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Question: 3

Universal Containers has a single contact center that handles all service requests includi
ng chat, Cases, and web form submissions. It is important that Reps are assigned work
evenly so that all requests are handled in the order they are received,

How would a Consultant address this requirement?

A. Configure Case Assignment Rules

B. Configure Omni-Channel with Most Available Routing
C. Configure Live Agent Skills-based Routing

D. Cenfigure Omni-Channel with Least Active Routing

Answer: B
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HAE #12

Universal Containers has scheduled a major upgrade to its Customer Commumnity next month. The community is expected to be
unavailable for approximately 8 hours. The executive teamis concerned about how the upgrade and associated outage will impact
customers. Which three measures should the Consultant recommend to ensure transparency during the upgrade process? Choose 3
answers
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A. Send routine status updates to customers via Chatter during the upgrade.

B. Publish ongoing updates to the community knowledge base with details about the upgrade.
C. Communicate information about the upgrade to customers in advance.

D. Notify customers once the upgrade is completed and full services are restored.

E. Replace the default outage page with a custom page containing upgrade information.

o
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EE#13
Which Statement is true regarding Salesforce Chatter Answers? Choose 3 answers

A. Answers can be exposed to partner portal users
B. External users can subscribe to Answers

C. Escalate a question to a case

D. Knowledge articles can be created from Answers
E. Select best answers for questions.

02
m

: CD,E

AR #14
Which native Service Cloud solution is used for case satisfaction surveys?

A. Enable the case survey option on the case object

B. Create a Web-to-case form with a custom case type of survey
C. Check the survey option in the case settings

D. Enable the case survey auto-response rule
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W
=

BE#15

The Support Manager at Universal Containers is getting inaccurate agent performance reports. After researching the data, the
Salesforce Administrator has identified hundreds of cases that are closed, but still owned by a queue.

Which two solutions should a Consultant recommend to correct this problem? Choose 2 answers

A. Use a data tool to update the owner field on closed cases.

B. Create a case validation rule to ensure cases are owned by a user when closed.
C. Create a Process Builder and Flow to change the owner on closed cases.

D. Create a case assignment rule to ensure cases are owned by a user when closed.

HE. AD

M.

Case assignment rules are rules that automatically assign cases to users or queues based on certain criteria.

You can create a case assignment rule to ensure that cases are owned by a user when they are closed, by setting the criteria to
match the closed case status and the action to assign the case to the user who last modified it. This way, you can prevent cases from
being closed while still owned by a queue. To correct the existing problem of hundreds of cases that are closed but still owned by a
queue, you can use a data tool such as Data Loader or Import Wizard to update the owner field on those cases in bulk. Verified
References: [Case Assignment Rules] and [Data Tools]

EE#16
A Contact Center Manager is implementing a new customer care program and wants to specifically measure customer loyalty.
Which three measures satisfy this requirement? Choose 3 answers

e A. Customer Support Requests
e B. customer satisfaction Survey
e (. Customer Purchase History



¢ D. Service Level Agreement
e E. Net promoter Score

dY: BD,E

Y.

Customrer satisfaction survey, Net promoter score, and Service level agreement are measures that can be used to specifically
measure custorrer loyalty. Customer satisfaction survey is a method of collecting feedback from customers about their satisfaction
with a product, service, or experience. Customer satisfaction survey can help measure customer loyalty by indicating how happy
customers are with the company and how likely they are to continue doing business with them. Net promoter score is a metric that
measures the willingness of custorers to recommend a company's products or services to others. Net promoter score can help
measure customrer loyalty by indicating how loyal customers are to the company and how likely they are to refer new customers to
them. Service level agreement is a contract that defines the level of service that a customer expects froma provider, such as
response time, resolution time, availability, or quality. Service level agreement can help measure customer loyalty by indicating how
well the company meets the customer's expectations and how satisfied the custorrer is with the service. Verified References: Service
Cloud Consultant Certification Guide & Tips, Measure Customer Satisfaction, Net Promoter Score Overview, Set Up and Manage
Entitlements and Milestones
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