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Salesforce Service-Con-201 Exam Syllabus Topics:

Topic Details

Topic 1
Integrations: This domain covers integration use cases and considerations for connecting Service Cloud
with third-party solutions and external data sources.

Topic 2
Service Cloud Solution Design: This domain involves designing solutions that balance capabilities,
limitations, and trade-offs for service reps and customers while meeting data security and compliance
requirements.

Topic 3
Knowledge Management: This domain covers Knowledge article lifecycle, Knowledge Centered Service
methodology, and configuring Salesforce Knowledge for agent support and self-service processes.

Topic 4
Industry Knowledge: This domain covers understanding Contact Center metrics, KPIs, and assessing
risks, benefits, and business challenges for client outcomes.
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Service-Con-201 New Braindumps Files & Valid Service-Con-201 Practice
Materials
The great advantage of the APP online version is if only the clients use our Service-Con-201 certification guide in the environment
with the internet for the first time on any electronic equipment they can use our Service-Con-201 test materials offline later. So the
clients can carry about their electronic equipment available on their hands and when they want to use them to learn our qualification
test guide. So the clients can break through the limits of the time and environment and learn our Service-Con-201 Certification guide
at their own wills. This is an outstanding merit of the APP online version.

Salesforce Certified Service Cloud Consultant Sample Questions (Q194-
Q199):
NEW QUESTION # 194 
A global automotive company wants to enhance its service experience by integrating multiple sources of vehicle and customer data-
including sensor data, service history, and financing details-into Salesforce. The goal is to gain a holistic view of customer interactions
and vehicle health, trigger alerts based on real-time data, and route cases to the appropriate service channels.

A. Use Data Cloud to unify real-time data from multiple sources and power alerts, calculated insights, and case routing in
Service Cloud.
B. Use MuleSoft to sync data from external systems into standard Salesforce objects by using scheduled batch jobs.
C. Use custom objects and external services to store incoming data, and configure Flow to manage alerts and routing logic.

Answer: A

Explanation:
Salesforce Data Cloud provides real-time data unification capabilities that combine structured and streaming data (such as IoT
sensor data, customer interactions, and financial information). Once unified, Data Cloud calculated insights can trigger real-time
alerts, Einstein recommendations, and case routing actions in Service Cloud.
Option A lacks real-time unification and scalability.
Option C (MuleSoft batch jobs) synchronizes data but does not support continuous streaming or event-based insights.
Referenced Salesforce Materials:
Salesforce Spring '24 Release Notes - Data Cloud for Service Enhancements.
Service Cloud Consultant Exam Guide - Integration and Data Management Domain.
Salesforce Help: "Unify Real-Time IoT and Customer Data with Data Cloud."

NEW QUESTION # 195 
Universal Containers wants to implement a new Experience Cloud site to support its customers. It has provided the following
requirements:
* Ability for visitors to search Knowledge articles without registering or logging in
* Ability for over 1 million registered customers to securely submit cases and view the status of those cases
* Ability for registered customers to save favorite Knowledge articles for easy access later

A. Implement a Help Center experience.
B. Implement a Customer Account Portal experience.
C. Implement a Microsite (LWR) experience.

Answer: B

Explanation:
A Customer Account Portal experience (Customer Service template) is the recommended approach when an organization needs to:
Support authenticated users (registered customers) who can create, view, and manage cases securely.
Handle large-scale user volumes (millions of customers).
Provide personalized functionality, such as saving favorite articles and accessing case history.
Allow public (unauthenticated) access to search Knowledge articles.
Option B (Help Center) supports anonymous article browsing but lacks robust authenticated features like case management or
personalization.
Option C (Microsite LWR) is designed for lightweight, static content and marketing use cases, not authenticated service portals.
Referenced Salesforce Materials:
Service Cloud Consultant Exam Guide - Service Cloud Solution Design Domain.
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Salesforce Help: "Customer Account Portal Overview and Configuration."
Salesforce Experience Cloud Implementation Guide - Selecting the Right Template.

NEW QUESTION # 196 
Universal Containers wants to provide a more consistent service experience to its customers and is evaluating using macros.
Which prerequisite should the consultant consider?

A. All users have permission to create macros.
B. The Lightning page contains the Run Macros action.
C. Publisher actions are on the page layout.

Answer: B

Explanation:
When evaluating the use of macros to provide a consistent service experience, ensuring that the Lightning page layout includes the
Run Macros action is a prerequisite. This enables agents to easily execute macros directly from the case record, streamlining
repetitive tasks and enhancing service efficiency.

NEW QUESTION # 197 
Universal Containers (UC) has decided to use skills-based routing to ensure service reps are assigned the appropriate work item.
UC requires that it can view the backlog of work grouped by skills, to reassign reps to the appropriate skill.
What should the Service Cloud Consultant recommend?

A. Create a custom report type with inline editing.
B. Use the capabilities within Omni Supervisor.
C. Configure custom logging and capacity alerts in Omni-Channel Flow.

Answer: B

Explanation:
Omni-Supervisor provides built-in visibility into skills-based routing queues, agent workloads, and backlog distribution across all
skills. Managers can monitor real-time metrics such as agent availability, assigned work, and queued cases per skill, and can reassign
agents dynamically to balance workloads.
This capability fulfills UC's requirement for visibility and control within skills-based routing.
Option A is too limited, focusing on technical configuration rather than providing real-time monitoring.
Option C (custom report type) only offers static reporting, not live visibility or reallocation functionality.
Referenced Salesforce Materials:
Service Cloud Consultant Exam Guide - Interaction Channels Domain (Omni-Channel and Supervisor functions).
Salesforce Help: "Monitor Skills-Based Routing in Omni-Supervisor".
Salesforce Winter '23 Release Notes - Omni-Channel Skills and Supervisor Enhancements.

NEW QUESTION # 198 
After migrating to Lightning Experience, users are complaining that they are unable to create a Knowledge article when closing a
case.
How should the consultant resolve this issue?

A. Inform users that the only way to create articles is from the Knowledge component.
B. Enable Read/Write/Create permissions for Knowledge articles.
C. Add the Manage Salesforce Knowledge permission to the user's profile.

Answer: C

Explanation:
To resolve the issue of users being unable to create Knowledge articles when closing a case after migrating to Lightning Experience,
adding the 'Manage Salesforce Knowledge' permission to the user's profile is necessary. This permission enables users to create,
edit, and publish Knowledge articles, ensuring that they can contribute to the Knowledge base directly from case records, enhancing
the support process.
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