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Salesforce Administer and Maintain Service Cloud Sample Questions (Q74-
Q79):

NEW QUESTION # 74

A manager would like information on the knowledge base searches conducted by customers and call center agents. Which two
metrics are useful for identifying knowledge article effectiveness?

Choose 2 answers

A. Knowledge articles created by call center agents.

B. Knowledge search query with no results.

C. Number of knowledge articles in each data category.
D. Knowledge articles with the lowest rating.

Answer: B,D

Explanation:

These two metrics are useful for identifying knowledge article effectiveness, as they indicate the gaps and weaknesses in the
knowledge base. Knowledge search query with no results shows how often customers and agents search for something that is not
covered by any article, which suggests a need for creating new content. Knowledge articles with the lowest rating shows how
satisfied customers and agents are with the quality and relevance of the existing articles, which suggests a need for improving or
updating the content. Verified Reference: Report on Salesforce Knowledge Articles and Knowledge Base Dashboards & Reports

NEW QUESTION # 75

Universal Containers (UC) is configuring a self-service page for customers to find Knowledge articles and create cases. UC has
recently requested that an Einstein Bot be placed on the page, but wants to ensure that the bot only directs cases to live agents
during normal business hours and observes holidays.

How should a consultant meet this requirement?

e A Configure the Emnstein Bot with an Action that queries for the Default Business Hours and active Holiday records and
directs the customer to a case form when agents are unavailable.

¢ B. Configure the Enstein Bot with a default message when customers log a case letting them know they should expect a
delayed response outside of business hours. hours or on holidays.

e C. Configure the Einstein Bot to direct customers to an agent except for designated holidays and instruct Omni-Channel
agents to sign off at the end of business

Answer: A

NEW QUESTION # 76

Universal Containers has implemented Knowledge-Centered Support (KCS). Specific article types and categories require approval.
Both the Publish Articles and the Submit for Approval buttons are available on page layouts. Agents are forgetting to submit certain
articles types for approval.

‘What should a consultant recommend to automate the Approval Process?

¢ A Update the Approval Process to Auto-launch.
¢ B. Create a Lightning Web Component action for Approval Process.
¢ C. Create an autolaunched Flow.

Answer: C

NEW QUESTION # 77

The support team at Cloud Kicks would like would like to implement Messaging to gather customer feedback and issues.
What are two places the messages can be routed to?

Choose 2 answers

¢ A. Chatter Group
¢ B. Call Center Agent
¢ C. Einstein Bots



e D. Web Chat
Answer: B,C

Explanation:

Einstein Bots and Call Center Agents are two places where the messages can be routed to. Einstein Bots are automated chat agents
that can handle common customer requests, such as checking order status, resetting passwords, or updating information. Call Center
Agents are human agents who can take over the conversation from Einstein Bots when more complex or personalized assistance is
needed. Verified Reference: : Einstein Bots Overview : : Call Center Agents Overview

NEW QUESTION # 78

Cloud Kicks uses Einstein Next Best Action to help service agents when working on a customer case. Multiple service agents work
on the samre case.

‘What should a consultant configure to show service agents when iterms were started, paused, resumed, and completed?

e A. Activity analytics tab
e B. Actions & Recommendations component
e (. Case History related list

Answer: B

Explanation:

To show service agents when itens were started, paused, resumed, and completed in Einstein Next Best Action, configuring the
Actions & Recommendations component is recommended. This component provides visibility into the actions taken on a case,
including the status of each action, enhancing transparency and collaboration among agents working on the same case.

NEW QUESTION # 79
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