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specialization?

A. Create a permission set for each record type; assign permissions to service agents.
B. Create a data category for each product; assign data categories to service agents.
C. Create an article action for each record type; assign record types to service agents.
D. Create a page layout for each record type; assign layouts to service agents.

Answer: B

NEW QUESTION # 204 
What is the primary function of a private branch exchange (PBX)?

A. To report the caller's background information
B. To use speech recognition to direct calls
C. To receive multiple calls at one time
D. To mate calls to different agents

Answer: C

NEW QUESTION # 205 
Cloud Kicks (CK) has service agents based in North America and Europe respond to new leads created in Salesforce. The lead
record includes the language spoken: English, French, or 5panish.
In CK's industry, the time to contact after a lead expresses interest is a critical success factor. Most service agents speak a single
language and a few are multilingual.
What is the recommended feature to meet the requirements?

A. Lightning Flow for Service
B. Lead Assignment Rules
C. Skills-Based Routing
D. Queue-Based Routing

Answer: C

NEW QUESTION # 206 
Universal Containers wants to implement Omni Channel within Service Cloud for its representatives. What is the first step required
to configure Omni Channel?

A. Assign Users to Omni Channel permissions.
B. Assign Users to the Omni Channel Feature License.
C. Enable Omni Channel in Setup.
D. Contact Salesforce to have Omni Channel enabled.

Answer: C

NEW QUESTION # 207 
Universal Banking needs to provide a public knowledge base on its website. The company has three product
groups (Personal Banking, Mortgage, and CDs) and needs to display information and address common
questions about each product area. How should Knowledge be configured? Choose 2 answers.

A. Create two data categories to display information (Question/Answer, Product Info).
B. Create two article types to display information (Question/Answer, Product Info).
C. Create three data categories for each product area (Personal Banking, Mortgage, CD).
D. Create three article types for each product area (Personal Banking, Mortgage, CD).

Answer: B,C
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