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hauptséchlich aus It-Pruefing.

Salesforce ADX261: Verwalten und Wartung der Service -Cloud -Priifing soll Thr Wissen und Thre praktischen Féhigkeiten bei der
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38. Frage

Universal Containers email policy requires that all email traffic remain within its firewall. Currently, the company has 200 support
agents handling email from five different time zones.

‘Which solution should a consultant recommend?

e A Web-to-Case
e B. On-Demand Email-to-Case
e (. Salesforce for Outlook
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e D. Email-to-Case

Antwort: D

39. Frage
Which advantage does Salesforce provide with the OpenCTI framework?

e A. Developers can Integrate with any telephony platform available with minimal need for customization.
¢ B. Agents can use telephony on a wide range of browsers and operating systems while only developing once.
e C. Agents can run their sofiphone at the operating system level, embedded in the task bar or system tray.

Antwort: B

Begriindung;

Salesforce's OpenCTI (Computer Telephony Integration) framework offers the advantage of allowing agents to use telephony
across various browsers and operating systems without the need for muttiple developments. This cross-platform compatibility
ensures a consistent user experience and sinplifies telephony integration within Salesforce, enhancing eficiency and accessibility for
service agents.

40. Frage
universal containers wants to unify channels and manage agent workload with omni-channel routing. what required step should a

consultant address before configuring omni channel ?what required step should a consultant address before configuring omni channel
?

A. From setup select omnichannel and select enable omni channel

B. Create SF cases to have omni channel enabled

C. customize service channel settings to define how the org receives work various sources
D. create the necessary objects in SF

Antwort: A

41. Frage

Cloud Kicks will use the Salesforce Knowledge Article Importer to migrate existing articles firom 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. Modify the import parameters to specify HIML encoding.
¢ B. Create an HTML file for each rich text area field.
¢ (. Change the HTML format first to support subfields.

Antwort: B

42. Frage

Cloud Kicks (CK) has created hundreds of Knowledge articles about its products. The articles have been attached to closed cases.
A new product release will require changes to dozens of articles.

After revising the articles, CK wants to ensure that a prior article version stays associated with the closed cases.

What is the recommended method to meet the requirements?

¢ A. Add "updated" to the name of the new article.
¢ B. Select the Flag as new version checkbox when publishing.
e C. Use Smart Link to Article to select the prior version.

Antwort: B

43. Frage



Die von It-Pruefung gebotenen Priifungsfragen enthalten wertvolle Priifungserfahrungen und relevante Priifungsmaterialien von I'T-
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