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QUESTION 1

Business Users have requested that the salesforce administrator allow agents to view a list of cases in the 

console while agents work through their cases. This will allow agents to identify urgent cases that need to 

be worked on. 

How should this be accomplished? 

A. Enable the list to be pinned in the console. This allows users to view the list alongside the case view in the console 

B. Build a customer visual force page with the list view and assign it to the console sidebar. 

C. Configure the case list under custom console components so users can view the list view along with the case view 

D. Recommend opening the case list view in a separate browser tab and use the window alongside the case view 

Correct Answer: A 

 

QUESTION 2

UC has two customer service contact centers and each focuses on a specific product line. Each contact center has a
varying call volume, contributing to a high operational cost for the company. UC wants to optimize the cost without
compromising customer satisfaction. What can a consultant recommend to accomplish these objectives? Choose 2
answers. 

A. Implement a customer self-service portal 

B. Enable agents to transfer calls to other agents 

C. Cross-train agents on both product lines 

D. Prioritize customer calls based on their SLA 

Correct Answer: AC 

 

QUESTION 3

A customer is planning a Service Cloud implementation. The customer\\'s current database has the following number of
records: 10 million cases 1 million accounts 3 million contacts 

When planning to migrate this data into Salesforce, what implications should be considered? (Choose 2) 

A. The Salesforce org may be slow during the data import 

B. Related lists on the case object may be slow to populate 

C. Salesforce reporting speed may be affected 

D. Result may be slow when searching for records 
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Correct Answer: CD 

 

QUESTION 4

Which feature should a Consultant configure to allow global Service Reps to call customers from within the Lightning
Service Console? 

A. Open CTI 

B. Macros 

C. Local Presence 

D. Lightning Dialer 

Correct Answer: D 

 

QUESTION 5

What method can NOT be leveraged to capture Cases in addition to via the Case tab? 

A. Email to Case 

B. Chatter feeds 

C. Customer Portal 

D. Self Service Portal 

Correct Answer: B 

 

QUESTION 6

A company receives support requests through a variety of email addresses and web forms for different 

parts of the business. 

Which feature combination will ensure that cases are efficiently handled by the most appropriate 

representatives? 

A. Case Assignment Rules, Queues, Chatter Groups, Live Agent 

B. Case Assignment Rules, Queues, Public Groups, Omni-Channel 

C. Escalation Rules, Queues, Chatter Groups, Omni-Channel 

D. Escalation Rules, Queues, Public Groups, Live Agent 

Correct Answer: B 
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QUESTION 7

The Service Manager at Universal Containers is concerned that users will NOT be able to manage cases in the Service
Console efficiently and reduce clicks. Which feature should a Consultant implement to address this concern? 

A. Configure Macros 

B. Multiple Monitors Components 

C. Collapsible Sidebar Components 

D. Console Keyboard Shortcuts 

Correct Answer: A 

 

QUESTION 8

The Service Manager at universal Containers manages three teams. Each team provides support for the specific
product. Agents have concerns about seeing search results for other products when searching the knowledge base. The
service manager originally provided the teams with full access to the articles. Which solution will ensure each team sees
only the relevant article type for their product? 

A. Create an article action for each record type and assign them to each team based on their product specialization 

B. Create a permission set for each record type and assign them to each team based on their product specialization 

C. Create a page layout for each article type and assign them to each team based on their product specialization 

D. Create a data category for each product and assign them to each team bases on their product specialization 

Correct Answer: D 

 

QUESTION 9

What key metric should a contact center manager use to evaluate the effectiveness of a new Service Cloud
implementation? (Choose 2) 

A. First contact resolution rate 

B. Number of total cases handled 

C. Total number of solutions created by agent 

D. Average number of knowledge articles published 

Correct Answer: AB 

 

QUESTION 10
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What is a common deflection technique to reduce the number of interactions for a contact center? Choose 2 answers. 

A. Recommend articles during a call for a support agent 

B. Suggest articles for a web-to-case question 

C. Suggest articles for an email-to-case question 

D. Recommend articles prior to a Live Agent session 

Correct Answer: BD 

 

QUESTION 11

Which Statement is true regarding Salesforce Chatter Answers? Choose 3 answers 

A. Answers can be exposed to partner portal users 

B. External users can subscribe to Answers 

C. Escalate a question to a case 

D. Knowledge articles can be created from Answers 

E. Select best answers for questions. 

Correct Answer: CDE 

 

QUESTION 12

UC\\'s service center needs to provide support for a new product line. The product manager would like to be 

notified whenever a customer reports a new defect. Which solution should a consultant recommend to 

meet this requirement? 

(choose 1 answer) 

A. Use an escalation rule to move cases into the product manager queue 

B. Use Chatter case feed and case teams to monitor cases 

C. Use an assignment rule to assign new cases to the product manager 

D. Use a workflow rule to send an email to the product manager 

Correct Answer: D 

 

QUESTION 13

Universal Telco sells and supports a line of smart phones. The company offers support via phone, emailto-case, web-to-
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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 Logins per Day 

B. Knowledge Article Usage 

C. Average Call Handle Time 

D. Cases by Support Channels 

E. Escalated Calls 

Correct Answer: ABD 

 

QUESTION 14

Universal Containers (UC) needs to invoke a process on an external system (NOT in Salesforce) 

whenever cases are created or updated by contact center agents. UC does NOT want to use any 

customized code to accomplish this. 

Which solution should a Consultant recommend? 

A. RESTful services with GET, POST, or PUT 

B. Workflow-driven outbound messaging 

C. Schedule batch Apex processing job 

D. Visualforce page APEX SOAP async callout 

Correct Answer: B 

 

QUESTION 15

UC is in the process of implementing Service Cloud. In which order should the data be migrated? 

A. Users, accounts, contacts, cases 

B. Accounts, contacts, cases, users 

C. Users, contacts, accounts, cases 

D. Accounts cases, users, contacts 

Correct Answer: A 
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