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E #136

Universal Containers wants to reduce the clicks a Customer Support Agent uses when working on a case. This includes the time it
takes to create, resolve, and close the case. Which three Salesforce productivity features should be used to accomplish this
requirement? Choose 3 answers


https://drive.google.com/open?id=1uKm5VSBMsL_rRRPuWsTNGZwmKaXmCIxs
https://www.japancert.com/CRT-261.html
https://www.goshiken.com/Salesforce/CRT-261-mondaishu.html
https://www.shikenpass.com/CRT-261-shiken.html

A. Macros

B. Publisher Actions
C. Quick Text

D. Chatter

E. Omni-Channel

IEf#: AL B. C

HM #137

As part of a new Salesforce Knowledge implementation, Universal Containers would like to migrate articles from their current
database.

Which factor should a Consultant consider as part of the migration strategy?

¢ A. Convert any articles containing HTML into plain text before importing because HTML is NOT supported in any article

. gél?’gge?rsé a single .csv file that can be used to migrate all articles types at once and include with a properties file in a .zip for

. IrCr.p];),lrl;lre that each existing article type has a corresponding Salesforce Knowledge article type that matches its structure and

. ]C)(?n\t/?;ti.fy that each article type has field level security on all fields set to read-only prior to import, in order to prevent any loss
of data.

Ef#: B

E #138
Universal Containers has tested skills-based routing in a sandbox and is ready to deploy to production.
Which two deploy solutions should a consultant to ensure skills-based routing is operational in Production?

A. Data Import Wizard

B. Change Sets

C. Mass Transfer Records
D. Data Loader

IEf#: B. D

fi .-

Explanation

Change Sets and Data Loader are deploy solutions that should be used to ensure skills-based routing is operational in Production.
Change Sets are collections of metadata components that can be deployed from one Salesforce org to another. Change Sets can be
used to deploy the configuration settings for skills-based routing, such as the skills, skill assignments, routing configurations, presence
configurations, or service channels. Data Loader is a tool that can be used to insert, update, delete, or export records in Salesforce.
Data Loader can be used to deploy the data records for skills-based routing, such as the work items, agents, queues, or routing
priorities. Verified References: Service Cloud Consultant Certification Guide & Tips, Change Sets Overview, Data Loader
Overview

HR #139

Service agents at Cloud Kicks frequently encounter duplicate coses that customers in different channels created. Management would
like to provide a method for service agents to combine duplicates and delete one of the cases.

Which action should a Service Cloud consultant recommend?

A. Configuration a blocking duplicate rule
B. Create an auto-launched flow.

C. Enable Case Merge.

D. Set a validation rule

IEf: C



Explanation

Case Merge is a native feature that allows agents to merge up to three duplicate cases into one master case, and delete the other
cases. Case Merge preserves the case history, comments, attachments, and related records of all the merged cases. Case Merge
can be enabled from Setup > Case Merge Settings. Verified References: :

Merge Duplicate Cases in Lightning Experience

H A #140

Universal Containers recently rolled out a Salesforce knowledge implementation; however, users are finding unreliable and unrelated
Knowledge Articles displayed in the Knowledge One widget in the Salesforce Console. Which two actions should a Consultant
recommend to address the lack of quality checking? Choose

2 answers

A. Set up an intuitive Data Category hierarchy

B. Require that an article be added when closing a case
C. Enable and configure wildcards for article searches
D. Restrict the Manage Articles user permission

iEﬁ: A\ C

R -

Explanation

These are two actions that can address the lack of quality checking in the Knowledge One widget in the Salesforce Console. Setting
up an intuitive Data Category hierarchy is an action that can help organize and filter knowledge articles by topic or type. Data
Categories can help agents find relevant articles based on their search criteria or case information. Enabling and configuring
wildcards for article searches is an action that can help improve the accuracy and flexibility of article searches. Wildcards are
symbols that can be used to replace one or more characters in a search term, such as * or ?. Wildcards can help agents find articles
that match partial or variant words. Verified References: :
https/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.conys/article View?id=sfknowledge search wildcards.htm&type=>5

H ] #141
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