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R #104
Cloud Kidcs (CK) uses Lightning Knowledge and has set up Data Categories. CK uses Data Category Visiility to control access
based on products and geographic location. The Service Cloud administrator plans to enable "Use standard Salesforce sharing” in

Sharing Settings under Knowledge Setting.
‘Which consideration should the administrator be aware of when making this change?

¢ A Data Category Visibility of Custom overrides Organization- Wide Sharing Default access.
¢ B. Data Category Visiility of All Categories provides Public Read/Write access.

¢ (. Data Categories no longer control access to articles.

¢ D. Data Category Visibility of AM Categories provides Public Read Only access.

EfE: C

R -

This is the main consideration when enabling "Use standard Salesforce sharing” in Sharing Settings under Knowledge Settings,
because it changes how article access is controlled. When this setting is enabled, article access is controlled by organization-wide
sharing defaults and sharing rules, instead of data categories and data category visibility settings. This means that data categories are
only used for filtering and organizing articles, not for restricting access. Verified Reference: : Control Article Access with Sharing

Settings

R #105
What are three necessary steps to test that the Omm-Channel implementation is routing correctly?
Choose 3 answers

A. Login as a user who is enabled for Omni-Channel access.

B. Open the Omni-Channel Supervisor tab.

C. Open the record you want to route.

D. Enable Debug Onmni Channel routing configuration in SttUp.

E. Change the owner to a queue associated with the routing configuration,

EfE: A. C E
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These are three necessary steps to test that the Omni-Channel implementation is routing correctly. Changing the owner to a queue
associated with the routing configuration ensures that the record is eligible for routing by Omni-Channel. Logging in as a user who is
enabled for Omni-Channel access allows the user to receive work items from Onmi-Channel and see the Omni-Channel Utility
widget. Opening the record you want to route triggers Omni-Channel to evaluate the record and route it to an available agent based
on the routing configuration settings. Verified Reference: : Test Your Routing Configuration

E M #106

To help service agents more accurately respond to a new case, Universal Containers wants a list of relevant Knowledge articles
displayed on the Case record page.

How should a consultant configure this requirement?

e A. Add the Knowledge related list to the Case record page.
e B. Add the Knowledge component to the Case record page.
e (. Add the Knowledge tab to the Service Console.

IEf#: B



HA #107

Universal Containers has tested skills-based routing in a sandbox and is ready to deploy to Production.

Which two deployment solutions should a consultant use to ensure skills-based routing is operational in Production
Choose 2 answers

A. Data Import Wizard

B. Mass Transfer Records
C. Change Sets

D. Data Loader

_EE%: C\ D

HE #108

Universal Containers has implemented Knowledge-Centered Support (KCS). Specific article types and categories require approval.
Both the Publish Articles and the Submit for Approval buttons are available on page layouts. Agents are forgetting to submit certain
articles types for approval.

‘What should a consultant recommend to automate the Approval Process?

¢ A Create a Lightning Web Component action for Approval Process.
¢ B. Create an autolaunched Flow.
e C. Update the Approval Process to Auto-launch.

Ef#: B
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