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LA 4

QUESTION 1

You need to ensure that lead qualification is automated and occurs when a field on the Lead Form is set to a certain
value. What should you do?

A. Switch the business process flow to set the status of the lead to qualified when the condition is met.

B. Create a business process flow that automatically sets the status of the lead to qualified when the condition is met.
C. Create a dialog that automatically sets the status of the lead to qualified when the condition is met.

D. Create a workflow that automatically sets the status of the lead to qualified when the condition is met.

Correct Answer: D

QUESTION 2

Your organization uses business process flows to help users complete their cases.

You want the stage of a business process flow to automatically change when a field value is set to research complete.
What should you add?

A. Business rule

B. Branch

C. Workflow

D. Conditional step

Correct Answer: C

QUESTION 3
You are a support technician.

You resolve an issue for a customer. You need to schedule a follow-up with the customer in three weeks, before the
next payroll.

What should you do?

A. Create a case for the customer, and add it to a Queue.

B. Schedule an appointment or task from the case to follow up before the customer processes the next payroll.

C. Develop a workflow to reopen the case before the customer processes the next payroll.

D. Create a new case for the customer, and set the resolve by date before the customer processes the next payroll.

Correct Answer: B
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QUESTION 4

You want to track your interactions with an organization. Which type of customer record should you create?
A. Activity

B. Account

C. Contact

D. Lead

Correct Answer: B

QUESTION 5

You currently sell widgets individually.

You now need to configure the product catalog to sell widgets in packs of 12.
What should you configure?

A. Primary unit

B. Unit

C. Base unit

D. Unit group

Correct Answer: D
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