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HA #132

The customer' support team at Universal Containers (UC) has noticed a large increase in Case Resolution times recently. UC wants
to use Einstein for Service to help agents locate the relevant information more quickly.

Which feature should the consultant recommend?

¢ A Einstein Reply Recommendations
e B. Emstein Bots 27: B is correct answer
o (. Emstein Article Recommendations

Ef#: C
A :

To help agents locate relevant information more quickly and address the increase in case resolution times, recommending the use of
Einstein Article Recommendations is appropriate. This feature uses Al to suggest relevant Knowledge articles to agents based on the
case context, enhancing efficiency and accuracy in resolving custormer queries.

ER #133
Universal Containers has tested Skills-Based Routing in a sandbox and is ready to deploy to production.
Which solution should a consultant use to deploy the Service Resources, Skills, and Routing?

e A. Data Loader
¢ B. Data Import Wizard
e (. Mass Transfer Records

Ef: A

fEE L2

For deploying Service Resources, Skills, and Routing configurations from sandbox to production, using Data Loader is
recommended. This tool allows for the bulk import, export, and update of data, making it suitable for transferring complex
configurations related to Skills-Based Routing and associated records efficiently.

‘When migrating data such as Service Resources, Skills, and Routing configurations from sandbox to production, Data Loader is the
appropriate tool. Unlike the Mass Transfer tool or the Data Import Wizard, Data Loader supports all standard and custom objects,
including complex relationships like those used in Field Service and Omni-Channel routing,

The Data Import Wizard has limited object support and doesn't allow mapping of relationships such as those between skills and
resources. Mass Transfer Records is not intended for configuration data migration.

Salesforce recommends using Data Loader to export/import configuration objects like:

ServiceResource

Skill

ServiceTerritoryMember

SkillRequirement

These objects are part of the skills-based routing setup and are well-supported in Data Loader operations.

ER #134
Cloud Kicks (CK) has rolled out a new Contact Center and is eager to understand the return on mvestment (ROI). CK has hired a
Service Cloud Consultant to operationalize its reports. CK would like to understand the duration a case spends in each status.

e A. Cases with Milestones report
e B. Case Lifecycle report
e (. Cases with Historical Trending report

IEf#: B

A -
The Case Lifecycle report is the correct Salesforce standard report type to track how long a case spends in each status. It measures



time spent in "New," "Working," "Waiting on Custorer," and other statuses to evaluate process efficiency and ROI fiom contact
center operations.

Option A (Historical Trending) tracks changes to specific numeric fields over time, not case status duration.

Option B (Milestones report) tracks SLA time progress for entitlement management, not workflow duration by status.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Contact Center Analytics Domain.

Salesforce Help: "Create a Case Lifecycle Report to Measure Time in Each Status." Salesforce Trailhead: "Analyze Case Lifecycle
Data to Measure Contact Center Efficiency.”

H #135

Universal Containers wants to provide its resellers a secure portal where they can share their customer accounts, submit and track
the status of their cases, and view reports and dashboards.

‘Which solution should a consultant recommend?

¢ A. Customer Experience site
¢ B. Partner Experience site

¢ C. Employee Community
Ef#: B

R -

For providing resellers with a secure portal to share customer accounts, submit and track cases, and view reports, implementing a
Partner Experience site is recommended. This solution offers a collaborative platform tailored for partners, enhancing
communication, case management, and access to vital information, strengthening the partnership ecosystem

R #136

Universal Containers (UC) is launching an implementation of Service Cloud. The project is missing the requirement for a suitable
analytics solution to allow executives and service managers to view the current and trending key performance indicators (KPIs).
‘Which recommendation should the Service Cloud Consultant make to help with this requirement?

¢ A. Migrate UC's legacy service analytics by building a new set of custom report types.
¢ B. Recommend that UC invest in Tableau Next to use service-related intelligent apps or accelerators.
e C. Use Preconfigured Service Cloud Dashboards from AppExchange.

EfE: C

fiR .-

Preconfigured Service Cloud Dashboards available on AppExchange provide out-of-the-box KPI tracking for service operations-
such as case volume, resolution times, SLA compliance, and agent productivity. These dashboards are optimized for Salesforce data
and can be customized to fit organizational goals.

Option A (custom report types) is time-consuming and not necessary for standard KPIs.

Option B (Tableau) offers advanced analytics but is not required for standard Service Cloud reporting,

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Contact Center Analytics Domain.

Salesforce AppExchange Listing: "Service & Support Dashboards."

Salesforce Help: "Use Prebuilt Dashboards for Service Insights."
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