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HH #108
Which feature should a consultant recommend to prompt a Tier 2 service representative to take over case processing from Tier 1

and know how far Tier 1 had progressed in troubleshooting?

o A. Path for Cases
o B. Emstein Next Best Action
e (. Escalation Rules

EfE: A

A -

To assist a Tier 2 service representative in taking over case processing from Tier 1 and understanding the troubleshooting progress,
"Path for Cases" is recommended. Path visually guides agents through the different stages of a case, providing them with the
necessary context and guidance at each step. This feature helps in streamlining the handover process and ensures that Tier 2
representatives are immediately aware of the actions taken by Tier 1, enhancing efficiency and case resolution times.

M #109

After migrating to Lightning Experience, users are complaining that they are unable to create a Knowledge article when closing a
case.

How should the consultant resolve this issue?

¢ A. Add the Manage Salesforce Knowledge permission to the user's profile.
¢ B. Informusers that the only way to create articles is from the Knowledge component.
¢ C. Enable Read/Write/Create permissions for Knowledge articles.

Ef#: A

fEEL:

To resolve the issue of users being unable to create Knowledge articles when closing a case after migrating to Lightning Experience,
adding the 'Manage Salesforce Knowledge' permission to the user's profile is necessary. This permission enables users to create,
edit, and publish Knowledge articles, ensuring that they can contribute to the Knowledge base directly fiom case records, enhancing
the support process.

B #110

Universal Containers is migrating from Knowledge to Lightning Knowledge using the Lightning Knowledge Migration Tool and
noticed that none of the article file attachments were migrated.

How can a consultant migrate the file attachments?

e A Use the Files Related List on each article to add files to the articles.
e B. Upload the files as Documents, then relate them to the migrated articles.
e C. Use the Lightning Knowledge Migration Tool and choose 'include files'.

IEf#E: A

AR :

‘When migrating to Lightning Knowledge, file attachments from Classic Knowledge articles do not automatically transfer. To migrate
these file attachments, consultants can manually add files to the corresponding Lightning Knowledge articles using the Files Related
List. This approach ensures that all relevant attachiments are associated with the correct articles, maintaining the mtegrity and
usefulness of the Knowledge base post-migration.

HA #111
Universal Containers (UC) is launching several new features to improve productivity for contact center users.


https://www.mogiexam.com/Service-Con-201-exam.html

‘Which commumnication channel should UC use to announce new features to contact center users without interrupting their
workflows?

e A FEmail
e B. Internal Release Webmar
e C. In-App Guidance

Ef#: C

fiR e«

In-App Guidance (part of Salesforce's myTrailhead and in-app leamning capabilities) allows organizations to provide contextual, real-
time notifications and feature walk-throughs directly within Salesforce. This method supports continuous enablement without
disrupting agent workflows.

Option A (webinar) requires users to leave their work environment.

Option C (email) is asynchronous and often ignored, offering no guided experience.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Implementation Strategies Domain.

Salesforce Help: "Use In- App Guidance to Drive User Adoption."

Salesforce Spring '24 Release Notes - In-App Guidance Enhancements.

HMA #112

Cloud Kicks provides support for their customers 24 hours a day. The Service Managers at Cloud Kicks would like to have a
report that shows the average number of days cases stay open. The Service Cloud Consultant has created a report using the
standard Age field, but this is not correctly showing the age for open cases.

‘What should the consultant do to resolve this?

e A Create a report snapshot of number of open cases per day.
¢ B. Enable Business Hours Age in Setup and add the field to the report.
e C. Create a custom formula field to calculate the case age.

Ff#: B

L2

The standard Case Age field calculates the difference between the case creation date and the current date in calendar days. This
does not accurately reflect working hours, especially for 24/7 or business-hours-based support operations.

Salesforce provides a Business Hours Age feature that calculates case duration based on defined business hours, taking into account
working time, holidays, and time zones. Enabling Business Hours Age ensures that reports show a true representation of how long
cases remain open under the organization's operational hours.

Creating a custom formula (Option A) could produce inconsistent results due to time zone and holiday differences. A report
snapshot (Option B) provides historical trends but doesn't dynamically calculate active case age.

Referenced Salesforce Materials:

Salesforce Service Cloud Consultant Exam Guide - Contact Center Analytics Domain (accurate reporting using business hours and
age calculations).

Salesforce Help: "Enable Case Age in Business Hours" (explains how to enable and report on Business Hours Age).

Salesforce Winter '23 Release Notes - Service Cloud Enhancements (mentions improvements to business hours-based case

tracking).

HR#113
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