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QUESTION 1

What are the factors that influence marketing metrics and drive key marketing business challenges? 

A. Insufficient lead generation 

B. Poor alignment with sales 

C. Measuring marketing ROI 

Correct Answer: A 

 

QUESTION 2

UC wants to implement a website for a new product launch. The site should be publicly available, allow visitors to
submit requests for information, and be managed by the non-technical marketing team. What solution should the
consultant recommend? 

A. Site.com 

B. Customer Community 

C. Salesforcel Sites 

D. Force.com Sites 

Correct Answer: A 

 

QUESTION 3

Universal Containers plans to deploy the new Service Cloud console to its support team. Which steps should be
considered in deployment? (There are three correct answers.) 

A. Customize highlight panels for all objects. 

B. Set up interaction logs and assign them to user profiles. 

C. Assign users the Service Cloud User feature license. 

D. Set up users and assign them to a queue. 

E. Customize case list views. 

Correct Answer: ABC 

 

QUESTION 4

A strong pipeline requires greater visibility. Which of the following example describes a need for greater visibility? 
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A. Leads are qualified but not routed to the right people 

B. Campaigns are launched without communicating the follow-up plan 

C. Leads are tracked in separate systems, not accessible by all 

D. As business matures, it becomes difficult to identify right prospects 

Correct Answer: C 

 

QUESTION 5

Sales representatives at Universal Containers log activities on accounts, contacts, and opportunities. The sales
manager wants to create a report to see all activities on all of the accounts that the manager owns, including activities
on contacts and opportunities. Which report should be recommended to the sales manager? 

A. Activities report on accounts and contacts the manager owns 

B. Activities report on accounts, contacts, and opportunities the manager owns 

C. Activates report on accounts and opportunities the manager owns 

D. Activities report on accounts the manager owns 

Correct Answer: B 

 

QUESTION 6

Universal Containers is implementing Salesforce Knowledge at its contact center. The contact center has a dedicated
support team for each product that it supports. Contact center agents should only be able to view articles for the product
they support. Which solution should a consultant recommend to meet this requirement? 

A. Assign Team-based roles to the associated product data category value. 

B. Assign Team-based profiles to the associated product data category value. 

C. Assign Team-based roles to the associated product article type. 

D. Assign Team-based profiles to the associated product article type. 

Correct Answer: A 

 

QUESTION 7

Northern Trail Outfitters (NTO) wants to record information about its conferences and attendees. Some customers
attend multiple NTO conferences. What should the consultant recommend if NTO desires to present this data on the
contact layout using the standard configuration? 

A. Utilize Campaigns for conferences and a custom object to record attendee information 

B. Create a custom object for conferences and a custom object to record attendee information 
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C. Create a custom object for conferences and a custom lookup field to conferences on Contacts 

D. Utilize Campaigns for conferences and add Campaign Members to record attendee information. 

Correct Answer: D 

 

QUESTION 8

An outsourced contact center is losing part-time agents to a nearby contact center that promotes flexible scheduling.
Which support channel requires the smallest amount of agent work time? 

A. Web to case 

B. Email to case 

C. Web self service 

D. Chat 

Correct Answer: C 

 

QUESTION 9

Which of the following descriptions best describe Data.com? 

A. A tool for extending pricing proposals to customers 

B. A content management tool for users who seek information 

C. A library that allows access to documents 

D. A collaboration tool 

E. A data enrichment tool that maintains updated data 

Correct Answer: E 

 

QUESTION 10

The members of an opportunity team at universal containers are working together to close an opportunity. The sales
engineer on the team is having trouble keeping up with most current quote. 

How can the sales engineer identify the opportunities latest quote? 

A. Reference the synced quote field on the opportunity record 

B. Reference the synced quote history on the opportunity 

C. Reference the last modified date on the quotes 

D. Follow the opportunity\\'s quotes in chatter 
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Correct Answer: A 

 

QUESTION 11

Standard fiscal years must start on January 1st. 

A. True 

B. False 

Correct Answer: B 

 

QUESTION 12

Cloud Kicks uses an external ERP application to process its orders. This ERP application needs to receive data about
Opportunities when the Opportunity closes. 

Which two solutions should the Consultant recommend? 

Choose 2 answers 

A. Single Sign-on 

B. Connected App 

C. RESTCallout 

D. Outbound Message with Workflow Rules 

Correct Answer: CD 

 

QUESTION 13

Universal Containers provides Customer Support for two separate business operations. The cases managed for each
operation have different steps and fields. 

Which three features could be implemented to support this? Choose 3 answers 

A. Omni-Channel 

B. Page Layouts 

C. Record Types 

D. Support Processes 

E. Article Types 

Correct Answer: ACD 
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QUESTION 14

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 15

Cloud Kicks is running a campaign for the Shoe of the Month club. Sales management wants to use Campaign
Influence features with Opportunities to attribute a percentage of success to influential campaigns. 

Which feature will allow for revenue share with standard and custom attribution models? 

A. Create a reporting snapshot for Campaigns. 

B. Use sharing rules to give access to Campaign members. 

C. Create a formula field to track Campaign Influence. 

D. Use Customizable Campaign Influence for reporting. 

Correct Answer: D 
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