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A B RE (Q228-Q233):

H #228
Universal Containers knows it will be adding new Cases at a rate of 4-6 million per year and wants to maintain performance over

time. Which two recommended techniques should be utilized? Choose 2 answers

A. Ask contact center managers to review data each quarter to possibly delete.
B. Write an Apex trigger that deletes one case each time a new case is created.
C. Optimize queries to reduce the scope of Cases included with each search.

D. Create a data retention plan that archives or purges Cases at regular intervals.

_EE%: C\ D

H #229

Universal Container's support department wants to ensure its Al agents' responses consistently reflect the company's brand voice
and preferred commumication style, while also being explicitly instructed on what types of responses to avoid. This level of control is
crucial for maintaining brand consistency in customer interactions.

‘What would be the most appropriate use of Al agents to address this requirement?

¢ A Einstein Bot to have a well-defined conversation structure.
¢ B. Agentforce Service Agent with standard topics and instructions.
e C. Agentforce Service Agent with custom topic instructions.

Ef#: C

fEEL -

Agentforce Service Agent (previously Emnstein Copilot for Service) provides organizations with advanced Al-driven conversational
capabilities. It allows admins to define custom topics and configure topic-level instructions to ensure the Al generates responses
consistent with the company's brand tone, commumication style, and compliance standards.

By leveraging custom topic instructions, businesses can guide the Al model on how to respond, what phrasing to use, and what to
avoid, ensuring consistency across customer interactions. This directly meets the requirement for brand-controlled, compliant Al
communication.

Option A (Emnstein Bot) is based on rule-driven dialog flows and cannot leverage generative or instruction- tuned customization.
Option C (standard topics) provides out-of-the-box guidance but lacks the fine-grained control over tone and restricted phrases
required for brand alignment.

Referenced Salesforce Materials:

* Salesforce Spring 24 Release Notes - Service Cloud: Agentforce Enhancements (custom topic instructions for brand voice
alignment).

* Service Cloud Consultant Exam Guide - Interaction Channels Domain (covers the use of Al automation and conversational tools).
* Salesforce Help: "Customize Agentforce Topics and Instructions" (explains defining tone, style, and prohibited responses for Al

agents).

E R #230

To help Service Agents more accurately respond to Cases, Universal Containers want a list of relevant Articles displayed on the
Case record page.

How should a consultant configure this requirement?

A. Add the Knowledge related [ist to the Case record page.
B. Add the Knowledge Component to the Case record page.
C. Add the Knowledge tab to the Service Console.

D. Add Knowledge Data Categories to each Case.

F
R

: B



fEERA -

The Knowledge component is a Lightning component that displays relevant articles on the case record page based on the case
information. Agents can use the component to search for articles, attach articles to cases, view article details, and provide feedback
on articles. The Knowledge component helps agents find the information they need to resolve cases faster and more accurately.
Verified References: Service Cloud Consultant Certification Guide & Tips, Use the Lightning Knowledge Component

B #231

Universal Containers need to determine whether the work orders and customer contacts should be stored as chil cases or on a
related custom object.

Which three aspect should the consultant consider to meet the requirements?

Choose 3 answers

A. Work order and customer contact escalation requiements

B. Case closure rules on the original case

C. Visibility and accesst to the work order records

D. Total number of accound and contact records in the database
E. Accoun teamrelationship to the primary contact

IE%: A\ B\ C

R -

These are three aspects that the consultant should consider to determine whether the work orders and customer contacts should be
stored as child cases or on a related custom object. Work order and customer contact escalation requirements are aspects that
affect how urgent and complex the work orders and customer contacts are, and how they should be handled by different levels of
agents or managers. Visibility and access to the work order records are aspects that affect who can view and edit the work order
records, and how they are shared with other users or groups. Case closure rules on the original case are aspects that affect when
and how the original case can be closed, and what actions need to be performed on the related records before closing the case.
Verified References: :

https7/help.salesforce.conys/article View?id=sf.work orders overview.htm&type=>5 :
https/help.salesforce.conys/article View?id=sf.case escalation overview.htm&type=5 :
https/help.salesforce.conys/article View?id=sf sharing_overview.htm&type=5 :

https’/help.salesforce.conys/article View?id=sf.case closure rules.htm&type=>5

H R #232

Universal Banking needs to provide a public knowledge base on its website. The company has three product groups (Personal
Banking, Mortgage, and CDs) and needs to display information and address common questions about each product area. How
should Knowledge be configured? Choose 2 answers.

A. Create three article types for each product area (Personal Banking, Mortgage, CD).

B. Create two article types to display information (Question/ Answer, Product Info).

C. Create two data categories to display information (Question/Answer, Product Info).

D. Create three data categories for each product area (Personal Banking, Mortgage, CD).

IEf#: B. D
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