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EE #130

While manually changing presence status is an option, it's not the most ideal solution for Ursa Major Solar’s concern about capturing
call summaries in Service Cloud Voice. Here are two better suggestions:

Ursa Major Solar (UMS) would like to set up customer push notifications as part of t Engagement upgrade project.

For which channels can UMS implement this?

e A. SMS Messaging
e B. Facebook Messenger
e (. Messaging for In-App

"et: AB,C

Y.

Ursa Major Solar can implement customer push notifications across various channels including SMS Messaging, Facebook
Messenger, and Messaging for In-App as part of their Customer Engagement upgrade project. These channels are supported by
Salesforce's marketing and engagemment tools, allowing for the delivery of timely and relevant notifications directly to customers'
devices. Utilizing these channels for push notifications can enhance customer engagement by providing updates, promotions, and
alerts that encourage interaction and improve customer experience.

Reference: httpsy//www.salesforce.com/products/marketing-cloud/best-practices/push-notification-strategy/

AE #131
The customer needs advanced customization for specific workflows. Which option provides flexibility?

A. Third-party development

B. Salesforce Flow

C. Custom Apex coding

D. Out-of-the-box configuration

HE: B

Y.

Salesforce Flow provides the flexibility needed for advanced customization of specific workflows within the Salesforce environment.
It allows admins and developers to automate complex business processes and create rich, guided user experiences. The tool offers a
drag-and-drop interface to design customized workflows, which can handle various actions like data collection, records updates,
and complex logic without the need for custom code.

HAE #132
Your customer wants to personalize customer interactions based on past purchase history. How can you leverage future
functionality?

A. Utilize Al-powered case deflection tools to suggest personalized offers and upsell opportunities.

B. Introduce pre-built Knowledge Base articles recommending relevant products based on purchase history.
C. Integrate with the CRM system to access customer data and personalize case handling approaches.

D. Implement dynamic routing based on purchase history to connect customers with appropriate agents.

HE: C

MY

Integrating with the CRM system to access detailed customer data allows for the personalization of customer interactions based on
past purchase history. This integration enables contact center agents to view customer profiles, previous interactions, and purchase
history directly within their workflow, allowing them to tailor their commumication and recommendations based on individual
customer needs and preferences. This approach enhances customer satisfaction by making interactions more relevant and engaging.

EE #133



Ursa Major Solar (UMS) configured its Omni-Channel to allow support agents to handle three chat requests simultaneously. It has
been a challenge for some of the new hire agents.

‘What should an administrator add in Omni-Channel settings to allow

ramp-up time for UMS's junior agents to handle only two chat requests at a time?

¢ A Create and assign a new Presence Configuration. Create and apply a new
¢ B. Create and assign a new Presence Status
¢ C. Routing Configuration.

He: B

Y.

To provide ramp-up time for junior agents handling fewer chat requests at a time, an administrator should create and assign a new
Presence Status. This status would specifically allow junior agents to handle only two chat requests simultaneously, compared to the
standard three. This setting tailors the workload according to the agent's capability, ensuring they are not overwhelmed, which helps
in their gradual adaptation to the expected work pace.

HE #134
Your scenario involves deploying a new outbound calling feature for targeted campaigns. Which cut-over requirement helps mitigate
compliance risks?

A. All of the above, contributing to a compliant and responsible outbound calling operation.

B. Ensuring proper opt-in mechanisns and customer consent management for outbound calls.

C. Inplementing recording and call monitoring functionalities for compliance audits and quality control.
D. Verifying agent training on call scripts and adherence to regulatory requirements.

HE: A

MH.

Miitigating compliance risks in outbound calling involves multiple considerations:

A: Verifying agent training on call scripts ensures adherence to regulatory requirements.

B: Ensuring proper opt-in mechanisms and management of customer consent guards against violations.

C: Implementing recording and monitoring flinctionalities aids in compliance audits and quality control.

Collectively, these measures foster a compliant approach to managing outbound calls, reducing risk and enhancing accountability.
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