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With rigorous analysis and summary of Service-Con-201 exam, we have made the learning content easy to grasp and simplified
some parts that beyond candidates’ understanding. In addition, we add diagrams and examples to display an explanation in order to
make the interface more intuitive. Our Service-Con-201 Exam Questions will ease your pressure of learning, using less Q&A to
convey more important information, thus giving you the top-notch using experience. With our Service-Con-201 practice engine, you
will have the most relaxed learning period with the best pass percentage.

Salesforce Service-Con-201 Exam Syllabus Topics:

Topic Details

Topic 1
Case Management: This domain covers designing end-to-end case management solutions, implementing
case deflection strategies, configuring entitlements, milestones, SLAs, and understanding Service Cloud
automation capabilities.

Topic 2
Intake and Interaction Channels: This domain addresses designing intake channels, recommending
interaction channels, understanding configuration best practices, and implementing AI agents and agentic
service capabilities.

Topic 3
Implementation Strategies: This domain focuses on consulting engagement participation, deployment and
training recommendations, and considerations for data migration, quality, governance, and large data
volumes.

Topic 4
Integrations: This domain covers integration use cases and considerations for connecting Service Cloud
with third-party solutions and external data sources.

Topic 5
Industry Knowledge: This domain covers understanding Contact Center metrics, KPIs, and assessing
risks, benefits, and business challenges for client outcomes.
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full refund. So there is nothing to worry about, just buy our Service-Con-201 exam questions.

Salesforce Certified Service Cloud Consultant Sample Questions (Q291-
Q296):
NEW QUESTION # 291 
Using the Lightning Service Console, how can a contact center manager see which service reps are currently available to accept new
cases?

A. Omni-Channel Supervisor tab
B. Omni-Channel Utility component
C. Omni-Channel Analytics

Answer: A

Explanation:
The Omni-Channel Supervisor tab provides real-time visibility into agent presence, capacity, and workload within the Lightning
Service Console. Managers can view which agents are available, their online duration, and how many work items they are handling.
This tool is essential for real-time workforce management and case distribution visibility.
Option A (Omni-Channel Utility) is for agents to manage their own status, not for managerial monitoring.
Option B (Omni-Channel Analytics) offers historical insights, not live agent availability.
Referenced Salesforce Materials:
Service Cloud Consultant Exam Guide - Interaction Channels Domain.
Salesforce Help: "Monitor Agents in Real Time with the Omni-Channel Supervisor Tab".
Salesforce Winter '23 Release Notes - Omni-Supervisor Enhancements.

NEW QUESTION # 292 
Cloud Kicks (CK) often needs to seek assistance within its organization to resolve cases with its customers. Sometimes, CK needs
partners to engage as well. CK wants a solution that is the most effective for case communication while documenting the
conversation history.
Which feature should the consultant recommend to meet the requirement?

A. Send Email Quick Action to loop in the stakeholders.
B. Use child Cases to interact with the partner.
C. Use Slack for Service for Case Swarming.

Answer: C

Explanation:
For Cloud Kicks to effectively collaborate within the organization and with partners on resolving cases, using Slack for Service for
Case Swarming is recommended. This solution facilitates real-time communication and collaboration, bringing together the necessary
stakeholders and documenting the conversation history within the context of each case, enhancing problem-solving and case
resolution processes.

NEW QUESTION # 293 
Universal Containers (UC) has a service-level agreement (SLA) with customers that requires an agent to take ownership of and
respond to incoming cases within 2 hours of case creation.
Which best practice will help UC meet its SLA?

A. Use Flow Builder to assign a task to all members of a queue if a case remains unassigned to any agent within 1 hour.
B. Use case auto-response rules to send an email to support managers within 1 hour of case creation.
C. Assign cases to queues and use Escalation Rules to escalate cases that remain unassigned to an agent within 1 hour.

Answer: C

Explanation:
To meet the SLA of responding to incoming cases within 2 hours, assigning cases to queues and using Escalation Rules to escalate
unassigned cases within 1 hour is the best practice. This approach ensures that cases are promptly assigned to the appropriate
agents, and escalation rules help to prioritize and alert agents or managers to cases at risk of breaching the SLA, facilitating timely



responses.

NEW QUESTION # 294 
Universal Containers wants to migrate articles from its in-house database as part of a new Lightning Knowledge implementation.
Which factor should a consultant consider as part of the migration strategy?

A. Ensure that each existing article type has a matching article record type.
B. Convert any articles containing HTML into plain text before importing.
C. Use a .csv file to migrate all article types at once.

Answer: A

Explanation:
In Lightning Knowledge, each migrated legacy article type must map to a corresponding record type in Salesforce Knowledge.
Record types define article layout, permissions, and categorization-essential for maintaining data integrity and content structure after
migration.
Option A is incorrect because article data is typically migrated in stages, not all at once, to ensure mapping accuracy.
Option C is incorrect because HTML content is supported in Knowledge; converting it to plain text would remove formatting and
valuable content structure.
Referenced Salesforce Materials:
Service Cloud Consultant Exam Guide - Knowledge Management Domain.
Salesforce Help: "Migrate to Lightning Knowledge Using Record Types."
Salesforce Knowledge Implementation Guide - Article Migration Best Practices.

NEW QUESTION # 295 
Universal Containers wants to let its customers interact in real time with support agents from their computers and mobile devices.
Which feature should a consultant recommend to meet this requirement?

A. Service Cloud Voice
B. Digital Engagement
C. Einstein Chat Bot

Answer: B

Explanation:
Salesforce Digital Engagement enables real-time customer interactions across various digital channels, including web chat, SMS,
WhatsApp, Facebook Messenger, and more. This feature allows support agents to communicate with customers seamlessly,
whether they're using computers or mobile devices.
Key Features:
Omnichannel Support:Integrates multiple communication channels into a unified platform, ensuring consistent customer experiences.
Real-Time Communication:Facilitates immediate interactions between customers and support agents, enhancing responsiveness.
AI-Powered Chatbots:Utilizes Einstein Bots to handle routine inquiries, freeing up agents for more complex issues.
Unified Agent Console:Provides agents with a consolidated view of customer interactions across all channels, improving efficiency.
By implementing Digital Engagement, Universal Containers can meet its goal of providing real-time support to customers on their
preferred devices and platforms.
Reference:
https://www.salesforce.com/service/digital-customer-engagement-platform/software/Salesforce+3Salesforce+3Salesforce+3
https://help.salesforce.com/s/articleView?id=sales.sales_core_digital_engagment.htm&language=en_US&type=5Salesforce

NEW QUESTION # 296
......

Nowadays, having knowledge of the Service-Con-201 study braindumps become widespread, if you grasp solid technological
knowledge, you are sure to get a well-paid job and be promoted in a short time. According to our survey, those who have passed
the exam with our Service-Con-201 test guide convincingly demonstrate their abilities of high quality, raise their professional profile,
expand their network and impress prospective employers. Most of them give us feedback that they have learned a lot from our
Service-Con-201 Exam Guide and think it has a lifelong benefit. They have more competitiveness among fellow workers and are
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easier to be appreciated by their boss.
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