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H #82
The support manager at Universal Containers wants to measure first-call resolution by channel, agent, and calendar month.

‘Which reporting solution should the consultant recommend?

¢ A Create a reporting snapshot.
¢ B. Create a joined report.
e C. Create a report using Grouping,

Ef#: B

HM #83

Universal Containers has completed development and testing of its Service Cloud implementation and plans to migrate finctionality
from the sandbox environment to the production environment.

‘What should be used for migration functionality?

A. Mass Transfer Records, change sets, and Visual Studio Code
B. Data loader, change sets, and Force.com Excel Connector

C. Visual Workflow, data loader, and Force.com IDE

D. Visual Studio Code and change sets

IEf#: D

E #84

A recent analysis of cases at Cloud Kicks (CK) revealed a high percentage of simple cases, such as password resets and order
inquiries. CK wants to provide customer self-service via web, SMS, Facebook Messenger, and WhatsApp.

‘What should the consultant recommend to handle the new cases?

e A. Implement Skills-Based Routing,
¢ B. Implement Case Swarming,
e C. Implement Einstein Bots.

IEf: C

AR :

For handling a high volume of sinple cases such as password resets and order inquiries across multiple channels, implementing
Einstein Bots is recommended. Bots can automate responses to these common inquiries, providing self-service options for customers
and reducing the case load on human agents.

HH #85

Universal Containers (UC) has regional contact centers around the world. UC has implemented Service Cloud with the organization
wide default for Cases set to Private. The UC role hierarchy is set up by region. Support managers want to see support metrics for
their region by default. UC needs a scalable solution.

Which strategy should a consultant recommend?
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¢ A Create a dashboard using Reporting Snapshots.
¢ B. Create a dashboard for each support manager.
¢ (. Create a Dynamic Dashboard.

IEf#: C

M #86

A consultant has been asked to advise Cloud Kicks (CK) on how to manage 5 years of case data so it is available to customers
upon request.

Which feature will help CK users archive and access the case information from an External Object?

¢ A Salesforce Case History Object
e B. Salesforce connect
e (. Salesforce Big Object

IEf#: B
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