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Question 1
Question Type: MultipleChoice

Universal Containers (UC) is using skills-based routing to assign cases to service reps based on their
relevant product specialization. UC also wants to automatically assign service reps to the next case to
evenly distribute the case workload.

Options:
A- Least Active
B- Manual Push
C- Most Available

Answer:
C

Explanation:
The Most Available routing model in Omni-Channel ensures that the next available agent with the least
workload (based on capacity) automatically receives the next case, maintaining an even distribution of
work. It can also use skills-based routing to match cases to qualified agents.

Option A (Least Active) prioritizes agents with fewer open tasks but doesn't ensure capacity-based
fairness.

Option B (Manual Push) requires supervisors to manually assign cases, which is inefficient.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide -- Interaction Channels Domain.

Salesforce Help: ''Configure Routing Models in Omni-Channel.''

Salesforce Winter '23 Release Notes -- Skills-Based and Capacity-Based Routing Enhancements.

Question 2
Question Type: MultipleChoice

Universal Containers (UC) wants to implement Service Cloud using Agile methodology.
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What should the Service Cloud Consultant recommend to deliver a successful implementation?

Options:
A- Generate all of the requirements with UC executives, and then develop the project schedule.
B- Generate all of the project requirements from the project team and executives at once, and then
deliver a complete solution.
C- Generate continuous feedback from the project team, and adjust the requirements and deliverables
accordingly.

Answer:
C

Explanation:
The Agile methodology emphasizes iterative development, continuous stakeholder feedback, and
incremental delivery. For a Service Cloud implementation, this means defining a prioritized backlog of
user stories and adapting deliverables based on real-world testing and evolving business needs.

Option A and B represent Waterfall-style approaches that define all requirements upfront without
iteration.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide -- Implementation Strategies Domain.

Salesforce Project Delivery Framework -- Agile Implementation Practices.

Salesforce Trailhead: ''Deliver Salesforce Projects Using Agile.''

Question 3
Question Type: MultipleChoice

A travel agency wants to offer self-service for customers, so that customers can create new travel
reservations and modify existing bookings. These tasks often require integration with external booking
systems and adherence to unique business logic.

Options:
A- Agentforce for Service Agent combined with Einstein Bots to complete specific tasks.
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B- Agentforce for Service Agent with custom topics and custom actions.
C- Custom Screen Flows that walk the customer through the reservation and booking process.

Answer:
B

Explanation:
Agentforce Service Agent can handle complex business processes involving external integrations and
custom logic through custom topics and custom actions built using Salesforce Flow, Apex, or Prompt
Builder. This allows customers to perform specific, secure actions---like creating or modifying
reservations---while the AI agent maintains conversational context and business rules.

Option A is partially correct but redundant, as Agentforce already supports such task automation
without requiring Einstein Bots.

Option C (Custom Screen Flows) would require the user to manually navigate a UI flow rather than
interact conversationally, reducing self-service efficiency.

Referenced Salesforce Materials:

Salesforce Spring '24 Release Notes -- Agentforce Custom Topics and Actions Enhancements.

Service Cloud Consultant Exam Guide -- Service Cloud Solution Design Domain.

Salesforce Help: ''Use Custom Actions and Topics in Agentforce for Service.''

Question 4
Question Type: MultipleChoice

The Universal Containers (UC) customer support organization has implemented Knowledge-Centered
Support (KCS) in its call center. However, the call center management thinks that support reps should
contribute new Knowledge articles more often.

What should UC do to address this situation?

Options:
A- Measure and reward support reps based on the number of new articles approved for publication.
B- Measure and reward support reps based on the number of new articles submitted for approval.
C- Require support reps to check a box on the case when submitting a new suggested article.
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Answer:
B

Explanation:
In a Knowledge-Centered Support (KCS) model, success is driven by knowledge contribution and
continuous improvement. Salesforce recommends measuring and incentivizing the number of articles
created or submitted, not just those published, since publication depends on reviewers and workflow
timing.

Option A focuses on approval outcomes, which may demotivate reps.

Option C adds administrative work without driving measurable knowledge contribution.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide -- Knowledge Management Domain.

Salesforce Help: ''Implement KCS Metrics and Incentives in Service Cloud.''

Salesforce Trailhead: ''Drive Knowledge Contribution Using KCS Practices.''

Question 5
Question Type: MultipleChoice

Universal Healthcare aims to implement Agentforce Service Agent to assist patients' common inquiries
and provide medication summaries. It should handle sensitive tasks such as confirming patient
identity via email or phone before retrieving medical history.

How should the Service Cloud Consultant approach the Agentforce Service Agent's action
configuration?

Options:
A- Employ standard topics and actions for general inquiries, and create custom topics and actions
using Apex, Flow, or Prompt Builder for sensitive tasks.
B- Implement only custom actions for all patient interactions to ensure complete control over data
privacy and security from the outset.
C- Utilize standard actions for all tasks, as they are pre-configured to handle sensitive data securely
without additional setup and are industry best practices.
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Answer:
A

Explanation:
For Agentforce Service Agent implementations that involve sensitive data (e.g., healthcare records),
Salesforce recommends combining standard topics for general use cases with custom topics and
actions (built via Flow, Apex, or Prompt Builder) for privacy-sensitive operations.

