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WE =48
A company wanis to publish Knowledge articles to its Customer Community, The articles should be
organized for easy navigation by Community members. What sheuld a Consultant recemmend?

= A, Defing Topics for each Knowledge article,

« B. Define Data Cateqories with Custom Visibiity,

o C, Dafine Article Types with Public Sharing Settings,
» [x, Define a Custom Fleld to identify the Subject.

IEMOA

HE =49

The Service Desk at Universal Contalners (s constdening implementing a Service Console and is
censidering using Lightning Experience. Which three features are available only in Classic? Choose
3 answers

o A Mult
= B, Keyt
» C. Quick Text

= I), Dynamic fist updatles
= E, Case hover

EMIAIBID

®E =50
Universal Contabners parchased Enowledge and would ke to implement it a3 soan as possible, What
approach shookd a consultant recommend?

= A, Create a Knowledge Visualforee component on the case detail page,

« B. Activate knowledge One within the Salesforce Consola for Service

= . Create a Knowledge Visualforee component within the Salesforce Consobe for Service,

» Ix, Activate Keowledge One an the case detall page.

E#R
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HH #76

Universal Containers (UC) is configuring a self-service page for customers to find Knowledge articles and create cases. UC has
recently requested that an Einstein Bot be placed on the page, but wants to ensure that the bot only directs cases to live agents
during normal business hours and observes holidays.

How should a consultant meet this requirement?

e A. Configure the Einstein Bot with an Action that queries for the Default Business Hours and active Holiday records and
directs the customer to a case form when agents are unavailable.

¢ B. Configure the Einstein Bot with a default message when customers log a case letting them know they should expect a
delayed response outside of business hours. hours or on holidays.

e (. Configure the Einstein Bot to direct customers to an agent except for designated holidays and instruct Ommni-Channel
agents to sign off at the end of business

EfE: A

A -

To meet the requirement of directing cases to live agents only during business hours and considering holidays, configuring the Einstein
Bot with an action to check for Default Business Hours and active Holiday records is recommended. This ensures that customers are
directed to submit a case form when live agent support is not available, maintaining service expectations.

HE#77

UC nust provide contact center agents with access to a customer's payment history if the call concerns a billing problem. The
following considerations need to be taken nto account: Billing problens account for less than 5% of the calls. Billing data is stored in
an external system containing over 20 million records. Agents do not want to maintain separate login sessions for Salesforce and the
billing system. What solution should a consultant recommend?

A. Tmport payment data into Salesforce and add to the contact page layout related list

B. Create a custom web service to handle invoice inserts and updates from the billing system
C. Create a custom tab of type URL that displays a search page from the billing system

D. Create a Visualforce page that retrieves payment information via a Web Service call-out

Ef#: D

HM #78

Universal Contamers (UC) has a policy that requires all email traffic to remain within its firewall. UC receives up to 2,000 cases per
day, some of which include large email attachments from customers.

When implementing Salesforce in this scenario, which solution should a consultant recommend?

¢ A. Email relay
e B. Email-to-Case
¢ C. deg-Demand Email-to-Case

Ef#: B


https://www.goshiken.com/Salesforce/CRT-261-mondaishu.html
https://www.goshiken.com/Salesforce/CRT-261-mondaishu.html

RN -

For Universal Containers, which requires all email traffic to remain within its firewall and handles a high volume of cases with
attachments, Email-to-Case is the recommended solution. Email-to-Case allows emails to be converted nto cases within Salesforce
while keeping email data secure within the company's firewall, accommodating the need for security and efficiency in handling
custorer cases.

HE#79
Universal Containers has created Permission Sets granting access to objects and fields in one of'its sandboxes.
How should a consultant deploy these Permission Sets to Production?

A. Manually re-create the Permission Sets
B. Use a Change Set

C. Create an Unmanaged Package

D. Publish a Managed Package

Ef#: B

HM #80
Univeral Containers is designing a contact center that will store 20 million cases. Of those, 5 million will need to be accessed for
reporting and search. Which approach will ensure best system performance? Choose 3 answers:

A. Custom search

B. Tiered data strategy
C. Custom indexes

D. Divisions

E. Record types

iFf#: B. C. D
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