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Salesforce Contact Center Accredited Professional AP-226 Priifungsfragen
mit Losungen (Q150-Q155):

150. Frage
The release management plan needs to be adaptable to unforeseen changes or challenges. Which element facilitates flexibility and
responsiveness?

A. Detailed and rigid schedule with no room for modifications or adjustments.

B. Regular risk assessments and contingency plans for potential challenges and roadblocks.
C. Clearly defined communication channels and escalation procedures for unforeseen issues.
D. A collaborative work environment and open comnmunication among stakeholders.

Antwort: D

Begrindung;

Flexibility and responsiveness in a release management plan are critical for adapting to unforeseen changes and challenges. This
requires not just detailed plans, but also the infrastructure to adapt such as clear commumication channels, regular risk assessments,
and a collaborative work environment. "D. A collaborative work environment and open communication among stakeholders"
facilitates this adaptability by ensuring that all parties are engaged and can respond quickly to any necessary changes or adjustments.
Reference: Salesforce Change Management

151. Frage
The scope includes integration with legacy systems. Which factor should be carefully considered in the release plan?

A. Potential data migration challenges and ensuring data integrity during integration.

B. All of the above, requiring careful planning and consideration for potential complexities.
C. The availability and responsiveness of IT tearrs responsible for legacy systemns.

D. Development of custom Apex code for data exchange with legacy systemns.

Antwort: B

Begrindung;

When integrating with legacy systems, several factors must be carefully considered in the release plan:

A: Development of custom Apex code for data exchange may be required to ensure compatibility and finctionality.

B: Potential data migration challenges must be managed to maintain data integrity.

C: The availability and responsiveness of IT teams responsible for legacy systens are crucial to address any integration issues
promptly.

Considering all these factors is essential to mitigate risks and ensure a successful integration with minimal disruption.

152. Frage
Where should the consultant point the agent to access the all transcript?

e A Caller Contact record in Salesforce

¢ B. conversation Component in Service Console
e C. Amazon Connect Dashboard

Antwort: B

Begrindung;

To access the call transcripts configured in Amazon Connect, the consultant should direct agents to the Conversation Component in
the Service Console. This component integrates commumnications from Amazon Connect, displaying real-time and historical
mteraction data, including call transcripts. The Conversation Component allows agents to access and review detailed call transcripts
within the familiar Salesforce environment, facilitating better custorer service and follow-up actions.

Reference: httpsz/help.salesforce.conys/article View?id=sf voice_mtegration amazon.htm

153. Frage
You need to deploy a new case routing algorithm based on Al. Which deployment process provides the safest and most controlled



approach?

A. Full sandbox deployment for comprehensive testing before migrating to production.

B. Pilot deployment involving a small user group for testing and feedback before broader rollout.
C. All of the above, depending on the complexity and potential impact of the new algorithm.

D. Production deployment directly to all users simultaneously, with immediate effect.

Antwort: B

Begrindung;

Deploying a new case routing algorithm based on Al is best approached using a pilot deployment. This method involves testing the
new algorithm with a small group of users to collect feedback and assess performance in a controlled environment. This approach
allows for identifying potential issues and making necessary adjustments before a full-scale rollout, thus reducing risk and ensuring the
algorithm perforns as intended when implemented broadly.

154. Frage
The customer needs a single view of customer interactions across all channels. Which functionality best addresses this?

A. Omni-Channel Routing
B. Customer Community
C. Case Management

D. Einstein Bots

Antwort: C

Begrindung;

Case Management functionality in Salesforce is designed to provide a holistic view of customer interactions across all channels. It
allows agents to manage and access all customer case information and interactions in one place, ensuring a seamless customer
service experience. Therefore, "B. Case Management" is the most appropriate functionality to achieve a single view of customer
nteractions across various commumication channels.

Reference: Salesforce Case Management
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