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=H 24
¢ Optimization: This domain covers using service objectives for automated scheduling, global optimization
=R 1 engine capabilities, troubleshooting optimization issues, and strategies to improve scheduling quality and
efficiency.

o Assets: This domain examines asset architecture including hierarchies and relationships, and strategies for
FH 2 tracking and managing customer assets throughout their liftcycle.

e Resource Management: This domain focuses on managing resource availability, Service Territory
=X 3 Management capabilities, handling different resource types, and implementing optimal scheduling strategies
for field service personnel.
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¢ Inplementation Strategies and Design: This domain covers the full consulting project lifecycle from planning
=X 4 and requirements gathering through deployment, and determining appropriate deployment strategies and
licensing needs for Field Service implementations.

e Mobile: This domain covers offline fimctionality in the Field Service Mobile app, mobile customization and
=5 extension options, technician management capabilities, and commumnication features between dispatchers,
technicians, and customers.
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HE#39
Out of the below options, which three questions should a consultant typically ask during the first day of an mitial implementation?

A. What needs to be synced with Salesforce? What integration is needed with external apps?

B. How are the different business units set up? Geographical/ finctional/ both?

C. What are the different types of services provided to customers? What are the skills required and the estimated duration?
D. What Service Objectives and what should their corresponding weights be within the different Scheduling Policies?

E. Which Dynamic Gantt features should be incorporated into the use cases?

HE: ABC

MH.

During the "Day 1" or Scoping phase of an implementation, the goal is to define the high-level architecture and business model

* Ais correct:DefiningIntegrationpoints (ERP, HR, Inventory) is a foundational requirement that dictates the project scope and data
strategy.

* D is correct:Defining theWork(Work Types, Skills, Durations) is the core of the Field Service data model. You cannot configure
the system without knowing what services are being performed.

* E is correct:Defining theTerritory Structure(Business Units) sets up the security model, sharing settings, and resource organization.
* Options B and Care incorrect for thefirst daybecause they are detailed configuration specifics (Refinement). You cannot define
"Service Objective Weights" or "Gantt Features" until you understand the basic business goals, services, and territories.

EAE #40

Technicians are tasked with performing product upgrades at customer sites. During the upgrade process, a new product is installed
to replace the obsolete product. For reporting purposes, the information about the obsolete and upgraded products, as well as the
customer for which the upgrade is done should be tracked in Salesforce.

‘Which object should an admin configure to support this process?

A. Asset Warranty

B. Child Asset

C. Asset Relationship
D. Maintenance Asset

He: C

Y.

This question asks how to track the history/link between an old asset and a new one.

* Option C is correct. TheAsset Relationshipobject is a standard Salesforce object designed specifically to link two assets. It
includes fields like Relationship Type (which can be set to "Replacement,”

"Upgrade," etc.) and From Date/To Date. This creates a clear lineage: Asset A was replaced by Asset B.
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* Option A (Child Asset) implies a hierarchy (one ispartof the other), not a replacement.
* Option D (Maintenance Asset) is used for Maintenance Plans (PMs), not for tracking swap/upgrade history.

AE#41
‘Which of the following objects have fieldsets that allow controlling how the data is displayed in the
'Dispatcher Console'? (Choose 3 options)

A. Assigned Resource
B. Service Resource

C. Service Territory

D. Resource Absence
E. Service Appointment

Y. BD,E

Y.

The Dispatcher Console (Gantt) allows admins to customize which fields are visible in various panels and tooltips using standard
Salesforce Field Sets.

* Ais correct (Resource Absence):You can control what information appears when a dispatcher hovers over a non-availability
block (e.g., "Sick Day," "Doctor's Appointiment") by editing the field set on the Resource Absence object.

* Bis correct (Service Appomtment):This is the most heavily customized object. You can configure field sets to control the columns
i the Appointment List, the text shown on the Gantt bar, and the fields in the tooltip (hover).

* C is correct (Service Resource):You can customize the resource list (lefi-hand side of the Gantt) to show fields like "Vehicle
Type," "Skill Level," or "Phone Number" by editing the field set on the Service Resource object.

* Options D and E:Service Territory and Assigned Resource do not have direct field sets that control the Dispatcher Consolelayout
in the same way the primary transactional objects do.

A2 #42

Green Energy Solutions employs a field workforce and must ensure they have coverage to respond to emergencies, which may
occur at any given time. GES' field service organization consists of several business units configured as Service Territories, of which
a resource may support simultancously.

Resources do not work in more than a single timezone at a given time, however, GES is looking for a solution to allow their
resources to be available for emergency work in the off-hours, in all the territories that they may support.

‘Which solution should a consultant recommend?

e A Create a shift for the Service Resource without a specified Service Territory, set the time slot type to

'Designated' and verify that the shift is contained in the Primary Territory membership dates

B. Service Resources cannot be assigned to more than one Service Territory

C. Create a shift for each Service Territory the Service Resource may belong to, set the time slot type to

'Designated' to apply to emergencies only, and verify that the shift is contained in the Primary Territory membership dates
D. Create a shift for the Service Resource without a specified Service Territory, use recordset filter criteria to apply to
emergencies only, and verify that the shift is contained in the Primary Territory membership dates

HE. A

MY

This scenario requires managing availability for resources who work across multiple territories (Primary and Secondary
memberships) specifically for "off-hours" emergencies.

* Option D is correctbecause Shifts in Salesforce Field Service allow you to define ad-hoc availability outside of standard Operating
Hours. Crucially, if you create a Shiftwithout specifying a Service Territory, that availability applies to the resource'sPrimary
Territoryby default. However, because the resource also holdsSecondary Territory Membershipsfor the other business units, the
scheduling engine (specifically the "Match Territory" Work Rule) recognizes this availability as valid for those territories as well,
provided the shift falls within the membership dates.

* Setting the Time Slot Type to'Designated'(or 'Extended') is the standard way to mark time for specific work types (like
Emergencies) using Work Rules that filter on those time slot types.

* Option B is incorrect because creating a separate shift foreveryterritory is administrative overhead and unnecessary when a single
non-territory-specific shift can cover the resource's availability across their memberships.

* Option A is factually incorrect; resources can have multiple territory memberships.



HEE #43
Which of the following objects have fieldsets that allow controlling how the data is displayed in the
'Dispatcher Console'? (Choose 3 options)

A. Assigned Resource
B. Service Resource

C. Service Territory

D. Resource Absence
E. Service Appointment

dY: B,D,E

MY

The Dispatcher Console (Gantt) allows admins to customize which fields are visible in various panels and tooltips using standard
Salesforce Field Sets.

* Ais correct (Resource Absence):You can control what information appears when a dispatcher hovers over a non-availability
block (e.g., "Sick Day," "Doctor’'s Appointment”) by editing the field set on the Resource Absence object.

* Bis correct (Service Appointment):This is the most heavily customized object. You can configure field sets to control the columns
i the Appointment List, the text shown on the Gantt bar, and the fields in the tooltip (hover).

* C is correct (Service Resource):You can customize the resource list (lefi-hand side of the Gantt) to show fields like "Vehicle
Type," "Skill Level," or "Phone Number" by editing the field set on the Service Resource object.

* Options D and E:Service Territory and Assigned Resource do not have direct field sets that control the Dispatcher Consolelayout
in the same way the primary transactional objects do.
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