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Im21. Jahrhundert, wo es viele Exzellente gibt, fehlen doch IT-Fachleute. Die Gesellschaft brauchen viele IT-Fachleute. IT-
Zertifizirungspriifing ist eine Methode, die Fahigkeit der IT-Leute zu priifen. Aber es ist nicht so einfach, die Salesforce Service-
Con-201 IT-Zertifizirungspriifng zu bestehen. Normalerweise werden die IT-Kandidaten an enem Kurs teilnehmen. Der
Schulungskurs von It-Pruefing ist von guter Qualitit. Einen guten Kurs zu besuchen ist die Garantie fiir den Erfolg, Die Ahnlichkeit
der Priifingsunterlagen von It-Pruefung betrigt 95%. Wenn Sie die Ubungen von It-Pruefing benutzen, kénnen Sie 100% die
Salesforce Service-Con-201 IT-Zertifizierungspriifung nur einmal bestehen.

Salesforce Service-Con-201 Priifungsplan:

Thema Einzelheiten
¢ (Case Management: This domain covers designing end-to-end case management solutions, implementing
Therm 1 case deflection strategies, configuring entitlerments, milestones, SLAs, and understanding Service Cloud
automation capabilities.

¢ Service Cloud Solution Design: This domain involves designing solutions that balance capabilities,
Therm 2 limitations, and trade-off§ for service reps and customers while meeting data security and compliance
requirements.
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¢ Intake and Interaction Channels: This domain addresses designing intake channels, recommending
interaction channels, understanding configuration best practices, and implementing Al agents and agentic

Thema 3
e service capabilities.

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

¢ Industry Knowledge: This domain covers understanding Contact Center metrics, KPIs, and assessing
Thema 5 risks, benefits, and business challenges for client outcomes.

¢ Knowledge Management: This domain covers Knowledge article lifecycle, Knowledge Centered Service
Thema 6 methodology, and configuring Salesforce Knowledge for agent support and self-service processes.

>> Service-Con-201 Originale Fragen <<

Salesforce Service-Con-201 Online Tests & Service-Con-201 Deutsch Priifung

Die Priifimgsmaterialien zur Salesforce Service-Con-201 Zertifizierungspriifimg von It-Pruefing ist unvergleichbar. Sie sind extrem
echt und richitig. Um den Kandidaten zum Bestehen der Salesforce Service-Con-201 Priifing zu verhelfen, hat unser IT-Eliteteam
immer noch Untersuchungen gemacht. Die Produkte von It-Pruefing sind nicht nur real, sondern auch kostengiinstig. Wenn Sie
unsere Priidukte wéhlen, konnen Sie einen einjéhrigen kostenlosen Update-Service bekommen. Sie kénnen sich gentigend auf die
Salesforce Service-Con-201 Priifung vorbereiten und den Stress iiberwinden. Das ist wirklich eine gute Wahl.

Salesforce Certified Service Cloud Consultant Service-Con-201
Priifungsfragen mit Losungen (Q116-Q121):

116. Frage

Ursa Major Solar provides support with service-level agreements (SLAs) for high-priority cases. Lower Priority cases have different
response times. The service center uses Onni-Channel to manage work items. However, many recently created, high-priority cases
exceed the service deadline.

‘Which setting should a consultant configure to meet the requirements?

e A Skills-Based Routing
¢ B. Secondary Routing Priority
¢ C. Capacity Model

Antwort: B

Begrindung;
To address the issue of high-priority cases exceeding service deadlines, configuring Secondary Routing Priority in Onmi-Channel is
recommended. This setting allows prioritization of high-priority work items, ensuring they are routed and addressed by agents

promptly, in alignment with SLA commitments.

117. Frage

Cloud Kicks (CK) supports customers through chat. Service agents have reported multiple instances where customers have used
abusive language. CK wants a way to prevent abusive customers from starting future chat sessions.

What is the recommended feature to meet the requirement?

¢ A Enable Assistance Flag Configuration setting.
¢ B. Create an IP blocking rule.
e C. Create sensitive data rules.

Antwort: B

Begrindung;
To prevent customers who use abusive language from starting future chat sessions, creating an IP blocking rule is the recommended


https://www.it-pruefung.com/Service-Con-201.html
https://www.deutschpruefung.com/Service-Con-201-deutsch-pruefungsfragen.html

feature. This allows administrators to block specific IP addresses from accessing the chat service, effectively preventing abusive
customers from initiating new sessions and maintaining a positive and safe environment for both customers and service agents.

