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ompTIA A+ Certification Exam: Core 1 ¢l it c}2 ab7]

NEW QUESTION 51

Which of the following cables replaced the Apple 30-pin connector and is also reversible?
« A USE-C
= B. miniUSB
= (. Lightning

« [x. DisplayPort

Answir: ©

NEW QUESTION 52
A user in a medical office contacts a technickan regarding a printer that is used to print Ad-sized
labels, After the labels are printed, they mistakenly contain white space in the middle of the page.
Which of the follawing would MOST lkely be the cause?

« A, Contaminated fuser

= B, Worn rollers

« C. A misfeed

= I, Padge orientation

Answer: A

Explanition:

The moast common symptoms that indicate fuser deterioration are: The print leaves parallel spots
across a sheet. The printer begins te locsen toner and does not stick to the sheet, Stains on printed
sheets. Antoying nobse rom gear wear, The fugers are the core in the printing process of & laser
printer. The Fuser is the piece that fixes the toner on the paper.
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Salesforce Service-Con-201 A& Z:

A 27
¢ Contact Center Analytics: This domain focuses on developing reports and dashboards to deliver relevant
FH 1 analytical information to contact center stakeholders.

¢ Industry Knowledge: This domain covers understanding Contact Center metrics, KPIs, and assessing
A 2 risks, benefits, and business challenges for client outcomes.

¢ Inplementation Strategies: This domain focuses on consulting engagement participation, deployment and
=X 3 training recommendations, and considerations for data migration, quality, governance, and large data
volurres.

e Integrations: This domain covers integration use cases and considerations for connecting Service Cloud
=M 4 with third-party solutions and external data sources.

¢ Knowledge Management: This domain covers Knowledge article lifecycle, Knowledge Centered Service
=AM 5 methodology, and configuring Salesforce Knowledge for agent support and self-service processes.

%| &l Salesforce Consultant Service-Con-201 2 M ZFE X (Q148-Q153):

EE #148

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

Which benefit can be expected?

¢ A. Reduced post-interaction time
e B. Reduced issue resolution time
e C. Reduced first contact resolution time

e B

M.

Implementing Knowledge-Centered Support (KCS) at Universal Containers is expected to reduce issue resolution time.

KCS is a methodology that integrates knowledge creation and reuse into the support process. By capturing and structuring
knowledge during the problem-solving process, support agents can quickly access relevant information, leading to faster issue
resolution.

Key benefits of KCS include:

Improved resolution times: Support agents can resolve issues more quickly by accessing a well-maintained knowledge base.
Increased first contact resolution: With immediate access to relevant information, agents are more likely to resolve issues during the
first interaction.

Enhanced self-service capabilities: Customers can find answers to common issues themselves, reducing the volume of support
requests.

By adopting KCS, Universal Containers can expect a significant reduction in issue resolution time, leading to improved customer
satisfaction and operational efficiency.

Reference:

https//www.atlassian.convitsm/knowledge-management/kcsAtlassiant 1 TeamDynamix-+1
https:/library.servicemnovation.org/KCS/KCS_v6/KCS v6 Practices Guide/030/040/040/035
https://helpjuice.com/bloglknowledge-centered-support

EE #149

Universal Containers is initiating a program to improve customer satisfaction. As part of the program, customers must be surveyed
after the case is closed to ensure the customer is satisfied and the issue has been resolved.

‘Which solution should a consultant recommend to meet this requirement?



¢ A. Use Flow Builder to send an email to the customer.
¢ B. Use Escalation Rules to assign the case to a case queue.
¢ (. Use auto-response rules to send an email to the custorer.

HE: A

Y.

To survey customers for satisfaction after case closure, utilizing Flow Builder to automate the sending of survey emails is
recommended. This solution allows for the creation of a customized workflow that triggers an email survey to the customer once a
case is marked as closed, ensuring timely feedback collection and aiding in the continuous improvement of custorer satisfaction.

HEE #150

Universal Containers wants to move articles from an old database to its new Salesforce Knowledge system. Many of the how-to
articles include images that need to be transferred.

‘What should a consultant consider when moving these images into Salesforce Knowledge?

¢ A. Add images to an HTML file.
¢ B. Change all images to JPEG files.
¢ C. Ensure each image is less than 25 MB.

e C

3.

‘When moving images into Salesforce Knowledge, it's important to ensure that each image file size does not exceed Salesforce's
maximum file size limit, which is typically 25 MB. Adhering to this constraint ensures that images can be successfully uploaded and
displayed within Knowledge articles.

AE #151
A Service Cloud Consultant has been hired to integrate a client's phone system with Salesforce.
‘What should the consultant consider using for this integration?

e A Lightning Dialer
¢ B. Service Cloud Softphone Layout
¢ C. Service Cloud Voice

HE. C

ME:

Service Cloud Voice is Salesforce's unified telephony solution that integrates phone systens directly into the Service Console. It
combines Amazon Connect (or other supported telephony providers) with Salesforce data, offering real-time call transcription,
sentiment analysis, and screen pops.

Option A (Softphone Layout) is part of legacy CTI integration, not a modern unified solution.

Option B (Lightning Dialer) supports outbound calling only and lacks enterprise telephony features.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Interaction Channels Domain.

Salesforce Help: "Integrate Telephony Using Service Cloud Voice."

Salesforce Spring 24 Release Notes - Service Cloud Voice Enhancements.

AE #152

The support team at Cloud Kicks would like to implement a messaging tool to provide deflection for common questions, gather
customer experience feedback, and match feedback to service organizational goals.

‘What should the Service Cloud Consultant recommend to meet the requirements?

e A. A contact support form for feedback and the Case Deflection component in Experience Cloud
¢ B. A conversation component with survey options and Recommended Articles in the console
e C. Anenhanced Einstein Bot with Feedback Collection and Generative Knowledge Answers

He: C



Y.

The enhanced Einstein Bot (as of Salesforce Spring '24) supports Generative Knowledge Answers and Feedback Collection
features. This allows Cloud Kicks to:

Automatically deflect common questions by generating natural, contextually accurate responses from Knowledge Articles, Collect
customer feedback directly during or after conversations, and Align insights with organizational service KPIs through analytics.
This solution combines conversational autormation with continuous improvement via feedback tracking-meeting all the outlined
requirerments.

Option A (support formand case deflection) is static and lacks conversational automation or integrated feedback.

Option B (conversation component and surveys) addresses engagement but not automated deflection using Al-driven responses.
Referenced Salesforce Materials:

Salesforce Spring '24 Release Notes - Einstein Bots: Generative Knowledge Answers and Feedback Enhancements.

Service Cloud Consultant Exam Guide - Interaction Channels Domain.

Salesforce Help: "Use Einstein Bots for Feedback and Knowledge Deflection."

HE #153
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