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E R #160

Universal Containers (UC) has deployed a call center using open CTI. Call center agents are organized into four groups reflecting
UC's four different product lines. Each group's manager would like a report on their agents' daily call volume, including related case
and contact nformation.

How should the consultant recommend the report be created?

¢ A Create a Custom Report type with Activities as the primary object.
e B. Customize the My Team's Calls This Week standard report.
e C. Build a report on Products with Activities grouped by owner.

EfE: A

fiR e«

For reporting on daily call volume including related case and contact information for different agent groups, creating a Custom
Report Type with Activities as the primary object is advised. This allows for the inclusion of case and contact details in the report,
providing a comprehensive view of each agent's call activity and related case interactions.

E Y #161

Universal Containers wants customers to have the ability to log cases with structured data and route based on urgency and product
line.

How should a consultant accomplish this?

e A. Standard Email-to-Case with assignment rules
e B. Omi-Channel with prioritized queues
e (. Standard Web-to-Case with assignment rules

Ef: C

A -

To enable customers to log cases with structured data and route them based on urgency and product line, using Standard Web-to-
Case with assignment rules is recommended. This feature allows for the creation of web forms that customers can fill out, which then
become cases in Salesforce. Assignment rules can then be used to automatically route these cases to the appropriate teams or agents
based on predefined criteria, ensuring efficient and relevant case handling.
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HH #162

Universal Containers (UC) is preparing to implement Service Cloud and wants to onboard its global support team. UC is gathering
feedback from the support team about how they will use Service Cloud. Requirements gathering sessions have resulted in a large set
of deliverables.

‘What should a consultant recommend as the next step?

e A Identify and prioritize the requirements for the minimum viable product.
¢ B. Prioritize the requirements based on the stakeholder who submitted them.
¢ C. Prioritize the requirements based on requests from the regions.

Ef#: A

TR

Identifying and prioritizing the requirements for a minimum viable product (MVP) allows for a focused and phased approach to the
Service Cloud implementation. This strategy ensures that the most critical fnctionalities are developed and deployed first, providing
immediate value while allowing for iterative enhancements based on feedback and additional requirements.

HM #163

Service agents at Cloud Kicks frequently encounter duplicate cases from the same customers i different channels.
Management would like to provide a method for service agents to handle duplicates and delete one of the cases.
‘Which action should a consultant recommend?

e A. Create an autolaunched Flow,
e B. Set up duplicate rules on Case.
¢ C. Enable Case Merge.

Ef#: C

L2

To address the issue of duplicate cases from the same customers in different channels, enabling the Case Merge feature is
recommended. This allows service agents to easily identify and merge duplicate cases, ensuring a consolidated view of customer
issues and preventing redundant work.

EH #164

Cloud Kicks plans to deploy Service Cloud to customers who will have different levels of support. The consultant is unsure whether
Entitlements only or Entitlements plus Service Contracts is the correct solution.

Which question should the consultant ask to determine the preferred solution?

e A, Will customers access Knowledge articles through Experience Cloud?
e B. Is support provided on a periodic basis and renewed annualty?
¢ C. Do nmuiltiple versions of the Entitlements need to be created and maintained?

IEf#: B

R -

Asking whether support is provided on a periodic basis and renewed annually helps determine the need for Service Contracts in
addition to Entitlements. Service Contracts are suitable for situations where support is tied to specific terms and conditions, such as
annual support agreements, whereas Entitlements define the types of support a customer is entitled to.
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