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EHE #106

Universal Containers wants to implement best practices for its customer support teans and has decided to follow a Knowledge -
Centered Support (KCS) methodology.

Which two benefits can be expected from KCS adoption?

Choose 2 answers

A. Reduced first contact resolution

B. A knowledge article life cycle that is implemented correctly the first time and does not need to change
C. A knowledge article life cycle that evolves based on usage and demand

D. Reduced issue resolution time
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These are two benefits that can be expected from Knowledge-Centered Support (KCS) adoption. KCS is a methodology that
focuses on creating and maintaining knowledge as a by-product of solving issues. KCS advocates for a knowledge article life cycle
that evolves based on usage and demand, meaning that articles are updated and improved based on feedback, analytics, and
relevance. KCS also ains to reduce issue resolution time by enabling agents to find and reuse existing knowledge articles, as well as
creating new articles for future use. Verified Reference: : httpsz/help.salesforce.convs/article View?
id=sfknowledge kcs overview.htm&type=5 : hitps:/help.salesforce.conys/article View?
id=sfknowledge kcs benefits.htm&type=5
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The Universal Containers (UC) customer support organization has implemented Knowledge-Centered Support (KCS) in its call
center. However, the call center management thinks that agents should contribute new Knowledge articles more often.

‘What should UC do to address this situation?

¢ A. Measure and reward agents based on the number of new articles submitted for approval.
¢ B. Measure and reward agents based on the number of new articles approved for publication.
e C. Require agents to check a box on the case when submitting a new suggested article.
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Universal Containers (UC) has implemented Knowledge-Centered Support (KCS). Specific article types and categories require
approval. Both the "Publish Articles" and the "Submit for Approval" buttons are available on page layouts. Agents are forgetting to
submit certain article types for approval. UC wants to automate the Approval Process.

‘What should a consultant recommend to meet the requirement?

e A. Use a record-triggered flow to determine when article approvals are needed.
¢ B. Use a scheduled action to determine when article approvals are needed.
¢ C. Use a record-triggered flow to submit all articles for approval.
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Universal Containers has four internal divisions that use Salesforce Knowledge. Compliance requirements mandate that each division
should only have access to its own articles when performing a search. Which solution should a consultant recommend to meet this
requirement?

A. Create separate data category groups for each division and assign the category to a division profile.
B. Create a single data category group for each division and provide access using the role hierarchy.
C. Create a sharing rule for each division to provide access based on criteria of the article.

D. Create a sharing rule for each division to provide access using the role hierarchy.
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Cloud Kicks provides support to customers through voice, web, and chat channels. Cases are routed to service agents based on
availability and skills. When agents encounter issues, they can raise a flag, Supervisors need to respond to flags and provide
responses that only the agent can view.

What is the recommended solution to meet the requirements?

A. Screen Flow

B. Omni-Channel Supervisor
C. Enstein Case Routing

D. Case Escalation Rules
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