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R #220
A contact center manager wants to measure improvements to capacity planning operations after the implementation of'a new


https://www.shikenpass.com/Service-Con-201-shiken.html
https://www.mogiexam.com/Service-Con-201-exam.html
https://www.mogiexam.com/Service-Con-201-exam.html
https://www.passtest.jp/Service-Con-201-exam.html

workforce management system.
‘Which metric should a consultant use to assess the success of the new workforce management system?

e A, Number of closed cases
¢ B. Agent utilization
o C. Deflection rate

IEf#: B

fiR e«

Agent utilization is a key metric for assessing the effectiveness of workforce management systens, as it measures the percentage of
time agents spend handling customer interactions compared to their available time. Improvements in agent utilization indicate a more
efficient allocation of resources and better capacity planning,

HMA #221
Which feature can a consultant deploy to route cases from social channels within a limited timeframe?

e A. Use a third-party app from AppExchange.
¢ B. Implement an Apex solution.
¢ (. Use custom case assignment rules.

Ef#: C

A -

To route cases from social channels efficiently within a limited timeframe, configuring custom case assignment rules is recommended.
These rules can automate the distribution of cases based on specific criteria, ensuring that cases are promptly assigned to the
appropriate agents or queues for timely resolution.

R #222

Universal Containers (UC) is implementing Service Cloud within its North America call center to validate key use cases, system
capabilities, and integration patterns. The UC leadership teamis concerned that the upcoming Salesforce Release schedule may
impact the implementation project's development efforts.

What should a Service Cloud Consultant recommend that UC's Salesforce Admin do in this scenario?

¢ A Disable updates to the sandbox so the team can continue using the solution without the updates from the release.
¢ B. Postpone the release to the production org so the team can finish the project before the release is deployed.
e C. Conduct testing in a preview sandbox so the team can adjust features that will be affected by the release.

IEf#: C

R

The best practice during Salesforce's triannual release cycle is to use a preview sandbox to test upcoming release features and
identify any impact on in-progress implementations. This ensures:

Early identification of compatibility issues,

Validation of integrations and customizations, and

Smoother deployment after general availability.

Option A is not possible-Salesforce-managed releases cannot be postponed.

Option B is also not possible-sandbox updates follow Salesforce's automatic release schedule.
Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide - Implementation Strategies Domain.

Salesforce Help: "Use Preview Sandboxes to Test New Release Features."

Salesforce Release Management Guide - Sandbox Testing Strategy.

B #223

Cloud Kicks (CK) provides customized support based on product line and plans to expand from voice-only support. Support
agents are certified on one or more specific product lines. CK would like to provide support through multiple channels. CK wants to
ensure a consistent custormer experience.

‘Which solution should the consultant recommend to meet the requirements?



¢ A. Omni Channel with Queue-Based Routing
¢ B. Ommni-Channel with Capacity-Based Routing
¢ C. Omni-Channel with Einstein Case Routing

IEf#: C

R -

To meet the requirements of providing support through multiple channels with a consistent customer experience, Omni-Channel with
Einstein Case Routing is recommended. This solution uses Al to route cases to the most appropriate agent based on their
certification and product line expertise, ensuring that customers receive knowledgeable and consistent support across all channels.

R #224
A consultant has been hired to integrate a client's phone system with the Service Console.
What is the consultant required to do during this integration?

e A. Configure the CTI Adapter.
¢ B. Add the utility bar to the app.
¢ C. Enable the Lightning Console.

EfE: A

A -

During the integration of a client's phone system with the Service Console, configuring the Computer Telephony Integration (CTI)
Adapter is a critical step. This involves setting up the interface between the phone system and Salesforce, enabling features like
click-to-dial, call logging, and screen pops within the Service Console for improved agent efficiency.
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