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Question 1

Question Type: MultipleChoice

Universal Containers has created permission sets granting access to objects and fields in one of its
sandboxes.

Following best practices, how should a consultant deploy these permission sets to production?

Options:

A- Use a change set.

B- Re-create them manually.
C- Use Salesforce Workbench.

Answer:
A

Explanation:

The best practice for deploying permission sets from a sandbox to production is to use a change set.
Change sets allow administrators to push configurations, including permission sets, directly from one
Salesforce environment to another. This ensures a smooth and error-free transfer of configurations,
maintaining the integrity of permissions and access controls in the production environment.

Question 2

Question Type: MultipleChoice

Universal Containers has a well-defined support process for cases which includes the following
statuses:

* New

* Assigned

*In Progress

* Waiting On Customer

* Closed
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The support manager has noticed an increase in the average age of a case and wants to understand
how long a case is in each status.

Which report type should the consultant consider when collecting data for the support manager?

Options:

A- Case Lifecycle

B- Cases with Milestones
C- Case History

Answer:
C

Explanation:

For analyzing the duration cases spend in each status, the 'Case History' report type is most suitable.
This report tracks all changes made to a case, including status updates, providing a detailed timeline
of a case's progression. This data enables the support manager to identify bottlenecks or stages where
cases are delayed, facilitating targeted improvements in the support process.

Question 3

Question Type: MultipleChoice

Universal Containers wants customers to have the ability to log cases with structured data and route
based on urgency and product line.

How should a consultant accomplish this?

Options:

A- Standard Web-to-Case with assignment rules
B- Omni-Channel with prioritized queues

C- Standard Email-to-Case with assignment rules

Answer:
A
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Explanation:

To enable customers to log cases with structured data and route them based on urgency and product
line, using Standard Web-to-Case with assignment rules is recommended. This feature allows for the
creation of web forms that customers can fill out, which then become cases in Salesforce. Assignment
rules can then be used to automatically route these cases to the appropriate teams or agents based
on predefined criteria, ensuring efficient and relevant case handling.

Question 4

Question Type: MultipleChoice

Universal Containers (UC) faces challenges in efficiently managing and responding to a growing
number of customer queries within Service

Cloud. A consultant is advising on the implementation of chatbots to improve current customer
support operations.

Which specific aspect should UC prioritize when implementing chatbots to improve customer support
operations?

Options:

A- Focus on scalability for handling high inquiry volume.
B- Work on integrating with social media platforms.

C- Emphasize continuous monitoring of chat.

Answer:
A

Explanation:

When implementing chatbots to improve customer support operations, prioritizing scalability is crucial.
Scalability ensures that the chatbot system can handle a high volume of inquiries efficiently, without
compromising response times or customer experience. This focus helps in managing peak periods and
growing customer bases, making chatbots a sustainable solution for enhancing support operations.
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Question 5

Question Type: MultipleChoice

The support manager at Universal Containers is getting inaccurate agent performance reports. After
researching the data, the Salesforce admin

has identified hundreds of cases that are closed but still owned by a queue.

Which solution should a consultant recommend?

Options:

A- Use Data Loader periodically to assign these cases to a default owner.

B- Create a case validation rule to ensure cases are owned by a user when closed.
C- Create a case assignment rule to ensure cases are owned by a user when closed.

Answer:
B

Explanation:

To address the issue of closed cases still owned by a queue, implementing a case validation rule is the
most effective solution. This rule can enforce that cases must be transferred to an individual user's
ownership before they can be marked as closed. This ensures data accuracy in reports and helps in
evaluating agent performance more reliably, as cases will correctly reflect their final ownership status.

Question 6

Question Type: MultipleChoice

Which feature should a consultant recommend to prompt a Tier 2 service representative to take over
case processing from Tier 1 and know how far Tier 1 had progressed in troubleshooting?

Options:

A- Path for Cases

B- Escalation Rules

C- Einstein Next Best Action
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Answer:

Explanation:

To assist a Tier 2 service representative in taking over case processing from Tier 1 and understanding
the troubleshooting progress, 'Path for Cases' is recommended. Path visually guides agents through
the different stages of a case, providing them with the necessary context and guidance at each step.
This feature helps in streamlining the handover process and ensures that Tier 2 representatives are
immediately aware of the actions taken by Tier 1, enhancing efficiency and case resolution times.

Question 7

Question Type: MultipleChoice

Universal Containers wants to develop a new Case Management solution. The end-to-end solution will
include integrations with third-party systems.

Following best practices, which development and deployment path should a consultant recommend?

Options:

A- Develop in one sandbox, complete quality assurance in a different sandbox, and then perform user
acceptance and integration testing in production.

B- Develop and test Salesforce functionality in one sandbox, and then rebuild the functionality in
production.

C- Set up separate sandboxes for development, quality assurance, and user acceptance testing, and
then move the features to production.

Answer:

Explanation:

Following best practices for developing a new Case Management solution that includes third-party
integrations, it's advisable to use separate sandboxes for different stages of development. This
approach allows for isolated environments to develop, test, and validate features before deployment
to production, minimizing risks and ensuring that new functionalities meet user requirements and work
as expected in an integrated ecosystem.
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Question 8

Question Type: MultipleChoice

Cloud Kicks has implemented a review process for all new Knowledge articles. Each article must be
reviewed and approved by a subject matter expert before becoming available to users.

Which step is necessary to make articles visible in all the selected channels?

Options:

A- Click Publish after the Approval Process.

B- Set the status to Published fram the Knowledge approval page.
C- Set the final approval action to 'Lock the record for editing'.

Answer:
A

Explanation:

For new Knowledge articles to be visible in selected channels after a review process, the necessary
step is to click 'Publish' post-approval. Once an article has been reviewed and approved by the
designated subject matter expert, publishing the article makes it available to users across the
specified channels. This ensures that only verified and approved content is accessible, maintaining
quality and relevance.
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