118. Frage

Universal Containers has recently implemented a new CTI system, Knowledge base, and Einstein Chatbots to interact with
customers. The VP of support and services has asked for additional system improvements to facilitate customer self-service.
‘What should the consultant recommend?

¢ A. Create an Experience Cloud site for customers.
¢ B. Have customers search the Knowledge base for solutions.
¢ C. Provide a toll-free customer support phone number.

Antwort: A

Begrindung;

An Experience Cloud site can serve as a self-service customer portal, providing access to a knowledge base, support resources,
and community forums where custormers can find answers, log cases, and interact with each other and the organization. This solution
aligns with the goal of facilitating customer self-service and complements the existing CTI system, Knowledge base, and Einstein
Chatbots.

119. Frage

Cloud Kicks wants to create a secure, branded mobile app that its Experience Cloud customers can use to create and track cases,
see upcoming product announcements, and interact with other customers who have common interests.

‘Which mobile development option should the consultant recommend?

e A Create two custommobile apps, one for Apple and the other for Android.
¢ B. Use Salesforce Mobile Publisher to create a common app for both Apple and Android.
¢ C. Explain that commumity users can access the site through a web browser.

Antwort: B

Begrindung;

For creating a secure, branded mobile app for Experience Cloud customers, utilizing Salesforce Mobile Publisher is recommended.
This tool allows for the creation of a unified mobile app compatible with both Apple and Android devices, providing a seamless
experience for customers to engage with the brand, track cases, and interact with the community.

120. Frage

Universal Containers (UC) wants its Agentforce Service Agent to provide accurate and trustworthy responses to customer inquiries
by leveraging their vast repository of internal knowledge articles, which includes both structured fields and unstructured text.

How can a Service Cloud Consultant design for the accuracy and trustworthiness of the Al agent's responses using this company's
data?

¢ A. Map specific fields from Knowledge articles to predefined questions.
e B. Use Agentforce Data Library with Knowledge to ground the Al agent.
e C. Use the LLM's global Knowledge data set to restructure UC's data.

Antwort: B

Begriindung;

Salesforce Agentforce Service Agent allows organizations to "ground" generative Al responses in their own trusted, proprietary data
sources using the Agentforce Data Library. When connected with Salesforce Knowledge, the Agentforce Data Library enables the
Al to retrieve contextually relevant information directly from internal Knowledge articles-both structured fields (such as titles,
summaries, categories) and unstructured text (like article bodies or attachments).

This grounding ensures that responses are accurate, explainable, and trustworthy, as the Al is limited to referencing verified
enterprise data rather than relying on its global model training data.

Option A is too limited and static-mapping fields does not provide dynamic understanding or grounding,

Option C is incorrect because Salesforce's large language model (LLM) does not use global datasets to restructure customer data;
instead, it uses grounding techniques via the Data Library for contextual accuracy and data governance.



Referenced Salesforce Materials:

Salesforce Spring '24 Release Notes - Agentforce Data Cloud Integration and Data Library Enhancements (introduces data
grounding for accuracy).

Service Cloud Consultant Exam Guide - Interaction Channels Domain (covers Al and generative tools in Service Cloud).
Salesforce Help: "Ground Agentforce Responses with Data Library and Knowledge" (details Al grounding for trustworthy output).

121. Frage

Die IT-Zertifizierungspriifingen sind heutztage immer wichtiger geworden als je zuvor in der konkurrenzfihigen Welt. Das alles
bedeutet eine ganz verschiedene Zukunft. Salesforce Service-Con-201 Priifing wird ein Meilenstein in Threr Karriere sein und kann
IThnen neue Chancen eréfhen, aber wie kann man die Salesforce Service-Con-201 Priifung bestehen? Machen Sie sich darum keine
Sorgen, die Hilfe ist da. Mit It-Pruefung brauchen Sie sich nicht mehr zu fiirchten. Salesforce Service-Con-201 Priifingsfragen und
Antworten von It-Pruefung ist der Pionier bei Salesforce Service-Con-201 Priifimgsvorbereitung.
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