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A B RE (Q182-Q187):
B #182

A recent work task analysis for a service center revealed that service agents perform the same steps when closing a case and
sending a survey through email. These steps take around 1 minute per case. With millions of cases closed each year, it is important
to improve the efficiency of this operation.

What is a recommended Service Cloud feature that improves the process?

e A. Macros
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e B. Quick text
e C. Global Quick Action

EfE: A

R -

Macros in Service Cloud are a powerful feature designed to improve operational efficiency by automating repetitive tasks. In the
context of a service center where agents perform the same steps when closing a case and sending a survey through email, Macros
can significantly reduce the time spent per case. By recording a series of actions, such as updating case fields, sending templated
emails, and marking cases as closed, Macros allow agents to execute these steps with a single click. This autormation not only
streamlines the process, saving valuable time with each case but also ensures consistency in how cases are closed and surveys are
sent, enhancing the overall customer service experience.

HM #183

Universal Containers' support management team has noticed an increase in wait times over the last several months when customers
call in for support. Which two recommendations should a Consultant suggest to help decrease customer wait times? Choose 2
answers

A. Set up a Salesforce Customer Community that will allow customers to create cases online.

B. Create reports to analyze call data in order to understand peak times and ensure adequate staffing.
C. Set up analytical snapshots to capture key case mformation and create historical trending reports.
D. Create a case escalation rules to route high-priority cases directly to supervisors for resolution.

Ef#: A. B

ER #184

UC's service center needs to provide support for a new product line. The product manager would like to be notified whenever a
customer reports a new defect. Which solution should a consultant recommend to meet this requirement?

(choose 1 answer)

A. Use an assignment rule to assign new cases to the product manager
B. Use aworkflow rule to send an email to the product manager

C. Use an escalation rule to move cases into the product manager queue
D. Use Chatter case feed and case teanms to monitor cases

IEf#: B

H #185

The Service Manager at universal Containers manages three teams. Each team provides support for the
specific product. Agents have concerns about seeing search results for other products when searching the
knowledge base. The service manager originally provided the teams with full access to the articles.
Which solution will ensure each team sees only the relevant article type for their product?

e A Create a page layout for each article type and assign them to each team based on their product
specialization

e B. Create an article action for each record type and assign them to each team based on their product
specialization

e C. Create a permission set for each record type and assign themto each team based on their product
specialization

e D. Create a data category for each product and assign them to each team bases on their product
specialization

IEf#: D

R #186
One business unit at Universal Containers has been using Service Cloud for several years. While migrating



another business unit to the platform, a System Administrator incorrectly imported 200,000 case records,
which created significant data corruption of existing records. The most recent data backup available is more
than 90 days old. Which option should the Consultant recommend?

A. Log a Data Recovery case with Salesforce Support.
B. Use Data Loader to delete the corrupt data.

C. Manually update the corrupt data to correct it.

D. Restore the data using the available backup.

EfE: A
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