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A B2C Commerce merchant has multiple live sites across different brands and geographies all supported by Service Cloud and
Marketing Cloud. Unfortunately, the merchant is having customer service challenges caused by fragmented views of the customer.
Customrers occasionally use alternate email addresses, make purchases as guests, and contact customer service anonymously. The
Success Manager believes that Customer

360 Data Manager could help them solve their problem

How should a Solution Architect describe the role of Customer 360 Data Manager in this context?

e A. Customer 360 Data Manager cannot be used across multiple brands within a single merchant environment because the
customer as human view cannot support different accounts under separate brands.

¢ B. Customer 360 Data Manager can be used to recognize customers as humans and extend existing records related to that
human across connected systens with a consistent Global Party ID.

e C. Customer 360 Data Manager can be used to identify multiple records within each separate system representing the same
person and assigning them a consistent Global Party ID; additional custom development is then required to relate those IDs
between systens.

¢ D. When Customer 360 Data Manager is provisioned, B2C Commerce, Service Cloud, and Marketing Cloud will
automatically use a common core Customer Profile managed by Customer 360 Data Manager.

Ef#: B
R

Customer 360 Data Manager is a platform service that enables companies to connect customer data across Salesforce apps and
create a unified customer profile. It uses advanced matching algorithms to identify and link customer records from different systems
based on common attributes such as name, email, phone, address, etc. It also assigns a consistent Global Party ID to each customer
record, which serves as a unique identifier across systems. Customer 360 Data Manager can be used across multiple brands within a
single merchant environment by creating separate data spaces for each brand. Option B is incorrect because Customer 360 Data
Manager can relate the IDs between systems without additional custom development.

Option C is incorrect because Customer 360 Data Manager supports multiple brands within a single merchant environment. Option
D is incorrect because B2C Commerce, Service Cloud, and Marketing Cloud do not automatically use a common core Customer
Profile managed by Customer 360 Data Manager; they need to be connected and configured via Customer 360 Data Manager.
References:

* httpsy//www.salesforce.con/in/blog/2020/04/what-is-salesforce-customer-360. html

* https:/help.salesforce.convs/article View?id=sf.c360 overview.htm&type=5

H #25

A company is In the process of defining the authoritative system for key data entitles Involved In B2C journeys. The company has
about 200.000 customers, each averaging 30 orders per year.

Which two systems are considered an authoritative system for consent and compliance preferences, as well as primary person
attributes such as name, address, birthday, phone, and email?

Choose 2 answers

A. B2C Commerce
B. Service Cloud

C. Marketing Cloud
D. Experience Cloud

EME: B. C

AR :

Service Cloud and Marketing Cloud are considered authoritative systems for consent and compliance preferences, as well as
primary person attributes such as name, address, birthday, phone, and email. Service Cloud is the system of record for customer
service interactions and case management, and it can store customer consent and preferences for different channels and purposes.
Marketing Cloud is the system of record for customer engagement and marketing campaigns, and it can store customer consent and
preferences for email, SMS, push notifications, and other channels. B2C Commerce is not an authoritative system for consent and
compliance preferences, as it does not store them natively. It can store some primary person attributes such as name, address,



phone, and email, but they may not be the most up-to-date or accurate.

Experience Cloud is not an authoritative system for consent and compliance preferences, as it relies on other systens to store them.
It can store some primary person attributes such as name, email, and birthday, but they may not be the most up-to-date or accurate.
References:

* httpss/help.salesforce.convs/article View?id=sfmc_co data integration best practices.htm&type=>5

* httpss/help.salesforce.conmys/article View?id=sfmc_co_data integration considerations.htm&type=5

HM #26

A company Is implementing B2C Commerce, Service Cloud, and Marketing Cloud. The company Is based in Europe and needs to
be compliant with GDPR.

Which two design implementations should a Solution Architect use to ensure GDPR conpliance?

