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M #138

Cloud Kicks (CK) provides product support based on Service Contracts. A customer's Service Contract includes the same Service
Level Agreement (SLA) for both Cases and Work Orders. CK would like an efficient method to manage the setup.

What is the recommended configuration to meet the requirements?

e A Create a single entitlement process on both the Case and the Work Order.
¢ B. Create separate entitlement processes for the Case and Work Order.
e (. Create a Flow to assign the entitlement process to the Work Order.
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‘When both Cases and Work Orders share the same Service Level Agreement (SLA), Salesforce best practice is to create a single
entitlement process and apply it to both objects. This ensures consistency, reduces maintenance, and simplifies SLA tracking.

The entitlement process can be configured once and then linked via Entitlerment Templates or autormation for both record types.
Option B (Flow) adds unnecessary complexity if both objects share identical milestones.

Option C (separate processes) would create redundant configurations for the same SLA terms.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Case Management Domain.

Salesforce Help: "Use Entitlement Processes with Cases and Work Orders." Salesforce Field Service and Service Cloud Integration
Guide - Shared Entitlerents Best Practices.

H #139
Universal Containers (UC) wants to improve case management by assigning cases to agents based on their relevant product

specialization. UC also wants to automatically assign agents to the next case to evenly distribute the case workload.

e A. Use Most Cases Closed report.
¢ B. Use the agents' Presence Status.
e (. Use the Most Available routing model.

Ef#: C

A -

The Most Available routing model in Onni- Channel automatically assigns the next case to the agent with the most remaining
capacity, ensuring fair and even workload distribution. It can be combined with skills-based routing so that only agents with the
appropriate product specialization receive the case.

Option B (Presence Status) only defines whether an agent is available but doesn't control assignment logic.

Option C (report) is a performance tracking tool, not a routing mechanism

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Interaction Channels Domain.

Salesforce Help: "Configure Routing Models in Omni-Channel."

Salesforce Winter '23 Release Notes - Skills-Based Routing Enhancements.

R #140

Cloud Kicks has hired a Service Cloud Consultant to build out its reports. The consultant is having trouble locating the "Accounts
with Entitlements with Contacts" and "Service Contracts with Contract Line Items" custom report types.

‘What should the consultant do to troubleshoot?

e A Verify that Historical Trend Reporting is enabled.
e B. Verify that entitlement management is enabled.
e C. Verify that Salesforce Knowledge is enabled.

IEf#: B

AR

The report types "Accounts with Entitlements with Contacts" and "Service Contracts with Contract Line Items" are only available
when Entitlerment Managemment is enabled in the org,

These report types are used to analyze service contracts, entitlements, and related customer data-key elements of Entitlement
Management in Service Cloud.

Ifthis feature is disabled, related objects and reports are hidden.

Option A (Salesforce Knowledge) and Option C (Historical Trend Reporting) are unrelated to entitlement or contract-based report
types.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Integration and Data Management Domain.

Salesforce Help: "Enable Entitlement Management and Access Report Types".

Salesforce Winter '23 Release Notes - Entitlement Management Enhancements.



2R #141

Universal Containers (UC) recently expanded sales to Mexico and Canada. UC wants OmniChannel to route cases to agents who
speak the custormer’s preferred language and have the right knowledge to solve the issue.

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

¢ A. Configure Case Assignment rule and Onmi-Channel Supervisor.
¢ B. Configure Omni-Channel Skills-based Routing.
¢ C. Configure Omni-Channel Queue-Based Routing.

IEf#: B

TR

To meet the requirement of routing cases based on language proficiency and knowledge area, Omni-Channel Skills-based Routing is
the best solution. Skills-based routing allows cases to be directed to agents who possess the specific skills required to handle the
case, such as language fluency and product expertise, ensuring efficient and effective case resolution.

HA #142

Cloud Kicks provides support for their customers 24 hours a day. The Service Managers at Cloud Kicks would like to have a
report that shows the average nuimber of days cases stay open. The Service Cloud Consultant has created a report using the
standard Age field, but this is not correctly showing the age for open cases.

‘What should the consultant do to resolve this?

e A Create a report snapshot of number of open cases per day.
¢ B. Enable Business Hours Age in Setup and add the field to the report.
e C. Create a custom formula field to calculate the case age.

Ef#: B

R -

The standard Case Age field calculates the difference between the case creation date and the current date in calendar days. This
does not accurately reflect working hours, especially for 24/7 or business-hours-based support operations.

Salesforce provides a Business Hours Age feature that calculates case duration based on defined business hours, taking into account
working time, holidays, and time zones. Enabling Business Hours Age ensures that reports show a true representation of how long
cases remain open under the organization's operational hours.

Creating a custom formula (Option A) could produce inconsistent results due to time zone and holiday differences. A report
snapshot (Option B) provides historical trends but doesn't dynamically calculate active case age.

Referenced Salesforce Materials:

Salesforce Service Cloud Consultant Exam Guide - Contact Center Analytics Domain (accurate reporting using business hours and
age calculations).

Salesforce Help: "Enable Case Age in Business Hours" (explains how to enable and report on Business Hours Age).

Salesforce Winter '23 Release Notes - Service Cloud Enhancements (mentions improvements to business hours-based case

tracking).
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