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IR #165

Universal Containers wants to import an external knowledge base to Lightning Knowledge using the Knowledge Importer.
How should this be implemented?

Choose 2 answers

A. Article Record Types will be created as part of the import.

B. Article Record Types must be created before the import.

C. Each Article Record Type must be in a separate CSV.

D. Muttiple Article Record Types can be imported in the same CSV.
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Explanation

Article record types are record types that define different types of articles in Lightning Knowledge, such as FAQs, How-Tos,
Policies, etc. They determine which fields, page layouts, and actions are available for each article type. To import an external
knowledge base to Lightning Knowledge using the Knowledge Importer, you need to create article record types before the import
and have each article record type in a separate CSV file. The CSV file name must match the article record type name exactly.
Verified References: [Import Articles into Lightning Knowledge]

i 8 #166

Universal Containers wants to help customers resolve issues by browsing Knowledge articles and submit a case if they need more
mformation.

‘What should the consultant recommend to meet the requirements?

A. Allow Comments on Knowledge articles.

B. Implement Case Assignment Rules.

C. Create a self-service Help Center.
D. Enable Chat in an Experience Cloud site.
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F 8 #167
When Service Reps view a Case, they often need to see the Case History of other Cases for that same Account. How should a
Consultant configure the Lighting Service Console to support this requirement?

A. Account tabs with Case Subtabs
B. Case tabs with Account subtabs
C. Account tabs and Cases tab

D. Account tab with Cases related list

ZX: D

8 #168
A consultant has been hired to integrate a client's phone system with the Service Console.
What is the consultant required to do during this integration?

e A. Add the utility bar to the app.
¢ B. Configure the CTI Adapter.
¢ C. Enable the Lightning Console.
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During the integration of a client's phone system with the Service Console, configuring the Computer Telephony Integration (CTI)
Adapter is a critical step. This nvolves setting up the interface between the phone system and Salesforce, enabling features like
click-to-dial, call logging, and screen pops within the Service Console for improved agent efficiency.

P RE #169

What approach should a Consultant use to ensure that Knowledge searches only display articles for a service agent's product
specialization?

A. Create a permission set for each record type; assign permissions to service agents.
B. Create an article action for each record type; assign record types to service agents.
C. Create a page layout for each record type; assign layouts to service agents.

D. Create a data category for each product; assign data categories to service agents.
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