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QUESTION 1

The Support Manager at Universal Containers is getting inaccurate agent performance reports. After researching the
data, the Salesforce Administrator has identified hundreds of cases that are closed, but still owned by a queue. Which
two solutions should a Consultant recommend to correct this problem? Choose 2 answers 

A. Create a case assignment rule to ensure cases are owned by a user when closed. 

B. Use a data tool to update the owner field on closed cases. 

C. Create a Process Builder and Flow to change the owner on closed cases. 

D. Create a case validation rule to ensure cases are owned by a user when closed. 

Correct Answer: AB 

 

QUESTION 2

Universal Containers wants to import articles from a previous database into their new Salesforce Knowledge
Implementation. Many of their "How To" articles have images that must be migrated. Which statement is true about
migrating images into Salesforce Knowledge? 

A. Ensure that each image does NOT exceed the maximum of 25 MB 

B. Upload the images into Salesforce prior to importing the articles 

C. Convert all images to .jpeg, as this is the only supported file type 

D. Include images in an .html file using the image tag and src attribute 

Correct Answer: D 

 

QUESTION 3

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 4
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Support agents need to verify that customers are eligible to receive customer support before they can update the Which
two objects are used to verify that a customer is entitled to receive support? Choose 2 answers 

A. Contacts 

B. Products 

C. Service contracts 

D. Case history 

Correct Answer: AC 

 

QUESTION 5

As part of a new Salesforce Knowledge implementation, Universal Containers would like to migrate articles 

from their current database. 

Which factor should a Consultant consider as part of the migration strategy? 

A. Convert any articles containing HTML into plain text before importing because HTML is NOT supported in any article
field types. 

B. Verify that each article type has field level security on all fields set to read-only prior to import, in order to prevent any
loss of data. 

C. Ensure that each existing article type has a corresponding Salesforce Knowledge article type that matches its
structure and content. 

D. Prepare a single .csv file that can be used to migrate all articles types at once and include with a properties file in a
.zip for import. 

Correct Answer: D 
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