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Fast2test전문가들은Salesforce Service-Con-201인증시험만을 위한 특별학습가이드를 만들었습니다.Salesforce Service-
Con-201인증시험을 응시하려면 30분이란 시간만 투자하여 특별학습가이드로 빨리 관련지식을 장악하고,또 다시
복습하고 안전하게Salesforce Service-Con-201인증시험을 패스할 수 잇습니다.자격증취득 많은 시간과 돈을 투자한
분들보다 더 가볍게 이루어졌습니다

Fast2test Salesforce Service-Con-201 덤프는Salesforce Service-Con-201실제시험 변화의 기반에서 스케줄에 따라 업데
이트 합니다. 만일 테스트에 어떤 변화가 생긴다면 될수록 2일간의 근무일 안에Salesforce Service-Con-201 덤프를 업
데이트 하여 고객들이 테스트에 성공적으로 합격 할 수 있도록 업데이트 된 버전을 구매후 서비스로 제공해드립니
다. 업데이트할수 없는 상황이라면 다른 적중율 좋은 덤프로 바꿔드리거나 덤프비용을 환불해드립니다.

>> Service-Con-201완벽한  시험공부자료  <<

최신버전 Service-Con-201완벽한 시험공부자료 덤프는 Salesforce Certified
Service Cloud Consultant 시험문제의 모든 범위가 포함
고객님의 시간을 조금이라도 절약해드리고 공을 적게 들여도 자격증 취득이 쉬워지도록 Fast2test의 IT전문가들은
최신 실러버스에 따라 몇년간의 노하우와 경험을 충분히 활용하여Salesforce Service-Con-201시험대비자료를 연구
제작하였습니다. Salesforce Service-Con-201 덤프를 공부하여 시험에서 떨어지는 경우 덤프비용환불 혹은 다른 과목
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으로 교환하는중 한가지 서비스를 제공해드립니다.

Salesforce Service-Con-201 시험요강:

주제 소개

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

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

주제 3
Implementation Strategies: This domain focuses on consulting engagement participation, deployment and
training recommendations, and considerations for data migration, quality, governance, and large data
volumes.

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

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

최신 Salesforce Consultant Service-Con-201 무료샘플문제 (Q148-Q153):
질문  # 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
B. Reduced issue resolution time
C. Reduced first contact resolution time

정답：B

설명：
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.com/itsm/knowledge-management/kcsAtlassian+1TeamDynamix+1
https://library.serviceinnovation.org/KCS/KCS_v6/KCS_v6_Practices_Guide/030/040/040/035
https://helpjuice.com/blog/knowledge-centered-support

질문  # 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.
C. Use auto-response rules to send an email to the customer.

정답：A

설명：
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 customer satisfaction.

질문  # 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.

정답：C

설명：
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.

질문  # 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?

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

정답：C

설명：
Service Cloud Voice is Salesforce's unified telephony solution that integrates phone systems 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.

질문  # 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?

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
C. An enhanced Einstein Bot with Feedback Collection and Generative Knowledge Answers

정답：C



설명：
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 automation with continuous improvement via feedback tracking-meeting all the outlined
requirements.
Option A (support form and case deflection) is static and lacks conversational automation or integrated feedback.
Option B (conversation component and surveys) addresses engagement but not automated deflection using AI-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."

질문  # 153
......

Salesforce Service-Con-201인증시험은 전업적지식이 강한 인증입니다. IT업계에서 일자리를 찾고 계시다면 많은 회
사에서는Salesforce Service-Con-201있는지 없는지에 알고 싶어합니다. 만약Salesforce Service-Con-201자격증이 있으
시다면 여러분은 당연히 경쟁력향상입니다.
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