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H #102

The customer' support team at Universal Containers (UC) has noticed a large increase in Case Resolution times recently. UC wants
to use Enstein for Service to help agents locate the relevant information more quickly.

Which feature should the consultant recommend?

o A. Enstein Article Recommendations
e B. Emstein Bots 27: B is correct answer
¢ C. Einstein Reply Recommendations

EfE: A
A :

To help agents locate relevant information more quickly and address the increase in case resolution times, recommending the use of
Einstein Article Recommendations is appropriate. This feature uses Al to suggest relevant Knowledge articles to agents based on the
case context, enhancing efficiency and accuracy in resolving custormer queries.

ER #103

Universal Containers (UC) has hired a consulting firm to implement Service Cloud for its contact center for the first time. The project
requires quick iterations and speedy completion. UC has requested frequent updates from the project team for check-ins and
refinement.

‘Which methodology should the consultant recommend given the requirements?

o A. Waterfall
e B. Agie
e C. Hybrid

IEf#: B

E R #104

After migrating from Knowledge to Lightning Knowledge, Authors are unable to create FAQ article type, but can successfully create
Install Notes articles type. Support Managers have confirmed that articles of types FAQ exist in Production.

How should a consultant correct this problem

A. Grant Authors access to the FAQ article type.

B. Set article Org Wide Default to Public ReadWrite.
C. Grant Authors access to the FaQ record type

D. Add Authors to the FaQ Data Category.

F
R

: C

HA #105

Universal Containers support management team has noticed an increase in wait times over the last several months when customers
call in for support.

Which two recommendations should a consultant suggest to help decrease customer wait times?

Choose 2 answers:

A. Set up analytical snapshots to capture key case information and create historical trending reports
B. Set up a Salesforce Customer Community that will allow customers to create cases online

C. Create reports to analyze call data in order to understand peak times and ensure adequate staffing
D. Create case escalation rules to route high priority cases directly to supervisors for resolution



IE%: B\ C

HH #106

Ursa Major Solar (UMS) provides custommers with remote monitoring of solar panels. When there are issues with the service, such
as a power outage, UMS needs to provide service agents, operations tearrs, and customers with full visibility into the issue.

What is the recommended feature to meet the requirements?

¢ A. Workforce Engagement
¢ B. Incident Management
¢ C. Field Service Management

IEf#: B

TR

Incident Management in Salesforce is designed to provide visibility and coordination during service disruptions or issues. For Ursa
Major Solar, this feature would allow service agents, operations teams, and customers to have a centralized view and updates on
power outages or service issues, facilitating communication and resolution efforts across all stakeholders involved in the incident.
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