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i RE #143

The consultant needs to specify the Inbound Flow Action in the channel

setting, in addition to selecting the flow, to use the Ommi-Channel flow for the Enhanced Bot.

During a workshop, management at a company explains that its contact

center has specific teams supporting specific accounts. Customers generally contact the company through email. The case goes to a
general queue, where the agents pick up the case manually.

Management would like available agents to receive the cases automatically so they do not pick cases. They also require that if the
case cannot be directed to the correct agent, there is a fallback option. The agent can be assigned cases from different channels and
would like this incorporated into the routing model

Which setting in Email-to-Case should a consultant recommend the

company utilize?

e A Task Settings
¢ B. Flow Settings
e (. Case Owner Settings

ER: C

fR R A -

In the scenario where management wants cases to be automatically assigned to agents without manual selection and includes a
fallback mechanism, the consultant should recommend utilizing the "Case Owner Settings" in the Email-to-Case configuration. This
feature allows the system to automatically assign incoming cases based on predefined rules and ensures that if a specific agent isn't
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available, the case can be routed to a fallback queue or another available agent. This setting integrates seamlessly into the routing
model, supporting different channels and ensuring efficient case handling,

Fi 8 #144
The customer wants to track case resolution times by product category. Which reporting and analytics requirement is most relevant?

A. Develop custom fields and reports to categorize cases by product and track resolution times per category.
B. Implement custom dashboards with visualizations of overall case volume and agent performance.

C. Configure reports with filters to break down case resolution times by agent and case priority.

D. Utilize Einstein Analytics for advanced machine learning insights into case trends and root causes.

BER: A

i RE B -

To effectively track case resolution times by product category, developing custom fields and reports specific to case categorization is
most relevant. By adding custom fields to categorize cases based on the product and configuring reports to analyze resolution times
for each category, organizations can gain insights into performance metrics segmented by product. This approach allows for more
targeted analysis and improvement of service processes related to specific product lines.

F 8 #145

The consultant should suggest UMS configure its Experience Cloud site to support the desired chat routing using the following
approach:

Pass in the User ID field as a hidden pre-chat field and check the value of that field in an Omni-Channel flow to determine the
routing destination.

The customer service manager at Universal Containers wants to implement a process to ensure cases that are not resolved in time
get brought to the attention of more experienced service agents. A consultant has proposed to implement case escalation rules for
this. Which best practice should the consultant observe when configuring case escalation rules?

e A. Put the most complex escalation Rule Entry at the end of the sort order to improve system performance.
¢ B. Create a maximum of 25 Rule Entries to make the escalation rules easy to maintain for an administrator.
e C. Create a catch-all Rule Entry at the end of the sort order so that if no other entry is met a case still gets evaluated.

ER: C

SR

‘When configuring case escalation rules to ensure timely case resolution, it's essential to include a catch-all rule entry at the end of the
sort order. This best practice ensures that all cases, regardless of their specific conditions, are evaluated for escalation. Ifa case
doesn't meet any other specific criteria set in previous rule entries, the catch-all rule provides a default action to escalate the case,
ensuring that it receives attention from more experienced service agents. This approach helps maintain service quality and ensures
that cases are not overlooked.

Reference: Salesforce Escalation Rules Best Practices

R RE #146
The customer needs flexibility for fiture modifications to workflows and processes. Which design approach promotes
maintainability?

A. Utilize external applications and extensive third-party integrations for various functionalities.

B. Leverage standard Salesforce features like Process Builder and Flow for visual workflow creation.
C. Develop complex custom code for every finctionality to achieve specific needs.

D. Design rigid workflows with limited room for future adjustments or customizations.

£%: B

fE R A -

Salesforce promotes using standard features for flexibility and ease of maintenance. Using tools like Process Builder and Flow allows
businesses to visually create, understand, and modify workflows without the need for complex code. This approach supports
maintainability as modifications can be made easily by administrative staff rather than requiring developer intervention each time,
which aligns with option "B. Leverage standard Salesforce features like Process Builder and Flow for visual workflow creation."



Reference: Salesforce Documentation on Process Builder

F =8 #147
The release plan includes automated regression testing. What is the primary benefit of this approach?

A. Ensuring existing finctionalities and integrations continue to function properly after updates.
B. All of the above, offering comprehensive validation and optimizing release efficiency.

C. Identifying new functionalities and features introduced during development.

D. Reducing manual testing efforts and streamlining the release process.

EX: B

it BB -

Automated regression testing provides multiple benefits during the release process. It helps in identifying any disruptions in existing
functionalities and integrations caused by new updates or changes, ensuring that all system components continue to operate correctly.
Additionally, it significantly reduces manual testing efforts, which streamlines the release process by accelerating validation and
deployment phases. Thus, "D. All of the above, offering comprehensive validation and optimizing release efficiency" accurately
describes the primary benefits of automated regression testing,

Reference: Salesforce Automated Testing
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