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QUESTION 1

Universal Containers has recently set up an email-to-case channel for customers to submit case. However, they are
having trouble tracking and relating email responses to the related Salesforce case. What should a Consultant
recommend to address this issue? 

A. Insert a reference Thread ID in the email subject template 

B. Use Omni-Channel to automatically route inbound email 

C. Assign a user to manually manage incoming email 

D. Convert to an On-Demand Email-to-Case setup 

Correct Answer: A 

 

QUESTION 2

What are some uses of www.trust.salesforce.com in business continuity planning? (Choose 3) 

A. To provide online security threat information 

B. To provide live and historical data on system performance 

C. To provide information planning planned maintenance 

D. To provide live support for system and data backup 

E. To provide best practices for continuity plans 

Correct Answer: ABC 

 

QUESTION 3

Universal Containers\\' customer support management wants to provide proactive communications to customers who
are likely to provide low customer satisfaction (CSAT) scores Which two customer-related metrics should the customer
support management analyze? Choose 2 answers 

A. High priority cases opened by account month-to-date 

B. Time spent by account year-to-date 

C. Escalated cases by account month-to-date 

D. New cases opened by account channel 

Correct Answer: AC 

 

QUESTION 4
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Which feature of Salesforce Knowledge can be leveraged to create a customer-facing product information website?
Choose 2 answers. 

A. Display articles in a public knowledge base. 

B. Display articles in Salesforce Answers. 

C. Display articles with HTML, images, and links. 

D. Publish articles to the Web using Salesforce Publisher. 

Correct Answer: AC 

 

QUESTION 5

UCs 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.
What solution should a consultant recommend to meet this requirement? 

A. Assign team-based roles to the associated product article types 

B. Assign team-based profiles to the associated product article types 

C. Assign team-based roles to the associated product data category value 

D. Assign team-based profiles to the associated product data category value 

Correct Answer: C 
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