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A client's Support Call Center has seen an increase in call volume on a new product line. The agents are
having problens resolving issues and have been escalating to Tier 2 for support.

‘Which action should be taken to reduce the call volumes and escalations?

¢ A. Configure Omni-channel to assign cases directly to Tier 2.

¢ B. Create Knowledge Articles and publish internally and publicly.
e C. Configure IVR routing to bypass Tier 1 for the product line.

¢ D. Create a dashboard to track and manage call volumes by type.
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Match this tip with its design consideration. "Use the client's language"

A. Search

B. Record types and page layouts
C. Workflow rules and approvals
D. Reduced clicks

E. Minimized redundant data entry
F. Tab and field naming
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Universal Containers wants to manage their sales territories in Salesforce. What questions should be asked to determine if territory
management is an appropriate solution? Choose 3 answers:

Are commissions calculated by the number of territory to which a representative belongs?

A. Does account sharing depend more on account traits than on ownership?
B. Are your lead assignments based on sales territories?

C. Is your sales organization set up as a matrix or a tree'? .

D. Are there specific rules for account and opportunity access?
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UC requires that account plans be created for all accounts. The account plans have been set up as a custom object with a lookup
relationship. The sharing model is private for account plans. UC would like to assign the same access to the account plan record as
to the associated account. What solution should a consultant recommend for these scenarios?

A. Modify the account plans object to be in a master-detail relationship with accounts.

B. Create sales team users with read access to the account plans object.

C. Apply manual sharing to the account owner after each account plans record is created.

D. Create a trigger on account plans that adds a manual share automatically to the account owner.
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Cloud Kicks is in the process of implementing Sales Cloud for its sales teams. Senior management has concerns about adoption.
‘What should a consultant recommend to encourage adoption?

¢ A. Re-define the sales process.
e B. Run training in a sandbox environment.
e (. Establish goals and key metrics.
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When implementing Sales Cloud, ensuring adoption is crucial for maximizing its effectiveness and the return on investment.
Establishing clear goals and key metrics is one of the most effective strategies to encourage user adoption.

Goals and key metrics provide measurable outcomes that can motivate the sales team by showing them how their activities align with
organizational objectives. They also help track adoption progress, enabling management to make data-driven adjustments and
identify areas needing further support. Salesforce recommends setting specific adoption goals and key performance indicators
(KPIs) to measure success. This aligns with best practices for encouraging user adoption and ensures that the sales team
understands how their efforts contribute to achieving broader company goals.



For more details, Salesforce's official resources on user adoption strategies emphasize the importance of establishing goals and
tracking KPIs as a foundational step to encourage adoption. The Sales Cloud Implementation Guide also provides detailed insights
into how these strategies support sustained user engagement and productivity.
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