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HAE #189
Cloud kicks wants to incorporates human-centered design across its organization Which two practices should beadopted

A. Including innovative ideas to showcase technology

B. creating requirements based on business leaders priorities
C. putting oneself'in the situation of the end-user

D. observing user behavior

dY: CD

Y.

Human-centered design is a process that starts with the people you are designing for and ends with new solutions that are tailor-
made to suit their needs. It involves understanding the problem from the perspective of the end-users, empathizing with their needs
and preferences, and creating solutions that are desirable, feasible, and viable. To incorporate human-centered design across an
organization, two practices that should be adopted are:

Observing user behavior: This involves watching how users interact with a product or service, what they do, say, think, and feel
Observing user behavior can help identify pain points, needs, goals, motivations, and emotions that drive user behavior. It can also
reveal insights that users may not be able to articulate or may not be aware of themselves. Observing user behavior can be done
through methods such as user interviews, contextual inquiry, usability testing, and analytics.

Putting oneself in the situation of the end-user: This involves imagining or experiencing what the user goes through when using a
product or service, and how they perceive and respond to it. Putting oneself in the situation of the end-user can help build empathy,
understand the user's context and environment, and generate ideas that address the user's needs and expectations. Putting oneself in
the situation of the end-user can be done through methods such as personas, scenarios, journey maps, and empathy maps.

1: [What is Human-Centered Design?]

2: [Human-Centered Design: The Definitive Guide]

3: [UX Research: What is User Behavior?]

4: [Observing the User Experience: A Practitioner's Guide to User Research]

5: [UX Research Methods: Observation]

6: [Empathy i Design Thinking]

7: [UX Research Methods: Empathy]

EE #190
A UX Designer is creating a customer support site in Experience Builder that will be internationalized across 12 different countries.
Which two design considerations should be made when planning for this site?

A. Colors may have different culture meanings i different countries, changing the ntent of Ul elements.

B. Country flags used as links to adjust languages provide an ideal way to switch between locales or languages for users.
C. Colors may have different contrast rations in some countries and need adjust contrast for proper visibilityby users.

D. Countries may read text in a different (right to left vs. left to right) and layoutswill be to be adjusted.

HE. AD

LR

The two design considerations that should be made when creating a customer support site in Experience Builder that will be
internationalized across 12 different countries are:

Countries may read text in a different direction (right to left vs. left to right) and layouts will need to be adjusted. This is because
some languages, such as Arabic and Hebrew, are written from right to left, while others, such as English and French, are written
from left to right. This affects not only the text alignment, but also the placement of Ul elements, such as buttons, menus, icons, and
images. To accommodate different reading directions, the site should use a flexible layout that can be mirrored or flipped based on
the language setting. This also follows the principle of designing for accessibility and inclusion, which is one of the learning objectives
for the Salesforce User Experience Designer certification]2 Colors may have different cultural meanings in different countries,
changing the intent of UI elements. This is because colors can convey different emotions, associations, and messages depending on
the cultural context. For example, red can mean danger, passion, or luck, depending on the country. Therefore, the site should use
colors that are appropriate and respectful for the target audience, and avoid colors that may be offensive or misleading. This also
follows the principle of designing for the user's context and environment, which is another learning objective for the Salesforce User
Experience Designer certification34

1: httpsv/trailhead.salesforce.com/en/content/learn/modules/ux-designer-certification-prep/design-for-accessibility-and-inclusion

2: https:/trailhead.salesforce.com/en/content/learn/modules/ux-designer-certification-prep/design- for-the-users-context-and-



environment
3: https//www.w3.org/International/questions/qa-scripts
4: https//www.shutterstock.comblog/color-symbolism-and-meanings-around-the-world

AE#191
‘When designing a custom component that includes this clickable icon in a Lookup field:
‘What should be used as the alternative (alt) text?

A. Search button
B. Image of a search button

C. Image of a magnifying glass
D. Search

HE: A

Y.

The alternative (alt) text is a short block of text that describes the content and function of an image or other non-text element on a
web page. The alt text is read aloud by screen readers and other assistive technologies to provide access to people who cannot see
the image. The alt text also helps with search engine optimization and displays on the page if the image fails to load1.

‘When designing a custom component that includes a clickable icon in a Lookup field, the alt text should be concise, descriptive, and
meaningful. The alt text should convey the purpose and action of the icon, rather than its appearance or format. Therefore, the best
option for the alt text of the icon is "Search button", as it describes what the icon does and how the user can interact with it. The
other options are not suitable for the alt text, as they either include unnecessary words, such as "image of" or "photo of", or omit
important mformation, such as "button". For example, the option "Image of a search button" is redundant, as the screen reader will
already announce that the element is an image. The option "Search” is inconplete, as it does not indicate that the element is a button
that can be clicked. The option "Tmage of a magnifying glass" is irrelevant, as it describes the appearance of the icon, rather than its
function.

