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Um fiir die Salesforce Service-Cloud-Consultant Priifing zugelassen zu werden, miissen die Kandidaten ein solides Versténdnis der
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Die Salesforce Service-Cloud-Consultant Zertifizierungspriifing ist fiir Fachleute konzipiert, die thre Kompetenz in der
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Priifungsfragen mit Losungen (Q250-Q255):

250. Frage

Universal Containers wants to automate responses to a high volume of common customer queries such as

"What's my account number?" or "I need to reset my password." They require a solution that can operate 24/7, provide natural,
conversational replies, and understand the context of the entire conversation.

‘What should the Service Cloud Consultant recommend?

e A Implement Agentforce Service Agent with standard topics like "Account Management" and associated actions.
¢ B. Implement public knowledge base in an Experience Cloud and create users for each customer.
e C. Implement generative Search Answers on a customer-facing knowledge base.

Antwort: A

Begriindung;

According to the Salesforce Service Cloud (Einstein and Agentforce capabilities) outlined i the Salesforce Spring '24 Release
Notes and the Service Cloud Consultant Exam Guide - Interaction Channels Domain, the best practice for automating natural,
conversational customer interactions is through Agentforce (previously Emstein Copilot for Service).

Agentforce Service Agent uses Al-driven conversation understanding and standard topics such as

"Account Management," "Billing," or "Password Reset", allowing customers to interact in natural language while the system retrieves
answers, performs actions, and maintains full context across multiple turns of a conversation. It operates 24/7 on digital channels
such as chat or messaging and integrates seamlessly with Service Cloud data to personalize responses.

Option B (Generative Search Answers) provides Al-generated search results from knowledge articles but lacks true conversational
context and interaction flow.

Option C (Public Knowledge Base in Experience Cloud) provides self-service information but does not enable conversational
autormation or context-aware dialogues.

Referenced Salesforce Materials:

* Salesforce Spring 24 Release Notes - Service Cloud: Agentforce Service Agent Enhancements (Introduces Al-driven
conversational agents that use generative Al to provide contextual responses).

* Service Cloud Consultant Exam Guide - Interaction Channels Domain (Covers automation options including Einstein Bots and
Agentforce for conversational customer support).

* Salesforce Documentation: Agentforce for Service Overview (Defines Agentforce as an Al assistant capable of handling natural,
multi-turn conversations 24/7).

251. Frage
what should a consultant recommend to ensure chat request contain enough infomration for customer service representatives to
effectively respond?

A. ConfigureLightningGuided Engagement
B. Customize the lightning console chat page
C. Configure a chat validation rule

D. Customize the pre chat form

Antwort: D

252. Frage
Service Console users work on dozen of cases at one time, and often need to update a case they worked on earlier in the day.
‘What configuration should a consultant recommend?

A. Keep all open in tabs.

B. Use a second Console session.
C. Add History to the Utility bar.
D. Define a custom List View.

Antwort: A

Begrindung;



Explanation

Keeping all open cases in tabs is the recommended configuration for Service Console users who work on dozens of cases at one
time, and often need to update a case they worked on earlier in the day. Tabs are a way of organizing records or components in the
Service Console so that users can easily access them without losing their place or context. Users can open muiltiple tabs for different
cases, switch between them, pin them, or close them as needed. Users can also use keyboard shortcuts, tab menus, or tab
notifications to navigate and manage their tabs more efficiently. Verified References: Service Cloud Consultant Certification Guide &
Tips, Work with Tabs in Lightning Console Apps

253. Frage
Universal Containers wants to reduce the volume of calls into their Product Support Contact Center. Which three features should a
Consultant recommend? Choose 3 answers

A. Public Knowledge
B. Macros

C. Communities

D. Chatter Questions
E. Field Service

Antwort: A,C,D

254. Frage

A business-to-consumer (B2C) company wants to decrease service costs. Currently, customers pay invoices and update their
contact information by mailing paper payslips back to the company.

What is the recommended solution to meet the requirements?

¢ A Experience Cloud with payment processing
¢ B. Einstein Bots with check processing
e C. Service Cloud Voice with Tele-pay

Antwort: A

Begrindung;

For a B2C company looking to decrease service costs and modernize how customers pay invoices and update contact information,
implementing Experience Cloud with payment processing capabilities is recommended.

This solution provides a secure, online platform where customers can manage their accounts, make payments, and update personal
information, eliminating the need for paper-based processes. This digital transformation streamlines operations, improves customer
convenience, and reduces service costs associated with manual, paper-based tasks.
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