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i RE #207
The call center manager at Universal Containers wants to generate daily reports to monitor agent productivity trends.
‘Which primary object should a consultant select to create a new Omni-Channel report type?

e A Agent Detail
e B. Agent Work
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e C. Assigned Work
EX: B

i RE B -

To monitor agent productivity trends, creating a new report type based on the "Agent Work" object is recommended. This object
captures detailed information about the work assigned to and completed by agents, enabling the generation of daily reports that
provide insights into productivity trends and areas for improvement.

i 8 #208
Which two capabilities of Lightning Knowledge ensure accurate content in Articles? Choose 2 answers

A. Data Category to assign an article record type to a Reviewer.

B. Approval Process that assigns an Article to a Reviewer Queue.

C. Validation Rules for article record types to verify all fields during creation.
D. Knowledge Action to Publish an Article once the Article is approved.
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iR #209
What are three considerations when adding a report chart to a Console Component?
Choose 3 answers

A. The report chart is added to the Page Layout.
B. The report has a standard Report Type.

C. The report contains a chart.

D. The report is shared with a Chatter Group.

E. The report is a Summary or Matrix report.
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These are three considerations when adding a report chart to a Console Component. The report must contain a chart that displays
data in a graphical format. The report must be a Summary or Matrix report that groups data by rows and columns. The report chart
must be added to the Page Layout of the object that the report is based on. Verified References: :
https/help.salesforce.conys/article View?id=sf.console2 components_report chart.htm&type=5 :
https7/help.salesforce.convs/article View?id=sfreports_charts overview.htm&type=5 :
https/help.salesforce.conys/article View?id=sfreports format types.htm&type=5 :
https/help.salesforce.conys/article View?id=sfreports _charts adding layouts.htm&type=5

R RE #210
How can a Contact Center Manager see which Service Representatives have not accepted new Cases recently using the Lightning
Service Console?

A. Cases report sorted by Rep and Case CreatedDate
B. Omni-Channel Supervisor tab

C. Omni-Channel Utility Component

D. Cases report sorted by Rep and Case Owner
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Explanation

The Omni-Channel Supervisor tab is a feature that allows managers to see which service representatives have not accepted new
cases recently using the Lightning Service Console. It provides real-time data on the status, capacity, workload, and performance of
agents and queues. Verified References: :

https7//help.salesforce.conys/article View?id=sf.omnichannel supervisor _tab.htm&type=5 :

https7/help.salesforce.conys/article View?id=sf.omnichannel supervisor monitor agents.htm&type=>5



R #211

Ifa Case cannot be resolved after Tier 1 has performed their troubleshooting steps, the case must be escalated to Tier 2 support.
Tier 2 has additional troubleshooting steps. How can a Consultant configure the Lightning Service Console to support this
requirerment?

A. Define separate Record Types for Tier 1 and Tier 2
B. Enable Omni-Channel Case assignment

C. Implement Lightning Guided Engagement

D. Configure a Visual Flow Troubleshooting Action
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Explanation

Lightning Guided Engagement is a feature that allows you to create and display interactive guides for agents in the Lightning Service
Console. Lightning Guided Engagement uses flows to define the steps and logic for each guide, such as displaying pronpts,
collecting inputs, updating records, or branching based on conditions. You can then use the Engagement component to embed the
guides in the Service Console and trigger them based on record criteria, such as case status, priority, or product. Lightning Guided
Engagement can help you configure the Lightning Service Console to support different troubleshooting steps for Tier 1 and Tier 2
support by creating different guides for each tier and displaying them based on the case record type or owner.

Verified References: Service Cloud Consultant Certification Guide & Tips, Create Interactive Guides with Lightning Guided

Engagement
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