identifying potential issues" ensures a comprehensive evaluation of data accuracy in case management.
Reference: Salesforce Data Quality Tools
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