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QUESTION 1

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 2

A Service Manager has just configured Live Agent at a company site. Now, the Agents cannot see the Live 

Agent footer component in the console. 

Which configuration option should be verified? 

A. verify that users have access to the Live Agent chat buttons. 

B. Verify that users have access to the Live Agent public group. 

C. Verify that users are assigned the Live Agent feature license. 

D. Verify that users are assigned the Live Agent user profile. 

Correct Answer: D 

 

QUESTION 3

Universal Containers needs to provide contact center agents with access to a customer\\'s payment history 

if the call concerns a billing problem. The following considerations need to be taken into account: 

Billing problems account for less than 5% of calls. 

Billing data is stored in an external system containing over 20 million records. 

Agents do not want to maintain separate login sessions for Salesforce and the billing system. 

Which two solutions should a consultant recommend? Choose 2 answers 

A. Use Lightning Connect to connect and access data in real-time from the billing system. 

B. Import payment data into Salesforce and add to the contact page layout as a related list. 
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C. Create a Visualforce page that retrieves payment information via a Web Service call-out. 

D. Create a custom tab of type URL that displays a search page from the billing system. 

Correct Answer: CD 

 

QUESTION 4

Case escalation rules triggered on the last modification will be reset each time a user does which of the following
actions? 

A. Reads the case 

B. Adds a related comment to the case 

C. Adds an activity or sends an email from the case record 

D. Edits the case 

E. All of the above 

Correct Answer: D 

 

QUESTION 5

The Service Manager at Universal Containers is concerned that users will NOT be able to manage cases in the Service
Console efficiently and reduce clicks. Which feature should a Consultant implement to address this concern? 

A. Configure Macros 

B. Multiple Monitors Components 

C. Collapsible Sidebar Components 

D. Console Keyboard Shortcuts 

Correct Answer: A 
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