HE #192

A developer is creating a Lightning Web Component (LWC) and wants to make sure the visual experience is consistent with Cloud
Kicks' branding, The developer asks their UX Designer about the Salesforce Lightning Design System (SLDS) stylinghooks.

How should the designer describe them?

A. They use standard CSS properties to directly style HTML elements.

B. They use custom CSS properties to directly style HTML elements.

C. They use custom CSS properties to easily style base and custom components.
D. They use standard CSS properties to easily style base and custom components.

HE. C

ME:

Styling hooks are CSS custom properties that allow developers to customize the appearance of base and custom components in a
consistent and supported way. They work with web components and shadow DOM, which provide encapsulation and modularity
for LWC. Styling hooks use the--sldsnamespace and follow a naming convention that reflects the component, category, property,
attribute, and state of the element being styled. For example,--slds-c-button-brand-color-background- hoveris a styling hook for the
button component, brand category, color background property, and hover state. Styling hooks can be declared in the CSS file of
the LWC or in a global CSS file that affects all components on the page. Styling hooks are not standard CSS properties, but custom
ones that are defined by SLDS and applied to the components using thevar()fimction. Reference:

Styling Hooks - Lightning Design System

SLDS Styling Hooks | Lightning Web Components Developer Guide | Salesforce Developers

-dxp Styling Hooks | LWR Sites for Experience Cloud | Salesforce Developers The Salesforce Lightning Design System (SLDS)
styling hooks use standard CSS properties to easily style base and custom components. Salesforce documentation states that
"SLDS styling hooks are CSS classes that give you access to the same styling used in the Salesforce Lightning Design System. They
make it easy to style base and custom components with the same look and feel" [1].

[17 https+//developer.salesforce.comy/docs/component- library/documentation/lwe/lwe.use_slds_styling hooks

HEE #193



Cloud Kicks' Sales teamneeds In- App Guidance for key functions and processes so they can maximize their time.
In which way should a UX Designer customize the Salesforce Help Menu to meet this request?

¢ A. Show a site map of all the content.
¢ B. Provide links to external resources, such as training videos or a company dictionary.
¢ C. Create a docked prompt based on new feature rollouts.

HE: A

Y.

Confirmation bias is the tendency to seek, interpret, and remember information that confirms one's preexisting beliefs or hypotheses,
while ignoring or discounting information that contradicts theml. Confirmation bias can affect user feedback sessions by influencing
how the researcher designs the test, asks the questions, observes the behavior, and analyzes the data of the users.Confirmation bias
can lead to inaccurate or incomplete insights, and ultimately to poor design decisions2.

One way to avoid confirmation bias in user feedback sessions is to allow the user to explore the application without specific
questions regarding which tasks to perform. This can help the researcher to observe the user's natural and spontaneous interaction
with the application, without imposing any expectations or assumptions on them This can also help the user to express their honest
opinions and feelings about the application, without being influenced by the researcher’s questions or suggestions. This can result in
more authentic and unbiased feedback, and more reliable and valid insights3.

Asking open-ended questions staying away from questions regarding feelings is not a good way to avoid confirmation bias in user
feedback sessions, because it can limit the depth and richness of the feedback, and miss the opportunity to understand the user's
emotions and motivations. Open-ended questions are questions that allow the user to answer in their own words, rather than
choosing froma predefined set of options. Open-ended questions are useful for eliciting more detailed and nuanced feedback, and
for exploring the user's thoughts and feelings about the application. However, asking open-ended questions alone is not enough to
prevent confirmation bias, as the researcher may still unconsciously frame the questions in a way that leads the user to confirm their
hypotheses, or interpret the answers in a way that supports their beliefs. Asking questions regarding feelings is also important, as it
can help the researcher to understand the user's emotional response to the application, and how it affects their satisfaction,
engagement, and loyalty4.

Asking specific questions about known pain points to confirm your hypothesis is a bad way to avoid confirmation bias in user
feedback sessions, because it can introduce the researcher’s bias into the feedback process, and influence the user's perception and
behavior. Asking specific questions about known pain points can lead the researcher to focus only on the information that confirms
their hypothesis, and ignore or dismiss the information that challenges or contradicts it. It can also lead the user to pay more attention
to the pain points that the researcher mentions, and overlook or downplay the other aspects of the application. This can result in
skewed and distorted feedback, and misleading and mvalid insights5.
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