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NEW QUESTION 1 

- (Exam Topic 1) 

Universal Containers (UC) created a new mobile app that enables customers to place orders and track 

fulfillment. UC wants to quickly embed customer service into the new mobile app. Which two features 

should be added to meet this requirement? Choose 2 answers 

A. Salesforce Knowledgebase 

B. Chatter Groups 

C. Field Service Lightning 

D. Service Cloud SOS 

Answer: CD 

NEW QUESTION 2 

- (Exam Topic 1) 

How can a Contact Center Manager see which Service Representatives have not accepted new Cases 

recently using the Lightning Service Console? 

A. Omni-Channel Utility Component 

B. Cases report sorted by Rep and Case Owner 

C. Cases report sorted by Rep and Case CreatedDate 

D. Omni-Channel Supervisor tab 

Answer: D 

NEW QUESTION 3 

- (Exam Topic 1) 

Universal Containers wants to provide a more consistent service experience to its customers and is 

evaluating the Service Cloud macro feature. Which three configurations must be made? Choose 3 

answers 

A. Users must use Lightning Experience. 

B. Publisher Actions used in the macros must be on the page layout. 

C. The Macros widget or utility must be added to the console. 
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D. The Run Macros Permission must be granted to users. 

E. The Run Macros Action must be on the page layout. 

Answer: ABD 

NEW QUESTION 4 

- (Exam Topic 1) 

A company would like to implement a solution that would hold service reps accountable to customer 

Service Level Agreements. Which two steps should be completed to meet this request? Choose 2 

answers 

A. Enable Work Orders. 

B. Create an Entitlement Process. 

C. Set up Milestones. 

D. Configure Service Contracts. 

Answer: BC 

NEW QUESTION 5 

- (Exam Topic 1) 

Universal Containers is using the Lightning Service Console for managing cases and wants to add a 

softphone to enable click-to-call capability. Which three configurations are needed for the softphone to 

work in Salesforce? Choose 3 answers 

A. Install an adapter from AppExdiange to work with third-party cn systems. 

B. Enable Live Agent in their community to chat with an agent. 

C. Assign the correct Salesforce users to the Call Center. 

D. Create a softphone layout and assign to user profiles. 

E. Assign the Salesforce CTI license to Salesforce users. 

Answer: ACD 

NEW QUESTION 6 

- (Exam Topic 4) 
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Universal Containers would like to reduce the clicks a Customer Support Agents uses when working on a 

case. This includes the time it takes to create, resolve, and close the case. Which three Salesforce 

productivity features should be used to accomplish this requirement? Choose 3 answers 

A. Publisher Actions 

B. Chatter 

C. Macros 

D. Omni-Channel 

E. Quick Text 

Answer: ACE 

NEW QUESTION 7 

- (Exam Topic 4) 

Universal Containers allows to its Sales Rep to negotiate up to 5% discount for their opportunities. 

Discount more than 5% must be send to their Regional Sale Manager (RSM) for the approval. Discount 

greater than 15% must be able to send to Regional Vice President (RVP) for the approval. What should a 

consultant recommended to meet these requirement? 

A. Configure a workflow approval task and email to RSM and RVP. 

B. Create two approval processes one for RSM and one for RVP. 

C. Create two step approval processes for the RSM and RVP as approvers. 

D. Configure an approval process for the RSM and workflow for the RVP. 

Answer: C 

NEW QUESTION 8 

- (Exam Topic 4) 

Universal Containers has a private sharing model for accounts and opportunities. As part of its sales 

strategy, each sales representative collaborates with the same set of individuals for each opportunity. 

What should a consultant recommend to grant sales representatives the appropriate access to an 

opportunity? 
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A. Create a public group for each team and have the sales representatives configure his or her 

default opportunity team 

B. Create a trigger for each sales representative that would automatically share the opportunity 

with his or her default opportunity team. 

C. Enable Chatter and configure a customer Chatter group for the opportunity to allow 

collaboration on ideas. 

D. Enable opportunity team selling and have each sales representative configure his or her default 

teams 

Answer: D 

NEW QUESTION 9 

- (Exam Topic 4) 

Nothern Trail Outfitters wants to link contacts with more than one account. What solution should be 

recommended if a contact is an employee in one account, and on the boards of three additional 

accounts? 

A. Associate the contact to other accounts using a custom lookup field 

B. Clone the contact record and add it to the second account 

C. Enable contacts to multiple accounts feature 

D. Add the contact to the partners related list on the second account 

 

Answer: D 

NEW QUESTION 10 

- (Exam Topic 4) 

Universal Containers currently uses the customizable forecasting feature. A sales representative at 

Universal Containers has four opportunities for the current quarter that are detailed below: 

• $3,500 opportunity in the Best Case forecast category 

• $2,000 opportunity in the Commit forecast category 

• $1,000 opportunity that has been closed/won 

• $1,000 opportunity that has been lost 
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What are the sales representatives Best Case forecast for the current quarter? 

A. $2,000 

B. $5,500 

C. $3,500 

D. $6,500 

Answer: D 
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