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PR #112

Universal Containers has defined a set of steps that each Case must go through, from submission to closure. In addition, each step
must be completed within a specific amount of time.

‘What approach should a consultant recommend to meet these requirements?
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A. Enable Omni-Channel Routing,

B. Configure Case Escalation Rules.

C. Define Entitlement and Milestones.

D. Use Process Builder with Scheduled Actions

ER: C

8 #113
‘Which approach should a consultant use to ensure that Lightning Knowledge searches only display articles for a service agent's
product specialization?

¢ A Create a data category for each product. Assign data categories to service agents.
¢ B. Create an article action for each record type. Assign record types to service agents.
¢ C. Create a permission set for each record type. Assign permissions to service agents.

ER: A

i RE LB -

Creating a data category for each product and assigning these categories to service agents based on their product specialization
ensures that agents only see relevant articles during Lightning Knowledge searches. This approach streamlines access to information
and enhances support efficiency for specific product lines.

FRE #114
Universal Container wants to let its customers intercat real time with support agents from their computers and mobile devices.
What feature should a consultant recommend to meet this requirement?

A. Emebedded Chat Service
B. Customer Community

C. Web-to-Case

D. Case Assignment Rules

ER: A

fE AR A«

Embedded Chat Service is a feature that can meet the requirement of allowing customers to interact real time with support agents
from their computers and mobile devices. Embedded Chat Service allows administrators to embed a chat widget on any web page
or mobile app that customers can use to start a live chat session with an agent. Embedded Chat Service also supports features such
as pre-chat forms, chat transcripts, file transfer, and chat transfer. Verified References: : https:/help.salesforce.convs/article View?
id=sf.

snapins_chat_overview.htm&type=5 : https//help.salesforce.convs/article View?id=sf snapins_chat _setup.

htm&type=5

PRI #115

universal Containers (UC) hired agents in an expansion of the contact center. Getting agents up to speed and fully productive is a
prority. UC implemented a standardized agent customer dialog to assist agents.

Which two features should a consultant integrate of the Service Console?

Choose 2 answers

A. Interaction Log

B. Lightning Process Builder
C. Path for Cases

D. Lightning Flow for service

BER: CD

i RE S «
Lightning Flow for Service and Path for Cases are features that a consultant should integrate of the Service Console to assist agents
in following a standardized customer dialog and getting up to speed and fully productive. These features can help guide agents



through the case resolution process, as well as provide them with relevant information and actions for each stage. For example:

* Lightning Flow for Service is a feature that allows you to create guided, interactive, and consistent experiences for your agents in
the Service Console. Lightning Flow for Service can help automate tasks, collect data, update records, or invoke other processes
based on the case context and customer needs.

* Path for Cases is a feature that displays the key fields and guidance for each stage of a case lifecycle, such as new, working,
escalated, or closed. Path for Cases can help agents understand what needs to be done at each stage, as well as access the required
fields, actions, tips, or links.

Verified References: Service Cloud Consultant Certification Guide & Tips, [Lightning Flow for Service Overview], [Set Up Path]

Fi =8 #116
UC has conmpleted development and testing of its Service Cloud implementation and plans to migrate functionality from the sandbox
environment to the production environment. What should be used for migration finctionality?

A. Mass Transfer Records, change sets, and Force.com migration tool
B. Force.com migration tool, Force.com IDE, and change sets

C. Visual Workflow, data loader, and Force.com IDE

D. Data loader, change sets, and Force.com Excel Connector
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