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WE =48
A company wanis to publish Knowledge articles to its Customer Community, The articles should be
organized for easy navigation by Community members. What sheuld a Consultant recemmend?

= A, Defing Topics for each Knowledge article,

« B. Define Data Cateqories with Custom Visibiity,

= . Dafine Article Types with Public Sharing Settings,
» [x, Define a Custom Fleld to identify the Subject.

EMIA

HE =49

The Service Desk at Universal Contalners (s constdening implementing a Service Console and is
considering using Lightning Experience. Which thres features are available only in Classic? Choose
3 answers

o A Multi -monitor support

EMIAIBID

WE = 50
Universal Cantainess parchased Knowledge and would ke to implement it as soon a3 possibde, What
appreach should a consultant recommend?

= A, Create a Knowledge Yisualforee compenent on the case detail page,

o B Ar Knowledge One w sforce Consola for Service

Enewlisdge Visualforee component within the Salesforce Console for Service,
» Ix, Activate Keowledge One an the case detall page.
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BR #128

universal containers has regional contact centers around the world. Support Managers have asked to see support metrics for their
region by default.

Which two strategies should a consultant recommend?

A. Dynamic dashboards

B. Case Object permissions set to create and read
C. Dashboad folder sharing

D. Org wide default for cases set to private

_—I.Eﬁ: A\ C

R -

These are two strategies that a consultant should recommend to enable support managers to see support metrics for their region by
default. Dashboard folder sharing is a strategy that allows administrators to control the visibility and access of dashboards by placing
themin folders and setting the sharing settings for each folder. Dashboard folder sharing can help create different dashboards for
each region and share them with the respective support managers. Dynamic dashboards are a type of dashboards that display data
according to the security settings of the user who is viewing it. Dynamic dashboards can help show support metrics for each region
based on the user's role or profile. Verified References: : https://help.salesforce.convs/article View?
id=sf.dashboards_folder_ sharing htm&type=>5 : https://help.salesforce.conm/s/article View?id=sf.

dashboards_dynamic.htm&type=5

HA#129
For which purpose should a contact center use Visual Flow?

¢ A. To automatically assign cases to a specific queue based on the customer support level

¢ B. To automate business processes for agents who troubleshoot customer support issues via phone
e C. To assign follow-up tasks to an agent one week after a case is closed.

¢ D. To escalate to the support manager if it has been open for more than 72 hours

Ef#: B

H #130
How should a Consultant provide Suggested Article finctionality to Lightning Service Console users?

¢ A. Add the Knowledge Component to the Service Console.
¢ B. Create email templates with Knowledge Articles attached.
e C. Add the Suggested Article widget to the Case page layout.
¢ D. Add the Knowledge tab to the Console app.

ER: A


https://www.jptestking.com/CRT-261-exam.html

fEERA -

The Knowledge component is a Lightning component that displays relevant articles on the case record page based on the case
information. Agents can use the component to search for articles, attach articles to cases, view article details, and provide feedback
on articles. The Knowledge component provides suggested article functionality to Lightning Service Console users by automatically
recommending articles that match the case subject, description, or data categories. Verified References: Service Cloud Consultant
Certification Guide & Tips, Use the Lightning Knowledge Component

R #131

Universal Containers 'IT policy prevents third-party software from being installed on employee computers.
However, the VP of Service has asked that cases be automatically created from customer emails.

‘What solution should a consultant recommend?

A. On-Demand Email-to-Case
B. Email-to-Case

C. An AppExchange package
D. web-to-Case

EfE: A

R -

Explanation

On-Demand Email-to-Case is a feature that allows you to automatically create cases fiom customer emails without installing any
software on your email server. It uses an email service provided by Salesforce to convert emails into cases and route themto the
appropriate queues or agents. This solution meets the IT policy of Universal Containers, as it does not require any third-party
software installation. Verified References: On-Demand Email-to-Case

R #132

Cloud Kicks (CK) wants to correlate its Customer Satisfaction ratings to service center call metrics, CK has identified Average
Speed of Answer as a leading indicator to predict Customer Satisfaction.

‘What should the consultant explain about Average Speed of Anwer?

A. It captures the same informaion as First Call Resolution.
B. It is the typical experience of a caller.

C. It includes blocked and abandoned calls.

D. It is askewed by calls that are quickly answered

EfE: C

M #133
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