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You can adjust the speed and keep vigilant by setting a timer for the simulation test. At the same time online version of Service-Con-
201 test preps also provides online error correction— through the statistical reporting function, it will help you find the weak links
and deal with them. Of course, you can also choose two other versions. The contents of the three different versions of Service-Con-
201 lean torrent is the same and all of them are not limited to the number of people/devices used at the same time.

Salesforce Service-Con-201 Exam Syllabus Topics:

Topic Details
Knowledge Management: This domain covers Knowledge article lifecycle, Knowledge Centered Service
Topic 1 methodology, and configuring Salesforce Knowledge for agent support and self-service processes.
Case Management: This domain covers designing end-to-end case management solutions, implementing
. case deflection strategies, configuring entitlements, milestones, SLAs, and understanding Service Cloud
Topic 2 automation capabilities.
Service Cloud Solution Design: This domain involves designing solutions that balance capabilities,
Topic 3 limitations, and trade-offs for service reps and customers while meeting data security and conmpliance
requirements.
Industry Knowledge: This domain covers understanding Contact Center metrics, KPIs, and assessing
Topic 4 risks, benefits, and business challenges for client outcomes.
Contact Center Analytics: This domain focuses on developing reports and dashboards to deliver relevant
Topic 5 analytical information to contact center stakeholders.
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There is no shortcut to Salesforce Service-Con-201 exam questions success except hard work. You cannot expect your dream of
earning the Salesforce Certified Service Cloud Consultant CERTIFICATION EXAM come true without using updated study
material Salesforce Certified Service Cloud Consultant (Service-Con-201) exam questions. Success in the Service-Con-201 exam
adds more value to your resume and helps you land the best jobs in the industry.

Salesforce Certified Service Cloud Consultant Sample Questions (Q157-
Q162):

NEW QUESTION # 157
The call center manager at Universal Containers wants to generate daily reports to monitor agent productivity trends.
Which primary object should a consultant select to create a new Onni-Channel report type?

e A. Agent Detail
e B. Assigned Work
e C. Agent Work

Answer: C

Explanation:

To monitor agent productivity trends, creating a new report type based on the "Agent Work" object is recommended. This object
captures detailed information about the work assigned to and completed by agents, enabling the generation of daily reports that
provide insights into productivity trends and areas for improvement.

NEW QUESTION # 158
Cloud Kicks (CK) supports customers through Salesforce Messaging. Service agents have reported multiple instances where
customers have used abusive language. CK wants a way to prevent abusive custormers from starting future messaging sessions.

e A Create an Onni-Flow.
¢ B. Create an IP blocking rule.
¢ (. Create a record-triggered Flow.

Answer: C

Explanation:

A record-triggered Flow can be used to automatically update or restrict future messaging access when a customer's record (for
example, contact or messaging session) meets specific criteria-such as detecting abusive behavior or a flag field being set. This
autormation can block or flag future messaging sessions at the data level

Option A (IP blocking) is not supported natively in Salesforce Messaging.

Option B (Omni-Flow) manages work routing, not user eligibility for channel access.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Interaction Channels Domain.

Salesforce Help: "Automate Messaging Restrictions Using Record-Triggered Flows." Salesforce Spring '24 Release Notes -
Messaging Controls and Automation Enhancements.

NEW QUESTION # 159

Cloud Kicks (CK) wants to adopt artificial intelligence (Al) for improving case closure key performance indicators (KPIs) and
product support planning within its Service organization. CK has at least 1,000 closed cases from which it can predict accurate
values for fields that are empty. CK has yet to implement any Einstein Al products.

‘Which approach should the consultant recommend to start. Al efforts at CK?

¢ A. Review and address Case data issues and set up Einstein Article Recommendations.
¢ B. Confirm there are enough closed cases and turn on Einstein Service Al Grounding with Cases.
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e C. Review and address Case data issues and set up Einstein Classification Apps.
Answer: C

Explanation:

To start Al efforts for improving case closure KPIs and product support planning, reviewing and addressing case data quality issues
is essential before setting up Einstein Classification Apps. This approach ensures the Al models are trained on clean, reliable data,
enhancing the accuracy of predictions for empty fields and overall effectiveness of the Al implementation in the Service organization.

NEW QUESTION # 160

To help service agents more accurately respond to a new case, Universal Containers wants a list of relevant Knowledge articles
displayed on the Case record page.

How should a consultant configure this requirement?

¢ A. Add the Knowledge component to the Case record page.
¢ B. Add the Knowledge related list to the Case record page.
¢ (. Add the Knowledge tab to the Service Console.

Answer: A

Explanation:

To assist service agents in finding relevant Knowledge articles for new cases, adding the Knowledge component to the Case record
page in the Lightning Service Console is recommended. This component dynamically suggests articles based on case details, aiding
agents in providing accurate and efficient responses.

NEW QUESTION # 161

Cloud Kicks has several hundred knowledge articles that span dozens of topics and cover a wide range of products, help articles,
and trouble shooting ideas. The admin at Cloud Kicks is going to organize the knowledge articles into Data Categories.

What should the admin keep in mind when organizing articles?

¢ A. Data category hierarchy can have up to 10 levels.
e B. There can be up to 10,000 data categories.
e C. Articles can have up to 8 data categories.

Answer: A

Explanation:

When organizing Knowledge articles in Salesforce, Data Categories provide a hierarchical structure to classify and manage content
effectively. Each Data Category Group can have up to 10 levels in its hierarchy, allowing for detailed categorization of articles.
It's important to note the following limits:

Data Category Groups:You can create up to 3 active Data Category Groups.

Categories per Group:Each group can contain up to 100 categories.

Hierarchy Levels:Each group can have a hierarchy depth of up to 10 levels.

These structures help in filtering and controlling access to Knowledge articles based on user roles and permissions, enhancing the
user experience and ensuring relevant content is easily accessible.

Reference:

https://help.salesforce.conys/article View?id=000382539&language=en US&type=1

https://help.salesforce.conys/article View?id=service.category whatis.htm&language=en US&type=5

NEW QUESTION # 162

Now is not the time to be afraid to take any more difficult certification exams. Our Service-Con-201 learning quiz can relieve you of
the issue within limited time. Our website provides excellent learning guidance, practical questions and answers, and questions for
your choice which are your real strength. You can take the Service-Con-201 Training Materials and pass it without any difficulty. As
long as you can practice Service-Con-201 study guide regularly and persistently your goals of making progress and getting
certificates smoothly will be realized just like a piece of cake.
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