Service-Con-201 100% A& A X} & - Service-Con-201
ZFNHZAHZIENE 7|

o [rr—

SO-TISREA NAWHE BE LI00-TSEEA§EA

IR LA 8 g G L AT AR WA, B B I TS AL
12 AR S0 LR MO I ¢ R o 1AL T AT L ST A TR

PassTIPOIM A B5tE MEE2 ER0| obF EoH £ HEI&K T T oFF & LIct pHef 2 2I7H A S 5t = Salesforce
Service-Con-201 21 & Al &34 Hx & o) 6 AlCHHSalesforce Service-Con-201 A &2 £4H 3o 2 mAsHA
4 &Lct

Salesforce Service-Con-201 A&l Z:

=A AN

¢ Industry Knowledge: This domain covers understanding Contact Center metrics, KPIs, and assessing
FH1 risks, benefits, and business challenges for client outcomes.

e Service Cloud Solution Design: This domain involves designing solutions that balance capabilities,

=x 2 limitations, and trade-offs for service reps and customers while meeting data security and conmpliance
requirements.

o Intake and Interaction Channels: This domain addresses designing intake channels, recommending

=x 3 interaction channels, understanding configuration best practices, and implementing Al agents and agentic
service capabilities.
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¢ (Case Management: This domain covers designing end-to-end case management solutions, implementing
=X 4 case deflection strategies, configuring entitlements, milestones, SLAs, and understanding Service Cloud
automation capabilities.

¢ Inplementation Strategies: This domain focuses on consulting engagement participation, deployment and
=5 training recommendations, and considerations for data migration, quality, governance, and large data
volurmes.

¢ Integrations: This domain covers integration use cases and considerations for connecting Service Cloud
Mo with third-party solutions and external data sources.
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Z| &l Salesforce Consultant Service-Con-201 FEMEEX| (Q269-Q274):

EE #269

Cloud Kicks provides support to custommers across the world and uses Lightning Experience. Service agents have a set of common
responses.

Managers would like to consolidate the responses as quick text, translate them to muiltiple languages, and share them with the
correct groups of service agents.

‘What should a consultant recommend to meet the requirements?

e A Share a folder with quick text for each translation.
¢ B. Share each quick text individually to Public Groups.
e (. Use custom labels to manage quick text translations.

HE: A

Y.

Sharing a folder containing quick text translations for each language with the appropriate groups of service agents ensures that agents
have access to common responses in the necessary languages. This approach facilitates efficient communication with customers
worldwide and streamlines the management of translated quick texts.

HAE #270

Universal Containers has recently implemented an Experience Cloud site to allow its customers to create and update their cases
online. Customers should only be able to access the cases where they are listed as the contact, including cases created by the
support team on their behalf.

¢ A. Anorganization-wide default of Public Read/Write on the Case object.
¢ B. A sharing rule to ensure record access is granted based on the Experience Cloud site user role hierarchy.
e (. A sharing set to grant the Experience Cloud site user access to records associated to their Contact record.

HE. C

3.

For Experience Cloud customer users, Sharing Sets are the correct mechanism to provide access to records linked to their own
Contact or Account. By creating a sharing set for the Case object, UC can ensure users see only the cases where they are the
associated contact-even if the cases were created internally.

Option A (sharing rule) applies to internal users, not Experience users.

Option C (Public Read/Write) violates data security and exposes all custormer cases.
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Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Service Cloud Solution Design Domain.

Salesforce Help: "Grant Record Access to Portal Users with Sharing Sets." Salesforce Experience Cloud Implementation Guide -
Sharing Set Configuration.

AE #271
Which advantage does Salesforce provide with the OpenCTI framework?

¢ A. Agents can use telephony on a wide range of browsers and operating systems while only developing once.
¢ B. Agents can run their softphone at the operating system level, embedded in the task bar or system tray.
¢ C. Developers can Integrate with any telephony platform available with minimal need for customization.

HE: A

Y.

Salesforce's OpenCTI (Computer Telephony Integration) framework offers the advantage of allowing agents to use telephony
across various browsers and operating systems without the need for multiple developments. This cross-platform compatibility
ensures a consistent user experience and simplifies telephony integration within Salesforce, enhancing efficiency and accessibility for
service agents.

HE #2712

Universal Containers wants to provide its resellers a secure portal where they can share their customer accounts, submit and track
the status of their cases, and view reports and dashboards.

‘Which solution should a consultant recommend?

¢ A. Enployee Community
¢ B. Customer Experience site
e C. Partner Experience site

HE. C

MH.

For providing resellers with a secure portal to share customer accounts, submit and track cases, and view reports, implementing a
Partner Experience site is recommended. This solution offers a collaborative platform tailored for partners, enhancing
communication, case management, and access to vital information, strengthening the partnership ecosystem.

EE #273

Universal Containers wants to help customers resolve issues by browsing Knowledge articles and submitting a case if they need
more Information.

‘What should the consultant recommend to meet the requirements?

¢ A Enable Chat in an Experience Cloud site.
e B. Create a self-service help Center
e C. Allow comments on Knowledge articles.

He:. B

=R

To help customers resolve issues by browsing Knowledge articles and submitting a case if needed, creating a self-service help center
is advised. This can be achieved using Experience Cloud, providing a centralized platform where customers can access Knowledge
articles, FAQs, and submit cases directly, enhancing the self-service experience.
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