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(Q49-Q54):

HM #49
Youneed to share Contact Center metrics with external stakeholders. Which feature facilitates secure and controlled data sharing?

e A Exporting reports and dashboards for external access via email or file sharing platforns.
e B. Salesforce Sharing Settings granting specific access levels to external users for relevant dashboards and reports.
e (. Custom Apex development for building secure data sharing portals with granular access controls.


https://www.topexam.jp/AP-226_shiken.html
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¢ D. All of the above, depending on the security requirements, desired level of control, and complexity of data access needs.
EE: D

R -

Sharing Contact Center metrics with external stakeholders can be managed through various Salesforce features, depending on the
specifics of the requirement. Exporting reports and dashboards provides a straightforward method of sharing data. Salesforce
Sharing Settings allow for controlled access to specific dashboards and reports. Custom Apex development can create highly secure
data sharing portals tailored to precise needs. Therefore, "D. All of the above, depending on the security requirements, desired level
of control, and complexity of data access needs" is the best answer, offering flexibility and security in data sharing.

Reference: Salesforce Data Sharing and Security

HM #50

While the stakeholders might not be familiar with the term "Continuous Integration," outlining its benefits in terns of improved quality,
efficiency, and reduced risk can easily convince them of its value for the Contact Center project. Here are some specific points to
highlight Ursa Major Solar wants a consultant to design a solution that will blow its customers take detailed questions about a
product's finctionality. The customer should be able subject-matter experts and interact with I'T support through available channels
m real time.

Which feature should the consultant use to accomplish this?

¢ A Experience Site
¢ B. Mass Email
e C. Public Groups

Ef: A

fERL:

For Ursa Major Solar's requirement to enable customers to ask detailed questions about product finctionality and interact with
subject-matter experts in real time, the consultant should recommend the use of an Experience Site. Experience Sites, built using
Salesforce Experience Cloud, allow organizations to create branded, feature-rich commumities and portals for customer interaction.
These sites can facilitate direct commumication channels between customers and experts, provide access to knowledge articles, and
offer real-time support finctionalities. This feature will enable customers to engage interactively and receive the information they need
efficiently.

Reference: https:/help.salesforce.convs/article View?id=sfnetworks_overview.htm

B #51

The customer wants to measure the effectiveness of self-service options. Which metrics would be most relevant?

¢ A. Analyze average resolution times for cases initiated through self-service versus traditional channels.
e B. Track the number of cases deflected by self-service compared to the total case volume.

e C. Al ofthe above, providing a comprehensive view of self-service effectiveness and user experience.
¢ D. Monitor customer satisfaction surveys completed after using self-service options.

EfE: C

R :

Measuring the effectiveness of self-service options effectively mvolves tracking muiltiple metrics: the number of cases deflected by
self-service tools, customer satisfaction ratings after using these options, and comparing resolution times between self-service and
traditional support channels. This combination of metrics provides a holistic view of how well self-service options are meeting
customer needs and where improvements might be necessary to enhance efficiency and user satisfaction.

HH #52
The customer requests ongoing support and maintenance after the rollout. Which element should be included in the plan?

e A FEstablishing a support channel for reporting issues and troubleshooting technical problemns.
¢ B. Providing regular systemupdates and patches to address bugs and improve performance.
e C. Conducting periodic user training sessions to familiarize users with new features and updates.



IEf: C

R :

To ensure effective ongoing support and maintenance after the rollout of a Salesforce project, all the elements listed are essential: A.
Establishing a support channel is crucial for a responsive troubleshooting and issue-reporting mechanism B. Regular system updates
and patches are necessary to maintain system health and performance, ensuring that bugs are fixed and improvements are
implemented regularly. C. Periodic user training sessions help users stay up-to-date with new features and updates, which is essential
for maximizing the adoption and utility of the system

Collectively, these elements create a robust support structure that facilitates continuous improvement and user engagement.
Salesforce offers guidance on establishing these elements in their best practices for system maintenance and user training.

More about ongoing support and maintenance best practices can be found here:

https://admin.salesforce.cony

HM #53
The company desires to monitor its adherence to service level agreements (SLAs). Which KPI is crucial for this purpose?

e A. Average Time to Answer (ATA)
¢ B. Case Backlog Volume

e C. Number of Overdue Cases

e D. SLA Adherence Rate

Ef#: D

fEEHL:

The SLA Adherence Rate is crucial for monitoring adherence to service level agreements (SLAs). This KPI measures the
percentage of cases or inquiries resolved within the timeframes stipulated in the SLAs, providing a direct indicator of the contact
center's compliance with agreed service standards. High SLA adherence rates indicate effective management and operational
efficiency, essential for maintaining customer satisfaction and trust.
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