This hybrid approach ensures compliance with HIPAA and organizational security policies while
leveraging prebuilt, maintainable Service Agent capabilities.

Option B is unnecessarily restrictive and time-consuming.

Option C is inaccurate --- standard actions do not automatically enforce advanced verification or
compliance requirements.

Referenced Salesforce Materials:

Salesforce Spring '24 Release Notes -- Agentforce Service Agent and Custom Action Enhancements.

Service Cloud Consultant Exam Guide -- Interaction Channels Domain.

Salesforce Help: ''Configure Custom Actions and Topics for Sensitive Data Handling in Agentforce.''

Question 6
Question Type: MultipleChoice

Universal Containers (UC) is launching several new features to improve productivity for contact center
users.

Which communication channel should UC use to announce new features to contact center users
without interrupting their workflows?

Options:
A- Internal Release Webinar
B- In-App Guidance
C- Email

Answer:
B
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Explanation:
In-App Guidance (part of Salesforce's myTrailhead and in-app learning capabilities) allows
organizations to provide contextual, real-time notifications and feature walk-throughs directly within
Salesforce. This method supports continuous enablement without disrupting agent workflows.

Option A (webinar) requires users to leave their work environment.

Option C (email) is asynchronous and often ignored, offering no guided experience.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide -- Implementation Strategies Domain.

Salesforce Help: ''Use In-App Guidance to Drive User Adoption.''

Salesforce Spring '24 Release Notes -- In-App Guidance Enhancements.

Question 7
Question Type: MultipleChoice

Universal Containers' service operations manager needs a historical report detailing service rep
performance for all service channels. The report must include Active Time, Handle Time, Speed To
Answer, and any reasons provided when reps decline work items.

Which solution should a Service Cloud Consultant recommend?

Options:
A- Use the Omni Supervisor Service Reps tab.
B- Configure the Wallboard tab to display Work Performance metrics.
C- Build custom report type with 'Agent Work' as the primary object.

Answer:
C

Explanation:
The Agent Work object stores detailed data on agent interactions --- including Active Time, Handle
Time, Speed to Answer, and Decline Reasons --- across multiple channels. Building a custom report
type with Agent Work as the primary object enables historical and analytical reporting across Omni-

https://prepbolt.com/


https://prepbolt.com/

Channel and Messaging.

Option A (Omni Supervisor) provides real-time monitoring, not historical data.

Option B (Wallboard) offers operational dashboards, not customizable analytics for historical insights.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide -- Contact Center Analytics Domain.

Salesforce Help: ''Report on Agent Work and Omni-Channel Performance.''

Salesforce Winter '23 Release Notes -- Agent Work Reporting Enhancements.

Question 8
Question Type: MultipleChoice

What should a consultant consider when implementing Salesforce Messaging functionality in a new
Service Cloud instance?

Options:
A- It should be routed via Omni-Channel.
B- It is incompatible with Einstein Bots.
C- It should be deployed with Experience Builder.

Answer:
A

Explanation:
Salesforce Messaging (SMS, WhatsApp, and other digital channels) is designed to integrate with Omni-
Channel for intelligent routing, agent capacity management, and real-time monitoring. This ensures
messages are distributed efficiently among agents while leveraging presence and workload rules.

Option B is incorrect --- Salesforce Messaging is compatible with Einstein Bots for automated
responses.

Option C (Experience Builder) is unrelated to Salesforce Messaging setup, which is handled in the
Messaging Settings and Omni-Channel configuration.

Referenced Salesforce Materials:
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Service Cloud Consultant Exam Guide -- Interaction Channels Domain.

Salesforce Help: ''Enable and Route Salesforce Messaging Through Omni-Channel.''

Salesforce Spring '24 Release Notes -- Digital Engagement Enhancements.

Question 9
Question Type: MultipleChoice

A Service Cloud Consultant is engaged to help Cloud Kicks (CK) streamline its customer service
operations. CK has multiple departments with disconnected processes and limited documentation. The
consultant is preparing for the project kickoff and wants to ensure the engagement begins
successfully.

What should the consultant do first to ensure the success of the engagement?

Options:
A- Review documentation after the solution design has been completed.
B- Begin building a prototype based on assumed best practices.
C- Schedule interviews with department leaders to gather current process details and pain points.

Answer:
C

Explanation:
The first step in any Salesforce Service Cloud implementation is requirements gathering and
stakeholder engagement. Scheduling interviews with department leaders ensures that the consultant
understands the current processes, pain points, and departmental goals before solution design.

This aligns with Salesforce's Implementation Strategies best practices --- to capture business
requirements, validate them with stakeholders, and define measurable success criteria before
configuration begins.

Option A occurs too late in the process, while Option B risks misalignment with actual business needs.

Referenced Salesforce Materials:

Service Cloud Consultant Exam Guide -- Implementation Strategies Domain.

Salesforce Project Delivery Framework -- Discovery and Requirements Phase.
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Salesforce Help: ''Engage Stakeholders and Gather Business Requirements.''
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