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B #147

Universal Containers wants to allow customers to send messages to agents in Service Console via their preferred mobile app.
Which feature should a consultant recommend?

e A Messaging
¢ B. OmniStudio
e C. Einstein Bots

ER: A
L

To enable customers to send messages via their preferred mobile app to agents in the Service Console, the "Messaging'" feature in
Salesforce is recommended. This feature integrates various messaging platforms with the Service Cloud, allowing agents to
commumnicate with customers through their preferred channels, enhancing customer experience and engagement.
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HH #148

Cloud Kicks wants to implement a solution that would hold service agents accountable for keeping customer service- level
agreements (SLASs).

Which feature should a consultant use to meet this request?

e A Salesforce Survey
¢ B. Service Contracts
¢ C. Entitlement process

IEf: C

TR

To hold service agents accountable for maintaining customer service-level agreements (SLAs), implementing an Entitlement Process
is recommended. This feature allows for the definition and management of SLAs for each customer, providing a structured
framework to monitor case handling against agreed service levels and ensuring agent accountability in meeting customer service
commitments.

H #149

A consultant is advising Cloud Kicks on developing call center metrics to measure service rep productivity based on a combination
of quality and practical metrics.

Which key performance indicator (KPI) usually points to high customer satisfaction?

e A Self-help case deflection
¢ B. First Contact Resolution
¢ C. Knowledge article creation rate

Ef#: B

R :

First Contact Resolution (FCR) is one of the most important quality metrics directly correlated with high customer satisfaction and
loyalty. It measures the percentage of custormer issues resolved during the initial interaction without requiring follow-up.
According to the Service Cloud Consultant Exam Guide - Contact Center Analytics Domain, improving FCR typically increases
CSAT and reduces overall case volume and handling costs. It reflects the effectiveness of service reps and the quality of internal
processes.

Option A (Knowledge article creation rate) measures internal enablement and content productivity but not customer satisfaction
directly.

Option C (Self-help case deflection) reflects channel efficiency, not direct interaction quality.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Contact Center Analytics Domain,

Salesforce Help: "Key Service Metrics and KPIs for Contact Centers".

Salesforce Trailhead: "Improve Customer Satisfaction with FCR and CSAT Metrics".

M #150
Which feature should a consultant recommend to assign a case to a Tier 2 service queue so the Tier 2 service agent knows how far
the Tier 1 service agent had progressed i troubleshooting the case?

A. Path for Cases
B. Case Comments
C. Slack message
D. Escalation Rules

EfE: A

R -

To provide Tier 2 agents with visibility into the progress made by Tier 1 agents,Path for Casesis the recommended feature. This
visual tool guides agents through the stages of case resolution, displaying key fields and statuses.

From the Salesforce documentation:

"Path visually guides agents through the different stages of a case, providing them with the necessary context and guidance at each



step. This feature helps in streamlining the handover process and ensures that Tier 2 representatives are immediately aware of the
actions taken by Tier 1, enhancing efficiency and case resolution times."

-Salesforce Service Cloud Consultant Guide

Implementing Path for Cases ensures a seamless transition between support tiers, maintaining continuity in custormer service and
reducing the time needed for Tier 2 agents to get up to speed.

H #151

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

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

EfE: C
i

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 custommers).

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.

Salesforce Help: "Customer Account Portal Overview and Configuration."

Salesforce Experience Cloud Implementation Guide - Selecting the Right Template.
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