Choose 2 answers

¢ A Use email addresses, SMS, or other channel addresses as the contact key {subscriber key) in Marketing Cloud
¢ B. Set field-level encryption across B2C Commerce, Marketing Cloud, and Service Cloud

e (. Set tracking site preference for each storefront

e D. Use a Salesforce record ID as a single unique identifier to apply across channels and clouds

IE%: B\ D

R -

B: Using a Salesforce record ID as a single unique identifier to apply across channels and clouds can help ensure GDPR compliance
by enabling data portability, deletion, and anonymization across systens. This can also reduce data duplication and improve data
quality. D. Setting field-level encryption across B2C Commerce, Marketing Cloud, and Service Cloud can help ensure GDPR
compliance by protecting sensitive data from unauthorized access or disclosure. This can also help meet the requirements of data
mmimization and pseudonymization. References:

* https/trailhead.salesforce.com/en/content/learn/modules/gdpr_basics/gdpr basics_principles

* httpsy/help.salesforce.convs/article View?id=sfmc_co_contact key.htm&type=5

* https:/help.salesforce.convs/article View?id=sfb2c_commerce security.htm&type=5

* httpsy/help.salesforce.convs/article View?id=sf field_level encryption.htm&type=5

B #27

A company uses Service Cloud and B2C Commerce and now wants to enable the 'Order on Behalf of functionality on its storefront.
‘Which two actions should a Solution Architect take to ensure agents can use the 'Order on Behalf of fimctionality?

Choose 2 answers

A. Configure agents to use SSO between B2C Commerce and Service Cloud.

B. Verify that agents have a user record in Service Cloud and an account created in B2C Commerce.
C. Apply the "Order on Behalf of permission set to Service Cloud users.

D. Verify that the permissions for the B2C Commerce account support 'Order on Behalf of'.

IEf#: B. D

R :

To enable the 'Order on Behalf of finctionality, the B2C Commerce account must have the 'Order on Behalf of permission enabled
and the 'Customer Service' role assigned. The agents must also have a user record in Service Cloud and an account created in B2C
Comrerce with the same enmnail address. References:
https://help.salesforce.comys/article View?id=sfb2c_service cloud connector order on behalf ofhtm&type=5

H #28

An organization wants to avoid sending post-purchase review emails until a customer has had a chance to receive and try out their
order. The typical shipping duration is around 3 days, but the organization is unsure about how long it takes a customer to try the
product once it has been delivered.

‘What should the company do to leverage its Salesforce product suite and optimize the open rates for its post- purchase emails?

e A. Use B2C Commerce to add the customer to a Marketing Cloud post-purchase journey when their order ships. Use a
Journey Builder Wait activity to delay 3 days for shipping and an Einstein Engagement Split based on open rate to optimize



the additional delay for product testing,

¢ B. Use Salesforce Order Management to add the customer to a Marketing Cloud post-purchase journey when their order
ships. Use a Journey Builder Wait activity to delay 3 days for shipping and an Engagement Split with 1-, 2-, and 3-day Wait
activity based on open rate to optimize the additional delay for product testing.

e (. Use B2C Commerce to add the customer to a Marketing Cloud post-purchase journey when their order ships. Use a
Journey Builder Wait activity to delay 3 days for shipping and an Engagement Split with 1-
, 2-, and 3-day Wait activity
based on open rate to optimize the additional delay for product testing.

e D. Use Salesforce Order Management to add the customer to a Marketing Cloud post-purchase journey when their order
ships. Use a Journey Builder Wait activity to delay 3 days for shipping and an Einstein Engagement Split based on open rate
to optimize the additional delay for product testing,

Ef#: A

TR

B2C Commerce can trigger a Marketing Cloud post-purchase journey using the Transactional Messaging API.

Journey Builder can use a Wait activity to delay the email delivery based on a fixed duration or a date attribute. Einstein Engagement
Split can use Al to determine the optimal path for each customer based on their engagement behavior, such as open rate.
References: https:/developer.salesforce.com/docs/commerce

/sfra/marketing-cloud/transactional-messaging-api https:/help.salesforce.conys/article View?id=sf.

mc_jb wait_activity. htm&type=5 https:/help.salesforce.conys/article View?id=sf.

mc_jb einstein_engagement split.htm&type=5
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