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QUESTION 1  
 

Universal Containers recently deployed a Salesforce Knowledge implementation, but is looking to 

evaluate the quality of the articles being produced. 

What should the Consultant recommend to gather information on Knowledge article usefulness? 

A. Contact Salesforce to send a report on article efficacy. 

B. Send out a monthly survey to customers requesting feedback. 

C. Install Knowledge Base Dashboards and Reports AppExchange package. 

D. Create a group of super users that will evaluate and manage articles. 
 

 

 Correct Answer: C  

 

 QUESTION 2  

 
Universal Containers is considering a Knowledge-Centered Support (KCS) implementation. 

Which three benefits can be expected from KCS adoption? Choose 3 answers 

A. Increased call deflection 

B. Increased call routing accuracy 

C. Reduced issue resolution time 

D. Reduced support channels 

E. Optimized use of resources 
 

 Correct Answer: C,D,E  

 

 QUESTION 3  

 
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? 

A. Standard Email-to-Case with assignment rules 

B. Lightning Email with web routing prioritization 

C. Omni-Channel with prioritized queues 

D. Standard Web-to-Case with assignment rules 
 

 

 Correct Answer: A  
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QUESTION 4  

 

What are three best practices that should be used when deploying Salesforce functionality to 

production? Choose 3 answers 

A. Ensure that at least 60% of the code is covered by unit tests before deploying to production. 

B. Plan and communicate the deployment to all users of the organization in advance. 

C. Select a window of time when users will NOT be making changes to the organization. 

D. Ensure all users refrain from logging into production for an entire day prior to deployment. 

E. Migrate a test deployment to a staging environment for a smoother real-life experience. 
 

 

 Correct Answer: B,C,E  

 

 QUESTION 5  

 
Universal containers uses social media to monitor new trends and issues that require a response by 

their community team. What solution should a consultant recommend to automate the creation of 

customer contacts and cases from universal containers social channels when negative product 

sentiment is expressed? 

A. Implement salesforce radians 6 with filters against the company's twitter account and assign new 

cases to twitter queue 

B. Configure Salesforce Twitterforce and workflow rules for negative product sentiments that 

automatically create a contact and a case 

C. Configure Salesforce social hub workflow for negative sentiments that automatically creates a 

contact and a case 

D. Integrate Service cloud with Google Analytics and use workflow rules for case and contact creation 

based on key values 

 
 Correct Answer: A  

 

 QUESTION 6  

 
A company wants to publish Knowledge articles to its Customer Community. The articles should be 

organized for easy navigation by Community members. What should a Consultant recommend? 

 

A. Define Article Types with Public Sharing Settings. 

B. Define Data Categories with Custom Visibility. 

C. Define Topics for each Knowledge article. 

D. Define a Custom Field to identify the Subject. 
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Correct Answer: C  
 
 

 QUESTION 7  

 
Universal Containers allows Agents to work remotely using a company -provided laptop, but does NOT 

control the quality of their internet service. Agents must be able to use live agent functionality 

remotely. Which two options should a Consultant recommend to ensure Agents can efficiently use this 

functionality? Choose 2 answers 

A. Ensure each laptop has a modern browser installed. 

B. Coach users on minimizing open console tabs. 

C. Allow the user to log into Live Agent from multiple browsers. 

D. Add additional components to the Lightning console. 
 

 

 Correct Answer: A,B  

 

 QUESTION 8  

 
Universal Containers' support team requires its customers to submit their support inquiries via free 

form email (Outlook, Gmail, Yahoo, etc). Additional requirements are listed below: 

• Support attachments up to 30 MB per inquiry 

• Over 10,000 inquiries per day 

What solution should a consultant recommend to meet these requirements? 

A. Emall-to-Case 

B. Customer Chatter groups 

C. Web-to-Case 

D. On-Demand Email-to-Case 
 

 

 Correct Answer: A  

 

 QUESTION 9  

 
When designing a Case management solution to increase agent productivity, which Service Cloud 

features should you consider first? Choose 2 answers. 

 

A. Case queues 

B. Case custom reports 

C. Case assignment rules 

D. Case dashboards 
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Correct Answer: A,C  
 
 

 QUESTION 10  

 
An Inside Sales Contact Center Manager would like to assess the ROI of the Contact Center. Which 

three metrics should the Manager use to assess the ROI? Choose 3 answers 

A. Average queue time per agent 

B. Number of leads created 

C. Opportunities per channel 

D. Cost per call 

E. Number of sales queues 
 

 

 Correct Answer: B,C,D  

 

 QUESTION 11  

 
Universal Containers has basic field service requirements and has not yet deployed the Service 

Cloud. The company would like to automatically create a field service dispatch record and assign it to 

a queue when specific case criteria are selected by an agent working the case. 

Which solution will create and route the field service dispatch record when the case is saved? 

A. Use a workflow rule with an action 

B. Use a validation rule 

C. Use a case assignment rule 

D. Use an Apex trigger 
 

 

 Correct Answer: A  

 

 QUESTION 12  

 
A contact center manager is looking for ways to overall cost per case. 

What Salesforce metrics should the contact center manager evaluate? (Choose 2) 

A. Average number of activities per case 

B. Average number of articles attached to a case 

C. Total number of cases by origin 

D. Average customer satisfaction score by case 
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Correct Answer: A,D,E  
 
 

 QUESTION 13  

 
A consultant needs to import 2,000 source articles for a Salesforce Knowledge implementation. The 

source articles are in HTML and contain several images. All of the articles are FAQs. 

Before importing the articles into Knowledge, which step should a consultant perform? (Choose 3) 

A. Create the data categories and set up the data category values. 

B. Set up a zip file that contains the CSV, HTML, and image files. 

C. Create the custom fields for the slide type 

D. Set up the article actions and assign publishers to each action 

E. Set the publication status of the article tame to draft status 
 

 

 Correct Answer: A,B,D  

 

 QUESTION 14  

 
A consultant is working on a Service Cloud implementation with a fixed budget and timeline. The 

analysis phase of the project has just been completed. Additional requirements were discovered that 

will result in the project exceeding timeline and budget constraints. What is the first step the 

consultant should take to address the issue? 

A. Adjust the dates in the project plan to account for the additional requirements and communicate 

the new timeline. 

B. Add development resources to the project team to build out the additional requirements. 

C. Adjust the project scope to accommodate new requirements and continue with the original project 

schedule 

D. Document the requirements gap and communicate development options to the project team 
 

 

 Correct Answer: D 

 

Full Access: 

 

https://dumpstech.com/crt-261-practice-exam-questions-pdf/  
 
   

https://dumpstech.com/crt-261-practice-exam-questions-pdf/
https://dumpstech.com/crt-261-practice-exam-questions-pdf/

