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B #269

Universal Containers' customer service technicians need to access the following information while at a customer site to complete the
service call: * Customer order history * Level of contracted support * List of replaceable parts Which system can Salesforce
mntegrate with to retrieve this information and make it available to technicians in the field?

e A. Anenterprise resource planning system

e B. A third -party mobile application platform
e (. A knowledge management system

e D. A workforce management system

EfE: A
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HA #270
A travel agency wants to offer self-service for customers, so that customers can create new travel reservations and modify existing
bookings. These tasks often require integration with external booking systems and adherence to unique business logic.

e A. Agentforce for Service Agent combined with Einstein Bots to complete specific tasks.
¢ B. Agentforce for Service Agent with custom topics and custom actions.
e (. Custom Screen Flows that walk the customer through the reservation and booking process.

IEf#: B

TR

Agentforce Service Agent can handle complex business processes involving external integrations and custom logic through custom
topics and custom actions built using Salesforce Flow, Apex, or Prompt Builder. This allows customers to perform specific, secure
actions-like creating or modifying reservations- while the Al agent maintains conversational context and business rules.

Option A is partially correct but redundant, as Agentforce already supports such task automation without requiring Enstein Bots.
Option C (Custom Screen Flows) would require the user to manually navigate a Ul flow rather than interact conversationally,
reducing self-service efficiency.

Referenced Salesforce Materials:

* Salesforce Spring '24 Release Notes - Agentforce Custom Topics and Actions Enhancerments.

* Service Cloud Consultant Exam Guide - Service Cloud Solution Design Domain.

* Salesforce Help: "Use Custom Actions and Topics in Agentforce for Service."

R #271

After migrating to Lightning Experience, users are complaining that they are unable to create a Knowledge article when closing a
case.

How should the consultant resolve this issue?

e A Informusers that the only way to create articles is from the Knowledge component.
¢ B. Enable Read/Write/Create permissions for Knowledge articles.
¢ (. Add the Manage Salesforce Knowledge permission to the user's profile.

Ef#: C

fi .-

To resolve the issue of users being unable to create Knowledge articles when closing a case after migrating to Lightning Experience,
adding the 'Manage Salesforce Knowledge' permission to the user's profile is necessary. This permission enables users to create,
edit, and publish Knowledge articles, ensuring that they can contribute to the Knowledge base directly from case records, enhancing
the support process.

R #272
Universal Containers wants to notify Support Managers when a new case have been untouched from more than two business days.
‘Which approach should a consultant implement?

A. Define case auto-response rules.

B. Estabalish case assignment rules.

C. Use Flow Builder to create a flow with scheduled path.
D. Configure case escalation rules.

IEf@E: D
e

Case escalation rules are used to automatically escalate cases based on certain criteria, such as case age, priority, status, or owner.
Escalation rules can trigger actions such as sending email notifications, assigning cases to queues or users, or changing field values.
Case escalation rules are the best approach to notify Support Managers when a new case has been untouched for more than two
business days. Verified References: Service Cloud Consultant Certification Guide & Tips, Set Up Escalation Rules



HH #273
The Service Desk at Universal Containers is considering implementing a Service Console and is considering using Lightning
Experience. Which three features are available only in Classic? Choose 3 answers

A. Quick Text

B. Keyboard Shortcuts
C. Dynamic list updates
D. Case hover

E. Multi -monitor support

IEf#: B. C. E
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