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HAE #19%4
Ursa Major Solar will use Data Loader for data migration of closed cases because of large amount of data What does a consultant
need to keep in mind while using data loader?

¢ A Only Apex triggers are executed
¢ B. Automated processes are not executed
¢ C. Automated processes are executed by default

He: B

Y.

‘When using Data Loader for data migration, it's important to note that automated processes such as workflow rules, processes from
Process Builder, and some validation rules are not executed by default unless specified in the settings. This can be crucial for
ensuring the integrity of the data migration process, particularly when dealing with large volumes of data like closed cases. Thus, "B.
Automated processes are not executed" is the key consideration to keep in mind, as it affects how the data is handled during the
migration process.

Reference: Salesforce Data Loader Guide

EE #195
Your customer wants to improve agent productivity. Which future fiinctionality could be most impactful?

A. All of the above, empowering agents with streamlined tools and automated processes.
B. Integrate self-service options and chatbots for simple customer inquiries.

C. Inplement knowledge base suggestions and Al-powered case deflection tools.

D. Develop automated workflows for repetitive tasks and case escalations.

HE. A

M.

To improve agent productivity, combining knowledge base suggestions, Al-powered case deflection tools, automated workflows,
and self-service options with chatbots provides a comprehensive approach. Each of these elements plays a crucial role in
streamlining operations and reducing agent workload by automating routine tasks, providing quick access to information, and
managing customer inquiries more efficiently. Therefore, option "D. All of the above, empowering agents with streamlined tools and
automated processes" is the most impactful, as it leverages multiple technologies to enhance productivity comprehensively.
Reference: Salesforce Service Cloud Features

EE #196
The customer wants to prioritize security and compliance. Which Salesforce feature should be emphasized?

A. Enstein Analytics

B. Onmi-Channel Routing
C. Knowledge Base

D. Field-Level Security

He:. D

Y.

To prioritize security and compliance, Field-Level Security (FLS) should be emphasized. FLS is a feature that allows administrators
to control access to specific fields, even if a user has access to the object. This ensures that sensitive information remains secure and
that compliance requirements are met by only allowing authorized personnel to view or edit particular data, which is essential for
maintaining privacy and security protocols. Therefore, "A. Field-Level Security" is the correct feature to focus on.

Reference: Salesforce Documentation on Field-Level Security
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HAE #197
The scope includes integration with legacy systems. Which factor should be carefully considered in the release plan?

A. Development of custom Apex code for data exchange with legacy systerns.

B. The availability and responsiveness of IT tearms responsible for legacy systems.

C. All of the above, requiring careful planning and consideration for potential complexities.
D. Potential data migration challenges and ensuring data integrity during integration.

ig&: C

0
M

Y.

‘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.

HE #198
Your case management design includes knowledge base article recommendations within cases. Which Salesforce feature facilitates
this?

e A. Case Escalation Rules automatically triggering article recommendations when specific criteria are met within a case.

¢ B. Web-to-Case forms embedded within Knowledge Base articles for easy case creation if the article doesn't resolve the
issue.

e C. All ofthe above, offering options for integrating knowledge base recommendations and enhancing self-service within case
managenment.

e C

MH.

Salesforce Knowledge can be integrated directly into the case management process, enabling automated article recommendations
based on the details of the case. Both options listed in the choices support this capability: A. Web-to-Case forms can be enhanced
by embedding within Knowledge Base articles, helping users to create cases directly if articles do not resolve their issues, thus
enhancing the self-service aspect and linking case creation with relevant knowledge directly. B. Case Escalation Rules can be
configured to automatically trigger knowledge base article recommendations when specific criteria within a case are met. This
ensures that users and support agents have the most relevant information at hand, potentially reducing resolution times and increasing
customer satisfaction.

For more details, you can review the Salesforce documentation on integrating Knowledge with case management here:
https:/help.salesforce.cony
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