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FE LLEL
¢ Integrations: This domain covers integration use cases and considerations for connecting Service Cloud
F&E 1 with third-party solutions and external data sources.
¢ Inplementation Strategies: This domain focuses on consulting engagement participation, deployment and
D training recommendations, and considerations for data migration, quality, governance, and large data
volurres.
¢ Knowledge Management: This domain covers Knowledge article lifecycle, Knowledge Centered Service
FRE3 methodology, and configuring Salesforce Knowledge for agent support and self-service processes.
¢ Service Cloud Solution Design: This domain involves designing solutions that balance capabilities,
L4 limitations, and trade-offs for service reps and customers while meeting data security and compliance
requirenments.
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Cloud Kicks (CK) uses Lightning Knowledge and has set up Data Categories. CK uses Data Category Visiility to control access
based on products and geographic location. The admin plans to enable "Use standard Salesforce sharing' in Sharing Settings under
Knowledge Settings.

‘Which consideration should the admin be aware of when making this change?

¢ A Data Categories no longer control access to articles.
¢ B. Data Category Visiility of All Categories provides Public Read-Only access.
¢ (. Data Category Visibility of Custom overrides organization-wide default sharing access.

ER: A

R RE RS A :

Upon enabling 'Use standard Salesforce sharing’ in Knowledge Settings, it's crucial to understand that Data Category Visibility will
no longer control access to articles. Instead, standard Salesforce sharing rules and permissions will govern article access, making it
important to carefully configure these settings to mamntain the desired level of access control and visibility based on the organization's
requirements.
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R #261

Cloud Kicks (CK) recently implemented Knowledge-Centered Support (KCS) to improve the expertise of its agents. The pilot
focused on creating articles for the most common support topics. After the pilot, customer satisfaction has improved and average call
time has decreased. To continue improving support key performance indicators (KPIs), CK wants to know where to focus its
efforts next.

‘What should a consultant recommend that CK do next?

e A. Use the Search Activity Gaps dashboard component.
e B. Detach articles from cases to reset statistics.
e C. Allow agents to create and publish articles independently.

BER: A

it REES B -

To continue improving support KPIs after implementing Knowledge-Centered Support (KCS), utilizing the Search Activity Gaps
dashboard component is recommended. This tool helps identify topics for which customers are searching but not finding satisfactory
answers, guiding CK's efforts in creating new or updating existing articles to address these gaps and further enhance customer
satisfaction and support efficiency.

R RE #262

Cloud Kicks uses Onmmi-Channel to route cases to service reps based on location. At times, certain locations are over capacity while
other locations have available capacity. Managers would like the ability to respond to these situations.

‘What should a consultant recommend as a solution?

¢ A. Use Omni-Channel Skills-Based Routing to expedite case resolution.
¢ B. Use Ommi Supervisor to change reps' queues.
¢ C. Configure an Overflow Assignee in Omni-Channel Routing,

ZX: B

fE AR A«

Omni-Supervisor allows service managers to monitor agent workload, queue utilization, and routing capacity in real time. Using
Onmi- Supervisor, managers can manually reassign work, adjust queue capacity, or redirect cases to other agents or queues when
one location is over capacity.

This aligns with the Interaction Channels domain of the Service Cloud Consultant Guide, which highlights Omni- Supervisor as the
recommended tool for real-time load balancing and operational adjustments.

Option A (Skills-Based Routing) improves matching efficiency but doesn't allow dynamic response to live capacity issues.

Option B (Overflow Assignee) routes unassigned cases to a single fallback user, not a scalable solution for multi-location capacity
managenment.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Interaction Channels Domain (Omni-Channel and Supervisor capabilities).

Salesforce Help: "Monitor and Manage Agents with Omni-Supervisor",

Salesforce Winter '23 Release Notes - Omni-Channel Enhancements (real-time monitoring and manual reassignment).

PR #263

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.

‘Which Omni-Channel feature meets the requirements?

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

ER: C
i RE R «

To assign cases based on agents' product specialization and ensure even distribution of case workload, using Omni-Channel's "Most
Auvailable" routing model is suitable. This model assigns work based on agents' capacity and specialization, balancing the workload
among agents while ensuring cases are matched with the appropriate expertise.



PR #264

Universal Containers (UC) is coaching new service agents to improve their productivity and service quality. The agents must
understand how to intake a case, mark the required fields for product issues, how to wrap up a case, and how to escalate a case.
‘Which solution should the consultant advise that service supervisors use to meet these requirements?

¢ A Place a flow in a Flow component on the case record. Add a custom field to the flow for tracking progress. Create a
custom report type for providing the metric.

¢ B. Set up steps with flows in an Actions & Recommendations deployment. Add the component to the service agent record
page. Use Action History to spot check adherence.

¢ C. Create an Ommi-Flow for routing, Use a Screen Pop that serves a flow and the interaction record for the service agent.
Report on the Average Handle Time and CSAT.

EX: B

B REES B -

Comprehensive and Detailed

Actions & Recommendationsin Salesforce allows for the creation of guided processes for agents, ensuring consistency and
adherence to best practices. By setting up steps with flows in an Actions & Recommendations deployment, supervisors can provide
structured guidance to agents on case intake, field completion, case wrap-up, and escalation procedures. The Action History feature
enables supervisors to monitor adherence to these processes.

From Salesforce Help:

"Use the Actions & Recommendations component to walk users through mutltiple-step procedures, ensuring consistency and
adherence to best practices."

-Use the List in the Actions & Recommendations Component

This approach provides a scalable and trackable method for training and guiding new service agents.
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