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R #112

Cloud Kicks is migrating from an external knowledge base to Salesforce Knowledge. Currently, users can select from 8 top-level
topics. Each topic has 250 subtopics, arranged into a hierarc that is 10 levels deep.

‘What should a consultant recommend?

A. Assign up to 10 data categories per category group to each article.
B. Organize up to 200 categories in each category group.

C. Consolidate into 3 or fewer category groups.

D. Reorganize Into a hierarchy with 6 or fewer levels.

Ef: C

ZHR#113

Universal Containers recently deployed a Salesforce Knowledge implementation and wants to evaluate the quality of the articles
being produced.

‘What should the consultant recommend to gather information efficiently on Knowledge article usefulness?

¢ A Create a review board to evaluate and manage Knowledge articles.
¢ B. Develop custom Knowledge reports and dashboards.
e (. Install the Knowledge Base Dashboards & Reports AppExchange package.

Ef: C

HM #114

Universal Containers wants to reduce the amount of Sim support agents spend creating cases. Case creation must scale up to SOO0
new cases per day, as well as allowing file attachments under 25 MB by the customer.

Which two features should the consultant suggest?

Choose 2 answers

A. Standard Email-to-case

B. On-Domand Emali-to-Case
C. Web-to-Case forms

D. Apex Email Service

Eﬁ: B\ C

A -

On-Demand Emnil-to-Case and Web-to-Case forns are features that a consultant should suggest to reduce the amount of time
support agents spend creating cases. Case creation must scale up to 5000 new cases per day, as well as allowing file attachments
under 25 MB by the customer. These features can help automate the case creation process from email or web sources, as well as
support file attachments. For example:

On-Demand Email-to-Case is a feature that allows you to convert customer emails into cases without installing an agent in your
network. On-Demand Email-to-Case can handle up to 5000 new cases per day, and can also accept file attachments up to 25 MB


https://www.xhs1991.com/ADX261.html

in size. On-Demand Email-to-Case can help reduce the manual work of creating cases from emails, as well as preserve the email
formatting and headers.

Web-to-Case forms are forms that you can embed on your website to allow customers to submiit cases directly to Salesforce. Web-
to-Case forms can handle up to 5000 new cases per day, and can also accept file attachments up to 25 MB in size. Web-to-Case
forms can help capture customer information and issues from your website, as well as reduce the email and phone traffic to your
support team

Verified Reference: Service Cloud Consultant Certification Guide & Tips, Set Up On-Demand Email-to-Case, [Set Up Web-to-
Case]

HM #115
A Service Rep transfers a Live Agent Chat to another Rep.
Which two things will happened?

e A The chat transcripts and case are transferred

¢ B. The Customer is shown the new Rep's name

¢ (. The Customer doesn't know they were transferred
¢ D. Both Service Reps can chat with the customer

iEﬁ: A\ B

R -

When a service rep transfers a live agent chat to another rep, the customer is shown the new rep's name in the chat window. This
helps the customer know who they are talking to and avoid confusion. The chat transcripts and case are also transferred to the new
rep, so they can see the previous conversation history and case details. This helps the new rep understand the customer's issue and
provide a seamless service experience. Verified Reference: Service Cloud Consultant Certification Guide & Tips, Transfer Chats

R #116
Universal Containers has created permission sets granting access to objects and fields in one of its sandboxes.
Following best practices, how should a consultant deploy these permission sets to production?

e A Use Salesforce Workbench.
¢ B. Re-create them manually.
e C. Use a change set.

EfE: C

fiR .-

The best practice for deploying permission sets from a sandbox to production is to use a change set. Change sets allow
administrators to push configurations, including permission sets, directly from one Salesforce environment to another. This ensures a
smooth and error-free transfer of configurations, maintaining the integrity of permissions and access controls in the production
environment.

M #117
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