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H #170

Universal Container's customrers like speaking to a live support agent on complex product issues. This causes a heavy amount of
phone calls and customers complain about the hold time.

What finctionality should the consultant recommend implementing to resolve this issue?

A. Contact Requests
B. Embedded Chat Window

C. Social Custoner Service
D. Open CT1

Ef#: B

=R #1711

Universal Containers wants to reduce the clicks a customer support agent uses when working on a case. This includes the time it
takes to create, resolve, and close the case.

Which Salesforce productivity feature should a consultant use to accomplish this requirement?

¢ A, Quick action
e B. Macros
e C.Flow

IEf#: B

fi .-

Macros in Salesforce allow users to automate repetitive tasks with a single click, such as creating, updating, and closing cases.
Implementing macros can significantly reduce the number of clicks and time customer support agents spend on routine case
management tasks, enhancing productivity and allowing them to focus more on resolving customer issues.

H #172

Universal Containers (UC) has hired a consulting firm to implement Service Cloud for its contact center for the first time. The project
requires quick iterations and speedy completion. UC has requested frequent updates from the project team for check-ins and
refinement.

‘Which methodology should the consultant recommend given the requirements?

e A Agile
¢ B. Hybrid
e C. Waterfall

IEf#E: A

HM#173
Universal Containers is planning to provide different levels of support to customers in order to ensure its Agents are working within

the confines of the Service Level Agreement. Which feature should the Consultant consider?

e A Omni-Channel
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e B. Case Escalation
e (. Case Milestones
e D. Entitlements

IEf#: D

R -

Entitlerments are units of customer support in Salesforce, such as phone support or web support. They allow you to define different
levels of support for different customers and ensure that agents are working within the service level agreement (SLA). You can use
entitlements to track service contracts, create service level agreements, and verify custorer eligibility for support. Verified
Reference: [Salesforce Help: Entitlement Management]

H #174

Universal Containers (UC) provides customer support for two separate business groups. UC requires that cases for each business
group have different support processes and fields.

Which feature should a consultant implement to meet the requirement?

e A. Ommi-Channel
¢ B. Record Types

¢ C. Dynamic Forms
E&: B
A -

To accommodate different support processes and fields for two separate business groups at Universal Containers (UC),
implementing Record Types is the appropriate solution. Record Types enable UC to define different sets of picklist values, page
layouts, and processes for each business group's cases. This allows for customization of the user interface and the data model to
reflect the specific requirements of each group, ensuring that agents have access to the relevant fields and follow the correct process
when managing cases. This customization enhances the efficiency and effectiveness of case management by aligning it with the distinct
needs of each business group.
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