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QUESTION 1

The Universal Containers Contact Center has Customer Support Agents who speak Spanish and wants all 

cases where Spanish is the preferred language to be handled by these agents in real time. Universal 

Containers allow customers to contact agents through phone and chat. 

Which solution should be implemented to support this? 

A. Omni-Channel 

B. Case Auto-Response Rules 

C. Visual Workflow 

D. Case Assignment Rules 

Correct Answer: A 

 

QUESTION 2

Universal containers wants to assign support agents to handle only specific interaction channels based on one of the
following channel groupings a) Phone b) Phone and email c) Social media (facebook and twitter). What should a
consultant recommend to accomplish this? 

A. Create a service cloud console to support all channel groupings. 

B. Create an agent profile for each channel grouping. 

C. Create a unique case page layout for each channel grouping. 

D. Create an agent role for each channel grouping. 

Correct Answer: C 

 

QUESTION 3

In the telesales contact center, Universal Containers has three-step and five-step order process, contingent on the type
of product solD. Which approach should be used to optimize the order process? Choose 2 answers 

A. Use Visualforce to create a wizard for each process 

B. Organize the fields on the page layout to match each process 

C. Use Visual Workflow to streamline the process 

D. Create a custom object for each step in the process 

Correct Answer: BC 
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QUESTION 4

Auto Response rules work on which objects? 

A. Leads and Cases 

B. Leads and accounts 

C. Accounts and Opportunity 

D. Accounts and Cases 

Correct Answer: A 

 

QUESTION 5

A contact center agent wants to leverage subject matter experts (SMEs) on Chatter to resolve a complex issue for a
customer. What is the recommended solution to increase the involvement of SMEs and track the case to completion in
Chatter? 

A. Follow the SMEs to receive automatic updates when they add case comments 

B. Bookmark all the comments related to the issue from SMEs 

C. Use hashtag (#) to track the customer case and SMEs comments 

D. @mention the SMEs on the case Chatter feed and follow the case 

Correct Answer: D 

 

QUESTION 6

Which metric influences customer satisfaction? Choose 2 answers 

A. After call work 

B. Cost per call 

C. First call resolution 

D. Call quality 

Correct Answer: CD 

 

QUESTION 7

Universal Containers has determined that case list views are slow to load because of the large number of cases in the
system. Which two actions will improve the performance of the list views? Choose 2 answers 
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A. Restrict visibility of the views 

B. Reduce the number of fields displayed 

C. Filter the views by case owner 

D. Remove filter criteria from the views 

Correct Answer: BC 

 

QUESTION 8

The Universal Containers\\' customer support organization has implemented Knowledge Centered Support (KCS) in its
call center. However, the call center management thinks that agents are not contributing new knowledge articles as
often as they should. Which two should the company do to address this situation? Choose 2 answers 

A. Measure and reward agents based on the number of new articles submitted for approval. 

B. Measure and reward agents based on the number of new articles approved for publication. 

C. Create a dashboard that includes articles submitted by agents and approved for publication. 

D. Require agents to check a box on the case when submitting a new suggested article. 

Correct Answer: AC 

 

QUESTION 9

Universal Containers is implementing a call center using CTI (Computer-telephony integration). Which three items, at a
minimum, must be implemented and deployed to ensure success? Choose 3 answers 

A. Configure call center definition 

B. Deploy Call Center Directory 

C. Install CTI adapter using open CTI 

D. Configure IVR auto response 

E. Assign users to a call center 

Correct Answer: ACE 

 

QUESTION 10

Universal Containers\\' agents often need to access the same cases, contacts, and orders multiple times per day. What
should a consultant recommend to meet this requirement? 

A. Create a custom list view for cases, contacts, and orders and pin them to the side bar. 

B. Enable the "Access Recent Items" user permission on the user profiles. 
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C. Enable the "History" component within the Salesforce Console for Service. 

D. Embed a "Recent Items" Visualforce component into the Salesforce Console for Service. 

Correct Answer: C 

 

QUESTION 11

Which system would a contact center integrate with in order to provide field service agents with information needed to
provide service at customer sites? 

A. Telephony 

B. Order Fulfillment 

C. Enterprise Resource Planning (ERP) 

D. Marketing 

Correct Answer: B 

 

QUESTION 12

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 13

Universal Containers wants to shorten the average call time in its contact centers by prompting the customers to enter
customer number and identify their order and product information when they call for support. After providing this
information, the customer should then have the option to speak a support agent if they still need help. Which system will
help Universal Containers meet this requirement? 

A. Computer Telephony Integration 

B. Interactive Voice Response 

C. Automatic Call Distribution 
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D. Order Management System 

Correct Answer: B 

 

QUESTION 14

Which contact center type is most likely to implement Information Technology Infrastructure Library (ITIL) to align with
industry best practices? 

A. Information Technology (IT) help desk 

B. Telesales center 

C. Human Resources (HR) help desk 

D. Telemarketing center 

Correct Answer: A 

 

QUESTION 15

What can universal containers do to reduce costs and immediately improve contact center agent productivity choose 2 

A. Streamline the agent interface. 

B. Enable templates for written responses. 

C. Offer supports through Facebook and twitter. 

D. Implement team productivity dashboards. 

Correct Answer: AB 
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