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A company wanis to publish Knowledge articles w its Customer Comeunity, The articles should be
organized for easy navigation by Community members, What should a Consultant recommend?

= A Defing Topics for each Knowledge article.

= B. Define Data Categeries with Custom Visibifity,

o . Dafine Article Types with Fublic Shanng Settings.
« [ Define a Custom Fleld to identify the Subject.

EMIA

HE =g

The Service Desk at Universal Containers b= considening implementing a Service Console and is
considering using Lightning Experience. Which thres features are available only in Classic? Choose
3 answers

o A, Multi -monitor support
= B, K ] c

= Ik Dymamic Fst u)
» E, Case hover

EMIABID

WE e 50
Universal Contabners parchased Enowledge and would ke to implement it a3 soan as possible, What
approach shookd a consultant recommend?

= A, Create a Knowledge Visualforee component on the case detail page,

« B. Activate knowledge One within the Salesforce Consola for Service

« .0 1 Knowlidge Visua o component within the Salesforce Consobe for Service,
= I, Activate Knowledge One on the case detall page.
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A company provides customer support for new products and for routine maintenance of existing products. These cases have many
identical stages and fields, however, the maintenance cases are unique and have additional stages and fields that need to be captured.
Which two features would meet this requirement? Choose 2 answers

A. Support Types

B. Approval Processes
C. Record Types

D. Support Processes

_EE%: C\ D

HMA #57

UC's support team requires its customers to submit their support inquiries via free form email (Outlook, Gmail, Yahoo, etc.).
Additional requirements are listed below:

Support attachments up to 20MB per inquiry

Over 10,000 inquiries per day

‘Which solution should a consultant recommend to meet these requirements?

A. Web-to-Case

B. On-Demand Email-to-Case
C. Emai-to-Case

D. Customer Chatter groups

Ef#: C

HR #58

Cloud Kicks provides telephone support to customers. When creating a case, service agents frequently enter shipping postal codes
from various countries around the world.

What is the recommended method to ensure accurate data is entered?

¢ A Create a cross-object formula.
e B. Configure validation rule with VLOOKUP.
e C. Set up duplicate rule with matching rules.

IEf#: B

R

Comprehensive and Detailed Explanation:

To validate postal codes and ensure accurate data entry, Salesforce allows the use of the VLOOKUP function within validation
rules. This approach involves creating a custom object containing valid postal codes and configuring a validation rule that references
this object to verify the entered postal code.

From Coefficient:

"Craft a validation rule employing the VLOOKUP formula on the Accounts object. This rule checks the account's postal code
against the ZipCode ¢ object, leveraging lookup value and objecttype parameters to ensure accuracy."

-How to Use the Salesforce VLOOKUP Function

By implementing this method, Cloud Kicks can prevent the entry of invalid postal codes, maintaining data integrity across
international addresses.

HH #59
Cloud Kicks (CK) provides product support based on Service Contracts. A customer's Service Contract includes the same level of
Entitlerments for response time and business hours on both Case and Work Orders.



CK would like an efficient method to manage the setup.
What is the recommended configuration to meet the requirements?

A. Assign the WorV Order to the same Case as the Entitlement Process.

B. Create or Apex Trigger to assign the Entitlement Process to Work Order.

C. Set up separate Entitlement Process for Case and Work Order

D. Work Orders created froma Case automaticallv inherit the Entitlement Process

IEf#: D

TR

This is the recommended configuration to meet the requirements, because it simplifies the setup and ensures consistency between
Case and Work Order entitlements. When a Work Order is created froma Case that has an Entitlement Process, the Work Order
automatically inherits the same Entitlement Process as the Case. This means that CK does not need to create separate Entitlement
Processes for Case and Work Order, or use triggers or workflows to assign them Verified References: : Work Orders and
Entitlement Processes

HM #60
Which solution can be used to improve call deflection?

A. Community forum
B. Assignment rules

C. Web chat
D. Case routing
E. Knowledge base

Ef#: C
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