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EE #1006
You need to set up emnail case creation. Which feature allows automatic case generation from incoming emails?

A. Process Builder sequences defining steps for email parsing and case generation.
B. Email-to-Case enabled on the Case object with appropriate field mapping.

C. Emstein Bots configured to handle email inquiries and create cases if needed.
D. Workflow Rules with email field criteria triggering case creation.

He:. B

Y.

Email-to-Case is the feature that allows automatic case generation from incoming emails by converting emails into case records. This
functionality ensures that all relevant email data is captured directly into Salesforce cases, utilizing field mapping to organize and store
mformation correctly.

AE #107
Youneed to deploy a new case routing algorithm based on Al. Which deployment process provides the safest and most controlled
approach?

A. All of the above, depending on the complexity and potential impact of the new algorithm.

B. Production deployment directly to all users simultaneously, with immediate effect.

C. Full sandbox deployment for comprehensive testing before migrating to production.

D. Pilot deployment involving a small user group for testing and feedback before broader rollout.

.|

o
m

: D

Y.

Deploying a new case routing algorithm based on Al is best approached using a pilot deployment. This method involves testing the
new algorithm with a small group of users to collect feedback and assess performance in a controlled environment. This approach
allows for identifying potential issues and making necessary adjustments before a full-scale rollout, thus reducing risk and ensuring the
algorithm perforns as intended when implemented broadly.

EE #108
The customer wants to streamline agent onboarding and training. Which feature promotes reusability and maintainability?

A. Leverage Service Cloud Knowledge articles with searchable information and step-by-step guides for common tasks.
B. Design personalized training materials tailored to specific agent skill sets and needs.

C. Create standard operating procedures (SOPs) documented within Salesforce Knowledge Base articles.

D. Develop unique training guides and resources for each agent role and case type.

HE: A

Y.

Service Cloud Knowledge articles provide a scalable and reusable solution for agent onboarding and training. These articles can be
easily accessed and used by agents for selfhelp and learning, promoting a consistent training experience across the organization.
They also support updates and maintenance, ensuring that the training content remains relevant and accurate. Thus, "C. Leverage
Service Cloud Knowledge articles with searchable information and step-by-step guides for common tasks" is the appropriate choice

for streamlining training processes.
Reference: Salesforce Documentation on Service Cloud Knowledge

AE #109
You need to validate data migration accuracy and completeness. Which tool assists with this process?

¢ A. Allofthe above, offering various methods for comparing and verifying data accuracy after migration.



¢ B. Validation Rules on key fields within Salesforce ensuring data adherence to defined formats and constraints.
¢ (. Salesforce Reports and Dashboards providing data comparisons between legacy and Salesforce systers.
¢ D. Data Compare tools like Informatica PowerCenter analyzing record discrepancies and data integrity.

HE: A

Y.

Several tools assist in validating data migration accuracy and completeness:

A: Salesforce Reports and Dashboards enable comparisons of data metrics between the legacy system and Salesforce.

B: Data Compare tools like Informatica PowerCenter provide deep analysis capabilities for identifying discrepancies and integrity
issues.

C: Validation Rules within Salesforce ensure that incoming data adheres to specific formats and constraints, preventing incorrect data
entries.

Employing these tools collectively ensures a thorough validation process for migrated data, securing data integrity and accuracy.

HAE #110
You're migrating historical call recordings to Salesforce. Which storage option provides secure and scalable access?

A. File attachments within Salesforce case records.

B. Salesforce Content Management System (CMS) for document and asset management.
C. External cloud storage with Salesforce integration.

D. Salesforce Platform Events or Queues for real-time data streaming and storage.

e C

MY

‘When migrating historical call recordings, secure and scalable storage options are crucial. External cloud storage solutions, integrated
with Salesforce, provide the best option for handling large volumes of data such as call recordings. These solutions offer scalability,
security, and easy accessibility, which are necessary for effective data management within Salesforce environments. Thus, "B.
External cloud storage with Salesforce integration” is the most suitable storage option for this purpose.

Reference: Salesforce Files and Content Management
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