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Nowadays everyone is interested in the field of Salesforce because it is growing rapidly day by day. The Salesforce Certified
Service cloud consultant (Service-Cloud-Consultant) credential is designed to validate the expertise of candidates. But most of the
students are confused about the right preparation material for Service-Cloud-Consultant Exam Dumps and they couldn't find real
Service-Cloud-Consultant exam questions so that they can pass Salesforce Service-Cloud-Consultant certification exam in a short
time with good grades.

Salesforce Certified Service cloud consultant exam is intended for experienced Salesforce professionals who have a strong
understanding of Salesforce products and services. Candidates should have experience with Service Cloud implementation and
should have a good understanding of custormer service best practices. Service-Cloud-Consultant examis designed to validate the
candidate’s knowledge of Service Cloud fimctionality and their ability to design and implement Service Cloud solutions.

Salesforce Certified Service cloud consultant (W19) Service-Cloud-
Consultant Exam

Salesforce Certified Service cloud consultant (W19) Service-Cloud-Consultant Exam is related to Service Cloud Consultant
Certification. This exam s designed for those Candidates who have experience implementing Service Cloud Solution in a Customer
Facing Role. This exam measures the Candidate ability and knowledge in the design and implements Service Cloud Solution that
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meets customer business requirenment is maintainable and scalable. Salesforce Administrator, Service Cloud Consultant and
Designing Service, Cloud Consultants usually hold or pursue this certification and you can expect the same job role after completion
of this certification.
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Exam Service-Cloud-Consultant Overview & Online Service-Cloud-
Consultant Training

Though the quality of our Service-Cloud-Consultant exam questions are the best in the career as we have engaged for over ten years
and we are always working on the Service-Cloud-Consultant practice guide to make it better. But if you visit our website, you will
find that our prices of the Service-Cloud-Consultant training prep are not high at all. Every candidate can afford it, even the students
n the universities can buy it without any pressure. And we will give discounts on the Service-Cloud-Consultant learning materials
from time to time.

Service-Cloud-Consultant Exam topics

Candidates nust know the exam topics before they start of preparation. Because it will really help them in hitting the core. Our
Salesforce Service-Cloud-Consultant Exam Dumps will include the following topics:

Knowledge Channels 9%
Contact Center Analytics 5%
Case Management 11%
Interaction Channels 9%

Salesforce Certified Service cloud consultant Sample Questions (Q190-Q195):

NEW QUESTION # 190
‘What solution should a consultant recommend while designing a plan to decrease a company's cost per call?
(Choose 2)

A. Useintegrated voice response

B. Increase the Call-to-Order ratio
C. Use suggested Knowledge articles
D. Bypass entitlement verification

Answer: A,C

NEW QUESTION # 191

Ifa Case cannot be resolved after Tier 1 has performed their troubleshooting steps, the case must be escalated to Tier 2 support.
Tier 2 has additional troubleshooting steps. How can a Consultant configure the Lightning Service Console to support this
requirement?

A. Configure a Visual Flow Troubleshooting Action

B. Implement Lightning Guided Engagement

C. Enable Omni-Channel Case assignment

D. Define separate Record Types for Tier 1 and Tier 2

Answer: B

NEW QUESTION # 192
Universal Containers wants to implement Knowledge to assist agents with the resolution of cases. Which three recommendations
should a consultant make to meet this requirement? Choose 3 answers

¢ A. Enable article submission during case close.
¢ B. Enable agents to create their own personal articles.
¢ (. Create an email template to send articles as PDF attachments.
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¢ D. Enable article customization for open cases.
¢ E. Enable suggested articles on new cases.

Answer: A,C.E

Explanation:

Enabling suggested articles on new cases, enabling article submission during case close, and creating an email template to send
articles as PDF attachments are recommendations that a consultant should make to assist agents with the resolution of cases using
Knowledge. Suggested articles are a feature that automatically recommends relevant articles to agents based on the case
information. Agents can view the suggested articles in the case feed or the knowledge sidebar, and attach them to the case or email
them to the customer. Article submission during case close is a feature that allows agents to create new articles or update existing
articles from the case resolution page. Agents can use this feature to capture and share their knowledge after resolving a case. An
email template is a type of template that can be used to create and send emails from Salesforce. An email template can include
merge fields, images, links, and other formatting options. An email template can also include a knowledge article as an attachiment or
a link. Agents can use this feature to send an email with the article to the customer from the case record page or the Service
Console. Verified References: Service Cloud Consultant Certification Guide & Tips, Suggested Articles Overview, Submit Articles
During Case Close, Create Lightning Email Templates

NEW QUESTION # 193
Which three processes are uses case for Visual Workflow? Choose 3 answers

A. Field validation during case creation

B. Assignment of email to a case queue based on subject
C. Cross-sell promotions for agents

D. Decision-based troubleshooting for agents

E. Caller verification and creation of a new case

Answer: C,D,E

NEW QUESTION # 194
‘What metrics should a contact center manager consider to measure adoption of Salesforce Knowledge? (Choose 2)

A. Number of solutions created by agent
B. Number of cases escalated by agent
C. Number of articles attached to a case
D. Number of articles created by agent

Answer: C,D

NEW QUESTION # 195
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