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WE =48
A company wanis to publish Knowledge articles to its Customer Community, The articles should be
organized for easy navigation by Community members. What sheuld a Consultant recemmend?

= A, Defing Topics for each Knowledge article,

« B. Define Data Cateqories with Custom Visibiity,

= . Dafine Article Types with Public Sharing Settings,
» [x, Define a Custom Fleld to identify the Subject.

EMIA

HE =49

The Service Desk at Universal Contalners (s constdening implementing a Service Console and is
considering using Lightning Experience. Which thres features are available only in Classic? Choose
3 answers

o A Multi -monitor support
= B, Keyt i
o £ Quick Text

= I), Dynamic fist updatles
= E, Case hover

EMIAIBID

WE e 50
Universal Cantainess parchased Knowledge and would ke to implement it as soon a3 possibde, What
appreach should a consultant recommend?

= A, Create a Knowledge Yisualforee compenent on the case detail page,

« B. Activate knowledge One within the Salesforce Consola for Service

= . Create a Knowledge Visualforee component within the Salesforce Consobe for Service,

» Ix, Activate Keowledge One an the case detall page.

IE#IB
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HH #131

Universal containers wants to provide its 20 million customers with a portal where they can:

- Submit inquiries,

- Monitor the status of those inquiries,

- View their contact information.

To meet these requirements, which type of portal license would be most appropriate for the customers?

A. Sites
B. Customer Community
C. Partner Community

D. Employee Community
Ef#: B

R #132
universal containers wants to schedule technicians for repair services when an agent is unable to solve customer problem via call
center

¢ A. Mobile connect
e B. Contact Requests
e C. Omni channel

e D. field service

IEf#: D

fi .-

Explanation

Field Service is the functionality that a consultant should recommend to schedule technicians for repair services when an agent is
unable to solve a customer problem via call center. Field Service is a product that allows you to manage your mobile workforce and
deliver onstte service to your custorrers. Field Service can be used to create work orders, schedule appointments, dispatch
technicians, track service delivery, and optimize routes. Field Service can also be integrated with other Service Cloud features, such
as cases, entitlements, knowledge, or chat. Verified References: [Service Cloud Consultant Certification Guide & Tips], Field
Service Overview

M #133

After migrating from Knowledge to Lightning Knowledge, Authors are unable to create FAQ article type, but can successfilly create
Install Notes articles type. Support Managers have confirmed that articles of types FAQ exist in Production.

How should a consultant correct this problem

A. Set article Org Wide Default to Public ReadWrite.
B. Grant Authors access to the FAQ article type.

C. Grant Authors access to the FaQ record type

D. Add Authors to the FaQ Data Category.

IEf: C


https://www.xhs1991.com/CRT-261.html

After migrating from Knowledge to Lightning Knowledge, Authors need to have access to the record types associated with the
article types they want to create. Granting Authors access to the FAQ record type will allow them to create FAQ articles in
Lightning Knowledge. Verified References: : httpsz//help.salesforce.com
/s/articleView?id=sfknowledge lightning migration. htm&type=>5 : https://help.salesforce.convs/article View?

id=sfknowledge lightning migration record_types.htm&type=5

HH #134
‘Which support channel requires the smallest amount of agent work time?

A. Chat

B. Web to case

C. Emnil to case

D. Web self service

Ef#: D

HM #135

Universal Containers analyzes key performance indicators (KPIs) and discovers that customer satisfaction is decreasing. The
company attributes the decrease in customer satisfaction to a low first-call resolution rate. What can be done to improve the first call
resolution rate? Choose 2 answers.

A. Train support agents

B. Hire additional support agents

C. Reduce the cost per call

D. Align agent performance goals with KPIs

Ef#: A. D

B #136
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