Salesforce ADX2613ZBRE0C %) 3K & ADX261 H A5 B 4% HL
=

Salesfosce Adssinister and Makabala Servien Ol B
ADXIE] BRI (0 B0 1090

20264 MogiExam® H #ADX261 PDFX > 7* 8 & WADX2615: 58 = > ¥ > O R ILFH : hitps/drive.google.com/open?
id=1BRYIKhjiOHEudise] HbJrSOAnSEhXa

MogExamid C DB D) —K—TH Y. ADX261%E A A FOFOWAKRETHLTT. RERBRCEBOEL H
2551k ADX261%EH A4 FOBRAERL-RIEEC 2 4. 100%EREOR AN T 7y v af
VEADX261%E A A FERERBET 203458 F v v ATF. —EREE 2V 7L TRIIEND 2 0BEE.
b 52BRCENBIHETT. DLRLBREZBEDODVTTEILHIE. A BDHEDWLH—E R EEHE
DADX261 44 FERCOWTUTIRER+2-> TLF &0,

Salesforce ADX261BE4EM T B &ld. A ARXS—H—BRAF—LRE->TEERY—EBARAIFTRY
Ya—vaveBHEBLUOBETIHEERLTVET, $1. BEOD=—X &Ml TLDICY— BRI S
FYYa—vavsBREs P ARRTARXT 2D CBELAFIVEMBERIEL £3. COFBEWCED.
BHMFRIFSakesforce BHEB S U Y — RISV FavyH LRy e lLTDF YV T72RESEZIENTEE
¥

Salesforce ADX261 (#+— B R 27 57 FOEEE & VR BERBE. y— X757 FPEEE, 2VH LK
Vb FREHRELL TEHCEMRCRETYT. CORET 0/ 743 BRSY—E R 57 ViEH%
MBERCEHETZAF NV ERNBEBN T 22BN L FETT. COREE BAXBY—ELR IS5 TR XA >
DEBRFO LY FETF 7/ 0P —2BRFORBIZHEODICHKILS £ ¥,


https://drive.google.com/open?id=1Bg3YIKhjiOHEudiseJ_HbJrS9AnSEhXa
https://www.passtest.jp/Salesforce/ADX261-shiken.html

>> Salesforce ADX2615% Bk it xt 3 <<

B E % ADX261Z BRECxt 5K — Bl S #-E B 5 L L ADX261 H A 5E & #% HX
B

BEERNORBE. b0 EFEL L VRBTENLZ LD, FVEBLOBEE LB LTHET. 240D
EL. BRECEBERLZUITEL, OAO2»0EMPHLEKROERL TWET. LEti>T, FYRVEK
RKADEZER <1k EFDSalesforceiBEEMBT 2VERDH Y £ 7. UHAERL 12ADX261D ER & B
. BERESADX26IAEBC &KL .. BHUACADX6IRESMEBT 2D KIS £ 7. ADX261REBBEERN
BRETT.

Salesforce Administer and Maintain Service Cloud 52 & ADX261 % 5% 5] /&
(Q147-Q152):

HH #147

Cloud Kicks (CK) has created hundreds of Knowledge articles about its products. The articles have been attached to closed cases.
A new product release will require changes to dozens of articles.

After revising the articles, CK wants to ensure that a prior article version stays associated with the closed cases.

What is the recommended method to meet the requirements?

e A. Use Smart Link to Article to select the prior version.
e B. Add "updated" to the name of the new article.
e (. Select the Flag as new version checkbox when publishing,

IEf: C

HH #148
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 HIML into plain text before importing because HTML is NOT supported to any article

. ge.kfl’zgzrsé a single .csv file that can be used to migrate all article types at once and include with a. properties file in a.zip for
. g?\(;griﬁ/ that each article type has field level security on all fields set to read only prior to import, in order to prevent any loss
. ODf.(gnt:Llrc that each existing article type has a corresponding knowledge article type that matches its structure and content.

Ef#: D

R #149

A recent review of custormer satisfaction surveys revealed that the support center does a poor job of upselling new products to
customers. Customrers report dissatisfaction when calling for service issues and receiving a sales pitch instead. However, customers
that have been upsold new products are two times more likely to remain a customer.

What is the recommended method to ensure upselling only occurs when customers are likely to be receptive to the offer?

e A Service Analytics Predictions
e B. Visual Remote Assistant
e C. Emnstein Next Best Action

Ef#: C

R -

To ensure upselling occurs only when customers are likely to be receptive, implementing Einstein Next Best Action is recommended.
This tool uses Al to suggest the most appropriate actions or offers to service agents based on customer context and interaction
history, increasing the likelihood of a positive response to upselling efforts while maintaining customer satisfaction.
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HA #150

Cloud Kicks frequently works with distribution partners who have complex issues that need immediate attention. To solve the issues,
Tier 2 support often needs to engage other teams within the organization. The team uses Slack to commumnicate internally.

‘Which solution should the consultant recommend to meet the needs of the organization?

¢ A. Swarming
* B. Case escalation
¢ C. Omni-Channel routing

EfE: A

HH #151
The support manager at Universal Containers wants to measure first-call resolution by channel, agent, and calendar month.

‘Which reporting solution should the consultant recommend?

e A Create a joined report.
¢ B. Create a report using Grouping,
e C. Create a reporting snapshot.

Ef: A

A -

To measure first-call resolution by channel, agent, and calendar month, a joined report is recommended. This type of report allows
the combination of related reports into a single report with multiple blocks, enabling the analysis of data across different dimensions
such as communication channels, individual agent performance, and timeframes, providing a comprehensive view of first-call
resolution metrics.
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