
Salesforce Contact Center
1. The customer wants to personalize customer interactions based on past interactions and
preferences.
Which data model element facilitates this?

A. Custom fields capturing customer preferences and purchase history.

B. Case history tracking with details of previous interactions and resolutions.

C. Segmentation rules defining customer groups based on specific criteria and behavior.

D. All of the above, used in combination for comprehensive customer context and personalized
experiences.

Answer(s): D

2. The customer wants to offer self-service options for simple issues.
Which functionality empowers this?

A. Knowledge Base

B. Einstein Bots

C. Web Service API

D. Process Builder

Answer(s): B

3. The customer aims to automate repetitive tasks like case escalation.
Which functionality can streamline this?

A. Workflow Rules



B. Case Escalation Matrix

C. Entitlement Management

D. Omni-Channel Routing

Answer(s): A

4. The customer needs real-time sentiment analysis during calls.
Which third-party integration might be beneficial?

A. Zoom

B. Genesys Cloud CX

C. Google Cloud AI

D. Zendesk

Answer(s): C

5. The customer wants to prioritize cases based on customer loyalty and contract value.
Which functionality enables this?

A. Case Classification

B. Entitlements

C. Case Escalation Rules

D. Custom Apex Code

Answer(s): D

6. The customer desires seamless integration with their existing CRM system.
Which functionality bridges this gap?



A. Data Import Wizard

B. Partner Integrations

C. Einstein Analytics

D. Apex Code Development

Answer(s): B

7. The customer needs advanced customization for specific workflows.
Which option provides flexibility?

A. Out-of-the-box configuration

B. Salesforce Flow

C. Third-party development

D. Custom Apex coding

Answer(s): B

8. The customer wants to track agent performance and customer satisfaction.
Which functionality provides valuable insights?

A. Field History Tracking

B. Reports & Dashboards

C. Einstein Discovery

D. Process Builder

Answer(s): B



9. Your customer expects high call volume during peak hours.
Which solution best ensures contact center scalability?

A. Implement custom Apex code for routing and case management.

B. Configure multiple queues and leverage Omni-Channel Routing for dynamic agent availability.

C. Utilize a third-party call center solution integrated with Salesforce.

D. Increase agent resources without considering automation or process optimization.

Answer(s): B

10. The customer wants automated case escalation based on specific criteri

A. Which data model element plays a key role?

B. Custom fields capturing escalation triggers like priority or SLA breaches.

C. Workflow Rules configured with escalation steps and case field conditions.

D. Process Builder sequences defining escalation actions and notifications.

E. Entitlements specifying service level agreements and associated escalation rules.

Answer(s): D

11. The customer needs flexibility for future modifications to workflows and processes.
Which design approach promotes maintainability?

A. Develop complex custom code for every functionality to achieve specific needs.

B. Leverage standard Salesforce features like Process Builder and Flow for visual workflow creation.

C. Utilize external applications and extensive third-party integrations for various functionalities.

D. Design rigid workflows with limited room for future adjustments or customizations.



Answer(s): B

12. The customer wants to track metrics across different case types and channels.
Which reporting element helps with data standardization and analysis?

A. Develop custom reports with unique data models for each case type and channel.

B. Utilize standard case fields and reporting tools to categorize and analyze data across the board.

C. Implement separate dashboards for each channel and case type with customized metrics.

D. Employ third-party analytics tools with independent data structures and visualizations.

Answer(s): B

13. The customer wants to streamline agent onboarding and training.
Which feature promotes reusability and maintainability?

A. Develop unique training guides and resources for each agent role and case type.

B. Create standard operating procedures (SOPs) documented within Salesforce Knowledge Base
articles.

C. Leverage Service Cloud Knowledge articles with searchable information and step-by-step guides for
common tasks.

D. Design personalized training materials tailored to specific agent skill sets and needs.

Answer(s): C

14. The customer requires secure access control for sensitive customer dat

A. Which data model element contributes to data security?

B. Utilize custom fields to capture all types of customer information without access restrictions.



C. Configure field-level security to grant selective access to sensitive data based on user roles and
permissions.

D. Implement third-party data encryption solutions for additional security layers.

E. Store all customer data in one field without any segregation or access control mechanisms.

Answer(s): B

15. The customer requests integrations with existing CRM and marketing automation systems.
Which approach promotes data integrity and maintainability?

A. Develop custom code for each integration, creating independent data silos and complex maintenance
needs.

B. Utilize pre-built Salesforce connectors and APIs for seamless data exchange with external systems.

C. Implement point-to-point integrations with each system, requiring ongoing customization and
management.

D. Avoid integrations altogether and maintain separate data environments for different functionalities.

Answer(s): B

16. The customer expects high data volumes and complex reporting needs.
Which solution supports scalability and advanced analysis?

A. Utilize standard Salesforce Reports and Dashboards for basic data visualization.

B. Implement Einstein Analytics for AI-powered insights and predictive analysis.

C. Leverage external data warehouse solutions for data storage and complex queries.

D. Both (b) and (c) combined for data storage, advanced analysis, and visual data exploration.

Answer(s): D



17. The customer prioritizes cost optimization and efficient resource allocation.
Which design aspect contributes to this?

A. Develop extensive custom functionalities with high implementation and maintenance costs.

B. Leverage standard Salesforce features and pre-built functionalities to avoid custom development.

C. Implement resource-intensive automations without considering their impact on operational cost.

D. Optimize agent schedules and routing based on real-time call volume and workload.

Answer(s): B

18. You have identified two personas for your Contact Center: experienced agents and new hires.
How can future functionality cater to both groups?

A. Develop advanced automation tools for experienced agents and basic training resources for new
hires.

B. Design a flexible interface that adapts to different skill levels and learning styles.

C. Implement separate knowledge bases with content tailored to each persona`s experience level.

D. Offer personalized dashboards with relevant metrics and performance insights for each agent.

Answer(s): B

19. The CEO prioritizes customer satisfaction as a key KPI. How would you measure this metric
within the Contact Center program?

A. Track average call handle time and first-contact resolution rate.

B. Implement customer satisfaction surveys after interactions and analyze sentiment analysis.

C. Monitor agent performance against resolution time and escalation benchmarks.

D. All of the above, combined for a comprehensive view of customer satisfaction.



Answer(s): D

20. Your customer wants to improve agent productivity.
Which future functionality could be most impactful?

A. Implement knowledge base suggestions and AI-powered case deflection tools.

B. Develop automated workflows for repetitive tasks and case escalations.

C. Integrate self-service options and chatbots for simple customer inquiries.

D. All of the above, empowering agents with streamlined tools and automated processes.

Answer(s): D


