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104. Frage
Ursa Major Solar will use Data Loader for data migration of closed cases because of large amount of data What does a consultant
need to keep in mind while using data loader?

¢ A. Automated processes are not executed
¢ B. Automated processes are executed by default
e C. Only Apex triggers are executed

Antwort: A

Begrindung;

‘When using Data Loader for data migration, it's important to note that automated processes such as workflow rules, processes from
Process Builder, and some validation rules are not executed by default unless specified in the settings. This can be crucial for
ensuring the integrity of the data migration process, particularly when dealing with large volumes of data like closed cases. Thus, "B.
Automated processes are not executed" is the key consideration to keep in mind, as it affects how the data is handled during the
migration process.

Reference: Salesforce Data Loader Guide

105. Frage

The required configurations for the client's requirements are:

Business Hours active, Omni-Channel Queue or Flow, Estimated Wait Time

active, and Business Hours added to the Embedded Deployment.

A consultant learns that their client receives thousands of emails a week to the contact center, which contain many PDF files, In
general, the email commumnication back and forth with the customer is high. They do not want to duplicate the PDFs every time a
new email's received in the same email thread.

When designing the solution, the consultant considers the Eliminate duplicate email attachments setting in Email-to-Case to meet the
requirement.

How should the PDFs be processed by Salesforce to comply with the Eliminate duplicate email attachments setting?

¢ A. Custom file storage solution
e B. Attachments
e (. Salesforce Files

Antwort: C

Begriindung;

To comply with the "Eliminate duplicate email attachments" setting in Email-to-Case, PDF's should be processed as Salesforce Files.
Salesforce Files offers more advanced management capabilities, including deduplication, sharing, and security options compared to
traditional attachments. This approach will prevent duplication of PDF files every time a new enail is received in the same email
thread, thereby optimizing storage and managing files more efficiently within the platform

106. Frage

The correct answer is Provision a long code phone number at least 2weeks before go-live.

Ursa Major Solar (UMS) configured its Onmi-Channel to allow support agents to handle three chat requests simultaneously. It has
been a challenge for some of the new hire agents.

‘What should an administrator add in Onni-Channel settings to allow ramp-up time for UMS's junior agents to handle only two chat
requests at a time?

e A Create and assign a new Presence Configuration. Create and apply a new Routing Configuration.
e B. The correct answer is Create and assign a new Presence Configuration.
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e (. Create and assign a new Presence Status
Antwort: A

Begrindung;

To support new hire agents who struggle with handling multiple chat requests, configuring Omni-Channel settings to limit the number
of concurrent chats is crucial. By creating and assigning a new Presence Configuration that limits junior agents to handling only two
chat requests at a time, administrators can effectively manage agent workload. This configuration allows the organization to tailor
chat capacity to individual agent capabilities, improving both performance and job satisfaction. "A. Create and assign a new
Presence Configuration. Create and apply a new Routing Configuration" is therefore the correct approach to provide ramp-up time
for junior agents.

Reference: Salesforce Omni-Channel Settings

107. Frage
Where should the consultant point the agent to access the all transcript?

o A, Amazon Comnect Dashboard
e B. Caller Contact record in Salesforce
e (. conversation Component in Service Console

Antwort: C

Begrindung;

To access the call transcripts configured in Amazon Connect, the consultant should direct agents to the Conversation Component in
the Service Console. This component integrates commumnications from Amazon Connect, displaying real-time and historical
interaction data, including call transcripts. The Conversation Component allows agents to access and review detailed call transcripts
within the familiar Salesforce environment, facilitating better customer service and follow-up actions.

Reference: httpsv/help.salesforce.conys/article View?id=sf voice_imntegration amazon.htm

108. Frage
The customer needs a single view of customer interactions across all channels. Which finctionality best addresses this?

A. Emstein Bots

B. Case Management

C. Customer Community
D. Ommi-Channel Routing

Antwort: B

Begrindung;

Case Management functionality in Salesforce is designed to provide a holistic view of customer interactions across all channels. It
allows agents to manage and access all customer case information and interactions in one place, ensuring a seamless customer
service experience. Therefore, "B. Case Management" is the most appropriate functionality to achieve a single view of customer
nteractions across various commumication channels.

Reference: Salesforce Case Management
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