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QUESTION 1

What solution should a consultant recommend while designing a plan to decrease a company\\'s cost per call? (Choose
2)

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

Correct Answer: BD

QUESTION 2

Which method can be used to route cases from social channels?

A. use Twitter-to-case and add workflow rules to the case object.

B. Enable Social Customer Service and add assignment rules to the case object.
C. Enable Social Network Profile and add workflow rules to the contact object.
D. Enable Social Network Profile and add assignment rules to the case object.

Correct Answer: B

QUESTION 3

Universal Containers wants to display a history of all of today\\'s changes to a case in the order that occurred on a
single page view. This requirement includes comments, emails, and edit to case fields.

What tool should a consultant recommend to implement this requirement?
A. Auto launch flow

B. Salesforce Console for Service

C. Visualforce custom page

D. Process Builder

Correct Answer: B

QUESTION 4

Universal Containers wants to be able to assign Cases based on the same criteria they use for Live Agent chats. Which
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feature should a Consultant recommend?
A. Omni-channel Skills-based routing

B. Live Agent Queue-based routing

C. Omni-channel Queue-based routing
D. Case Skills-based Assignment Rules

Correct Answer: B

QUESTION 5

Univeral Containers is designing a contact center that will store 20 million cases. Of those, 5 million will need to be
accessed for reporting and search. Which approach will ensure best system performance? Choose 3 answers:

A. Custom indexes

B. Tiered data strategy
C. Record types

D. Divisions

E. Custom search

Correct Answer. ABD
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