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H #95

Universal Containers (UC) has deployed a call center using open CTI. Call center agents are organized into four groups reflecting
UC's four different product lines. Each group's manager would like a report on their agents" daily call volume, including related case
and contact nformation.

How should the consultant recommend the report be created?

A. Set up a reporting snapshot of the case, contact and activity objects.
B. Build a Summary report on Products and Activities.

C. Customize the My Teams Calls this week standard report.

D. Create a Custom Report type with activities as the primary object.

Ef#E: D

R -

Explanation

Creating a Custom Report type with activities as the primary object is the recommended way to create a report on agents' daily call
volume, including related case and contact information. A Custom Report type is a type of report that allows you to select the
objects and fields that you want to report on, as well as define the relationships between the objects. By selecting activities as the
primary object, you can report on the calls that agents have made or received, as well as filter them by date, duration, or status. By
selecting case and contact as related objects, you can report on the details of the cases and contacts that are associated with the
calls, such as case number, case owner, contact name, or contact phone number. Verified References: Service Cloud Consultant
Certification Guide & Tips, Create Custom Report Types

B #96
What is a benefit of a quality monitoring system? Choose 2 answers

A. Teach new agents how to handle difficult situations

B. Capture mappropriate word usage and generate reports

C. Lower the average speed of answer (ASA)

D. Enforce a consistent standard of service for customer interaction

IEfE: B. D

H #97

Universal Containers wants to monitor custormers' social media reactions and opinions. Agents also want to see recent cases that the
customer as logged.

What feature should a consultant recommend to meet this requirement?

A. Social Conversation Component
B. Omni-Channel

C. Custom Lightning Component
D. AppExchange solution

IEf#: A

R #98

Universal Containers wants Service Console users to be able to view and update product usage data that is stored in an external
system

Which two features should a consultant recommend to provide this functionality?

Choose 2 answers



A. Middle-tier integration
B. Salesforce Connect
C. External Objects

D. Custom Objects

Eﬁ: B\ C

R

Salesforce Connect and External Objects are two features that can provide Service Console users with the ability to view and
update product usage data that is stored in an external system. Salesforce Connect allows users to access data from external sources
in real time without copying or syncing the data. External Objects are custom objects that map to data stored outside Salesforce.
Verified References: :

https:/help.salesforce.conys/article View?id=sf.external object considerations.htm&type=>5 :

https:/help.salesforce.conys/article View?id=sf.connect. htm&type=5 :

httpsy/help.salesforce.conys/article View?id=sf.external object define.htm&type=5

HM #99

Universal Containers has recently implemented an Experience Cloud site to allow its customers to create and update their cases
online. Customers should only be able to access the cases where they are listed as the contact, including cases created by the
support team on their behalf.

‘What should a consultant recommend to meet the requirement?

e A. A sharing rule to ensure record access is granted based on the Experience Cloud site user role hierarchy
¢ B. An organization-wide default of Public Read/Write on the Case object
e C. A sharing set to grant the Experience Cloud site user access to records associated to their Contact record

EM: C
W

Using a sharing set is the most appropriate solution to ensure Experience Cloud site users can access only the cases where they are
listed as the contact. This configuration aligns with Salesforce's security model, providing record access based on the user's
relationship to the case via their Contact record, ensuring data visibility is restricted appropriately.

B #100
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