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A B R (Q208-Q213):

R #208

Cloud Kicks (CK) uses Service Cloud and Slack. For difficult cases, service agents want to create a swarmin Slack to pull in
experts from multiple CK departments.

‘What should the consultant recommend to an agent who wants to launch a Slack Swarm?

e A, Apex trigger
¢ B. Escalation rules
e C. Quick Action

IEf: C

AR :

For agents wanting to launch a Slack Swarm for difficult cases, recommending the creation of a Quick Action in Service Cloud is
suitable. This Quick Action can be configured to initiate a swarm in Slack, pulling in experts from multiple departiments efficiently,
enhancing collaboration and problem-solving for complex cases.

R #209
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 Service Cloud Voice
¢ B. Lightning Dialer
¢ C. Service Cloud Softphone Layout

EfE: A

RN -

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.

H #210

Universal Containers wants to provide its five million customers a solution where customers can submit inquiries, monitor the status
of those inquiries, and view their contact information.

Which type of Community license should be used to meet these requirements?

A. Customer Community
B. Partner Community

C. Company Community
D. Employee Commumity

Ef: A
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2R #211

The Support Manager at Universal Containers is getting inaccurate agent performance reports. After researching the data, the
Salesforce Administrator has identified hundreds of cases that are closed, but still owned by a queue.

‘Which two solutions should a Consultant recommend to correct this problem? Choose 2 answers

¢ A Create a Process Builder and Flow to change the owner on closed cases.

¢ B. Use a data tool to update the owner field on closed cases.

e (. Create a case assignment rule to ensure cases are owned by a user when closed.
¢ D. Create a case validation rule to ensure cases are owned by a user when closed.

IEf#: B. C
RN -

Case assignment rules are rules that automatically assign cases to users or queues based on certain criteria.

You can create a case assignment rule to ensure that cases are owned by a user when they are closed, by setting the criteria to
match the closed case status and the action to assign the case to the user who last modified it. This way, you can prevent cases from
being closed while still owned by a queue. To correct the existing problem of hundreds of cases that are closed but still owned by a
queue, you can use a data tool such as Data Loader or Import Wizard to update the owner field on those cases in bulk. Verified
References: [Case Assignment Rules] and [Data Tools]

HA #212
Milestones can be added to which three object types?
Choose 3 Answers

A. Entitlerment
B. Account

C. Service

D. Work order
E. Case

iIFf#: A. D. E
fiR .-

Milestones can be added to work orders, cases, and entitlements in Salesforce. Work orders are records that track service requests
for customers. Cases are records that track customer issues or inquiries. Entitlerments are units of customer support that specify what
kind of support a customrer is eligble for. You can use milestones to define the required steps and time limits for resolving work
orders, cases, and entitlements. Verified References: Milestones: Supported Objects
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