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HA #115
The company ains to reduce operational costs. Which KPI is most relevant to track their progress?
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¢ A. Enployee Turmover Rate

¢ B. Customer Acquisition Cost (CAC)
¢ (. Agent Resolution Rate

e D. Average Cost per Case (CPAC)

Ef#: D

R -

The Average Cost per Case (CPAC) is the most relevant KPI for tracking progress in reducing operational costs within a contact
center. This metric provides a clear measurement of the cost associated with resolving each customer case, taking into account all
resources utilized in the process. Monitoring and optimizing CPAC can help a company identify areas where efficiencies can be
improved, thus directly contributing to the reduction of operational costs.

HM #116
The customer wants to prioritize cases based on customer loyalty and contract value. Which functionality enables this?

A. Case Classification
B. Case Escalation Rules
C. Entitlements

D. Custom Apex Code

Ef#: D

fEE -

Custom Apex Code is the most flexible option for implementing sophisticated case prioritization logic that can consider multiple
variables such as customer loyalty and contract value. Apex allows developers to write complex algorithms that assess various
aspects ofa customer profile and case details to assign priority levels.

Case Classification and Case Escalation Rules provide some level of prioritization but typically in a more limited scope.
Entitlements manage customer rights and service levels but do not inherently prioritize cases based on loyalty or value.

Custom Apex Code provides the necessary customization to tailor case prioritization according to specific business rules and
criteria.

Developers can refer to Salesforce Apex Developer Guide for guidance on how to implement custom logic with Apex.

=R #117
(a) Executing test reports and verifying that they generate as expected with accurate data and relevant visualizations.

¢ A. All ofthe above, combined for a comprehensive assessment of report availability, accuracy, and functionality within the
new system

¢ B. Analyzing system logs and report execution history to identify any errors or missing data within generated reports.

e C. All of the above, combined for a comprehensive assessment of report availability, accuracy, and functionality within the
new system.

¢ D. Reviewing report builder configurations and data source connections to ensure alignment with defined reporting
requirenments.

EfE: C

R

Assessing the fnctionality and accuracy of reports in a new system involves multiple checks. Reviewing report builder configurations
and data source connections ensures that the foundation for reporting is correctly set up. Executing test reports checks for data
accuracy and the relevance of visualizations. Analyzing system logs and report execution history helps identify any operational issues.
Therefore, "D. All of the above, combined for a comprehensive assessment of report availability, accuracy, and finctionality within
the new system'' accurately describes the necessary steps for thorough report validation.

Reference: Salesforce Reports and Dashboards

BR#118

While all the options mentioned can be helpful for improving efficiency in resolving customer cases, the most suitable
recommendation for Ursa Major Solar based on the given scenario is:

Use Salesforce Knowledge to store questions and answers so agents can easily reproduce the same answer for similar questions.



Universal Containers has implemented service-level agreements (SLAs) to resolve cases There is an additional requirement when the
contact center is closed for a holiday to not apply escalation rules or milestones during this time How should a consultant recommend
implementing this requirement?

e A. Setup Support Holidays to specify holidays.
¢ B. Create an Apex trigger to check agent holidays
e C. Create additional holiday rules in the SLAs

EE: A

R -

To meet the requirement of not applying escalation rules or milestones during holidays at the contact center, the most straightforward
approach is to set up Support Holidays in Salesforce. This feature allows you to specify non-working days during which case
escalation rules and milestones should not apply, ensuring that SLAs are adjusted according to business hours and special closures.
Thus, "A. Set up Support Holidays to specify holidays" is the correct recommendation for managing escalations during holidays
without needing custom development or additional holiday-specific rules in the SLAs.

Reference: Salesforce Support Holidays Setup

BR #119
Youneed to identify trends and patterns within Contact Center metrics. Which tool offers the most advanced data analysis
capabilities?

A. Ommni-Channel dashboards providing real-time insights and basic trend visualization.

B. Salesforce Reporting with basic filters and data grouping for analysis.

C. Einstein Analytics with advanced data blending, predictive modeling, and visual storytelling capabilities.

D. All of the above, depending on the desired level of data exploration, predictive insights, and visual representations.

IEf#: D

R -

Identifying trends and patterns within Contact Center metrics requires tools capable of varying levels of analysis. Salesforce
Reporting offers basic filtering and grouping, Omni- Channel dashboards provide real-time operational insights, and Einstein Analytics
delivers sophisticated capabilities like data blending, predictive modeling, and visual storytelling. "D. All of the above, depending on
the desired level of data exploration, predictive insights, and visual representations" captures the broad range of tools available for
different analytical needs, making it the optimal choice.

Reference: Einstein Analytics
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