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Salesforce Certified Business Analyst Sample Questions (Q264-Q269):

NEW QUESTION # 264

As a business analyst (BA) starts engaging stakeholders for a user story writing workshop, an executive sponsor questions why the
Commerce Cloud project is creating user stories rather than standard requirements.

What is one benefit of creating user stories that the BA can share with the executive sponsor?

e A It defines technical specifications early in the process.
e B. It helps testers determine the most efficient way to validate solutions.
e (. It saves time when prioritizing and implementing functionality.

Answer: B

NEW QUESTION # 265

The business analyst (BA) at Universal Containers is meeting with business leaders to elicit and document finctional requirements
specifications related to its new Salesforce implementation. The BA will also document the functionality this system should provide
so it can be developed into a work item.

What is the name of this documentation type?

e A User story
¢ B. Business analysis plan
e (. Use case

Answer: B

Explanation:

A user story is a type of documentation that describes what fiinctionality a system should provide froma user’ s perspective. It is
written in sinple language that anyone can understand and follows a standard format of

"As a [user role], I want [finctionality], so that [benefit]". A user story helps to capture the user's needs and expectations from the
system and provides a basis for developing test cases and acceptance criteria. A BA should use user stories to document the
functionality that a system should provide so it can be developed into a work item. References:
https/trailhead.salesforce.com/en/content/learn/modules/business-analysis-user- stories/write-user-stories

NEW QUESTION # 266

Universal Containers in rolling out Sales Cloud for the contract renewals team. The team has expressed resistance to learning
another platform and changing their processes. The business analyst (BA) shows thema video case study of a contract renewals
team at another company that successfully adopted Sales Cloud, which shortened it's time to close and increased its close rate by
30%.

Which influencing style is the BA using?

¢ A. Collaborative
¢ B. Accommodating
e C. inspiring

Answer: C

Explanation:

The influencing style that the BA is using is inspiring. Inspiring is a style that appeals to the emotions and values of the stakeholders,
and motivates them to achieve a shared vision or goal. The BA is using an inspiring style by showing them a video case study of a
contract renewals team at another company that successfllly adopted Sales Cloud, which shortened its time to close and increased
its close rate by 30%. This helps to create a positive and aspirational image of what Sales Cloud can do for them, and encourages
them to overcome their resistance and embrace the change. References: hitps/trailhead.salesforce.com/en/content
/learn/modules/business-analysis-stakeholder-management/influence-stakeholders

NEW QUESTION # 267
A sales manager at Cloud Kicks recently learned about Salesforce Macros and believes service agents could benefit from the
feature. The sales manager created the following user story: "As a service agent | want Salesforce Macros to complete repetitive



tasks faster." What should the business analyst change to improve the user story?

e A. Add a quantifiable reason why the feature is needed.
¢ B. Change the user story to the sales manager persona.
¢ C. Replace the specific feature with a goal.

Answer: A

Explanation:

The user story should include a quantifiable reason why the feature is needed. This helps to define the value or benefit that the user
expects from the feature, and provides a basis for prioritizing, testing, and accepting the user story. A quantifiable reason should be
specific, measurable, achievable, realistic, and time-bound. For example, "As a service agent [ want Salesforce Macros to complete
repetitive tasks faster so that I can reduce my average case resolution time by 10%." The other options are either irelevant or
incorrect. Option A does not improve the user story, but rather makes it vaguer and ambiguous. Option B does not improve the user
story, but rather changes the user role and perspective. References: https:/trailhead.salesforce.com/en/content
/learn/modules/business-analysis-user-stories/write-user-stories

NEW QUESTION # 268

‘When custommers have had an issue making an online purchase on the Northern Trail Outfitters (NTO) website, they submitted
feedback about the quality of the service provided by the support team MTO has listened to its customers and wants to make
improvements.

How should the business analyst guide the conversation with stakeholders to identify meaningful process improvements?

¢ A Facilitate workshops with stakeholders to understand priorities.
¢ B. Analyze CSAT numbers with stakeholders to identify major pain points.
¢ C. Review support team feedback survey results with stakeholders.

Answer: A

Explanation:

Facilitating workshops is the best way to guide conversations and identify meaningfil process improvements:

Stakeholder Engagement: Workshops bring together diverse perspectives, enabling stakeholders to share insights and prioritize
issues based on their impact and feasibility.

Interactive Problem-Solving: Salesforce's business analysis methodology recommends workshops as an effective way to identify root
causes and collaboratively develop solutions.

Prioritization: The collaborative format helps stakeholders focus on key pain points and align on process improvements that deliver
the most significant value.

NEW QUESTION # 269
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