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ARCH 301 - Case Studies

Region and Regionalism

The region is a large area with boundaries set by various cultural and natural
criteria. |t widaly divided by physical geography, human geography, and
environmeantal aspacts like the interaction between the environment and humanity

Regicnalism is occured because of the monotonous building of the International
Style in all over the world, Apart from the vernacular architecture, regionalism has
a conscious in design

Karakas Mosque, Antalya, Turkey, 2003
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UniversalContainers (UC) needs to support its customers via email, phone, and chat. Service agents are only scheduled to support
one commumication channel for each shift. UC has implemented a service-focused community but only wants custormers to inquire
about service in the community through chat.

Which three options should a Solution Architect recommend to meet the requirements defined above?

Choose 3 answers

A. Omni-Channel with defined presence, routing configurations, and Service Channels
B. Experience Cloud, web-to-case, and a CTI integration

C. CTI adaptor with Omni-Channel integration

D. Customer Commumity with ability to create a new support Case

E. Customer Community with Live Agent

IEf#: A B. E

A -

* Experience Cloud2. This way, you can create a service-focused community for your customers using Experience Cloud Sites. You
can also customize the look and feel of your commumity and integrate it with other Salesforce products and features.

* Omni-Channel with defined presence, routing configurations, and Service Channels3. This way, you can manage your service
agents' availability and workload across different commumication channels such as email, phone, and chat. You can also use service
channels to define which objects and records are routed to your agents using Onni-Channel.

* Customer Community with Live Agent23. This way, you can enable chat support for your customers in the community using Live
Agent. You can also configure chat buttons, ivitations, pre-chat forms, and other settings for Live Agent.

R #25

Universal Containers (UC) has a global support model and would like to open up a text message channel to support maintenance
supervisors in countries around the world. UC also wants to leverage messaging to market to itsbusiness partners, and be able to
track open and click-through rates just like it does with email campaigns.

‘What should a Solution Architect recommend to UC?

A. Utilize Service Cloud Email to Text Message.
B. Embed third-party messenger tools.

C. Utilize Marketing Cloud and MobileConnect.
D. Utilize Service Cloud and LiveMessage.

EfE: C

AR

Marketing Cloud, with its MobileConnect application, is the recommended solution for sending text messages at scale, tracking open
and click-through rates, and integrating with marketing campaigns. MobileConnect provides SMS capabilities that can support UC's
global support model and marketing needs, offering features similar to those available for email campaigns. Salesforce Marketing
Cloud documentation describes how MobileConnect can be used for such requirements.

HH #26

At Custom Cabinets LLC, the service appointments often span over multiple days bot are 2 to 4 hours in duration per day. The
company would like to optimize the service resource's day and have them see as many customers as possible. Additionally, Custom
Cabinets LL.C would like a customer service representative to follow up with the customer once the field work has been completed.
‘Which approach should the Solution Architect take to meet these requirements?

e A Leverage declarative automata to done Service Appointments for multiple days. Like declarative automation to send a
follow-up email to the customer.


https://www.passtest.jp/Arch-301-exam.html

¢ B. Leverage out-of-the-box Salesforce Field Service Multiday Service Appointments. Use declarative automation to send a
follow-up email to the customer.

¢ (. Leverage out-of-the-box Salesforce Field Service Work Types and out-of-the-box Multiday Service Appointments. Use
declarative autormation to create a follow-up Case for customer service.

¢ D. Leverage out-of-the-box Salesforce Field Service Work Types and declarative autormation to clone Service Appointments
for multiple days. Use declarative automation to create a follow-up Case for customer service.

IEf#: B
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Salesforce Field Service's out-of-the-box functionality for Multiday Service Appointments efficiently handles appointments spanning
multiple days. Using declarative automation for follow-up emails ensures personalized customer engagement post-service, enhancing
customer satisfaction and operational efficiency without the need for extensive custom development.
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Universal Containers (UC) has implemented a new ecommerce site for its resellers. UC is leveraging a multi- cloud architecture,
B2B Commerce, for buildingthe storefront and Service Cloud Web2Case for offering case management functionality to its resellers.
UC notices that the case volue is extremely high and a number of resellers are raising cases for trivial issues on the B2B Commerce
site.

Which two recommendations should a Solution Architect make to help resellers use the site more efficiently and lower the case
volume?

Choose 2 answers

A. Offload the number of cases received via Web2Case by using Email2Case.
B. Implement Case Deflection.

C. Plan and conduct User Adoption Trainings for resellers on how to use the site.
D. Disable anonymous users on the site.

Ef#: B. C
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Option B would help resellers find answers to their questions by showing them relevant articles or discussions before they create a
case. This way, they can resolve their issues without contacting support13.

Option D would help resellers learn how to use the site effectively andavoid common pitfalls. This way, they can reduce errors and
confusion that might lead to unnecessary cases2.

To help resellers use the site more efficiently and lower the case volume, the Solution Architect should recommend:

* B. Implement Case Deflection. This feature helps users find answers to their questions and resolve issues before submitting a case,
thereby reducing case volume.

* D. Plan and conduct User Adoption Trainings for resellers on how to use the site. Training ensures that resellers are comfortable
with the ecommerce site and understand how to use it effectively, which can lead to reduced case volume.

Salesforce's best practices for service cloud implementation recommend these strategies to improve user efficiency and reduce case
volumes, as detailed in Service Cloud documentation and training materials.
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A team at Universal Containers (UC) is currently working on an mitial release of Service Cloud. However, UC's management team
is very enthusiastic about new features of the platform and wants to go to market with the new Service Cloud solution as soon as
possible. The current objective of their initial Service Cloud release is mostly about managing their case workload and case
assignment processes. A Solution Architect is called into a management meeting and asked when UC can go live with automated
chatbots, Einstein case classification, and CRM Analytics for data insights.

How should a Solution Architect respond to the management team considering their request for these new capabilities'?

e A. Agree that the new features are crucial to the success of the initiative and swap parts of the current scope for the most
mnovative feature.

B. Explain the long-term vision and roadmap, and thenpropose a logical phasing in which the planned mnimum viable product
(MVP) is the first step on the journey that will eventually include the desired features.

C. Explain to the management team that these features are still evolving and that it is best to wait a few releases so that they
are stable before starting to use them in production.

D. Agree with the management team to postpone the go-live and increase the scope to include the desired features.



IEf#: B
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* Explaining the long-term vision and roadmap, and then proposing a logical phasing in which the planned minimum viable product
(MVP) is the first step on the journey that will eventually include the desired features2. This option can help UC align their
expectations with their business goals and priorities, while also demonstrating how they can achieve incremental value from their
Service Cloud solution over time. The Solution Architect can also highlight the benefits of delivering an MVP first, such as validating
assumptions, testing functionality, gathering feedback, and reducing risks.
https/trailhead.salesforce.comvcredentials/b2bsolutionarchitect
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