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76. Frage
universal containers wants to unify channels and manage agent workload with omni-channel routing what required step should a

consultant address before configuring omni channel ?what required step should a consultant address before configuring omni channel
?

A. customize service channel settings to define how the org receives work various sources
B. Create SF cases to have omni channel enabled

C. From ssetup select omnichannel and select enable onmi channel

D. create the necessary objects in SF

Antwort: A
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Begrindung;

Explanation

Customizing service channel settings to define how the org receives work from various sources is a required step that the consultant
should address before configuring Onni-channel. Service channels are settings that allow admmnistrators to specify how different
types of work iters, such as cases, chats, or leads, are routed and handled by Omni-channel. Service channels need to be defined
and enabled before setting up routing configurations and rules for Omni-channel. Verified References: :
httpsz/help.salesforce.conys/article View?id=sf.omnichannel overview.htm&type=>5 :

httpsz/help.salesforce.conys/article View?id=sf.omnichannel service channels.htm&type=5

77. Frage

Universal Containers wants to set a custom field on the messaging session based on the URL from which the conversation
originated.

‘What should a consultant recommend to meet the requirement?

o A. Use a Flow.
e B. Use an Einstein Bot.
e (. Use a macro.

Antwort: A

Begrindung;

A Flow (specffically, a record-triggered or platform event-triggered Flow) can be configured to automatically populate or update a
custom field on a Messaging Session record when a session is created. The Flow can reference session attributes, such as the
originating URL or other metadata, to set the correct value dynamically.

Option B (Einstein Bot) can capture conversation input but cannot directly write or update Messaging Session fields.

Option C (Macro) automates agent actions in the console, not background data population or automation on messaging objects.
Referenced Salesforce Materials:

* Service Cloud Consultant Exam Guide - Interaction Channels Domain.

* Salesforce Help: "Autormate Messaging Session Field Updates with Flow."

* Salesforce Spring '24 Release Notes - Messaging Automation Enhancements.

78. Frage

Universal Telco sells and supports a line of smart phones. The company offers support via phone, email-to-case, web-to-case, and
a customer portal. The call center manager is incented to drive support through customer self-service. Which report should be
included on the manager's dashboard? Choose 3 answers

A. Number of Portal Logmns per Day
B. Knowledge Article Usage

C. Cases by Support Channels

D. Escalated Calls

E. Average Call Handle Time

Antwort: A,B,C

79. Frage
A company has a requirement to keep all emails behind their firewall, they have 200 agents. What should they
use?

A. On Demand Email to Case
B. Email to Case
C. Web to Case

D. Community
Antwort: B

80. Frage



Universal Containers requires that users have the ability to view specific cases, as determined by the product
type field on the case. An email should be sent to the users when a case to which they have access is created or
closed. What should a consultant recommend to meet these requirements? (Choose 2)

A. Workflow rules

B. Escalation rules

C. Auto-response rules
D. Case teams

Antwort: AD
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