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HM #142

Northern Trail Outfitters (NTO) wants to improve customer satisfaction by setting expectations around upcoming appointments.
‘When designing theCustomer Service Representative's user interface, in most cases, which two fields should be shared with the
customer about an upcoming appointment?

Choose 2 answers

A. Scheduled End

B. Arrival Window End
C. Arrival Window Start
D. Scheduled Start
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Arrival Window Start and Arrival Window End are fields on the Service Appointment that indicate when a technician is expected to
arrive at a custorer site based on travel time and service duration calculations.

These fields can be shared with customersto set expectations around upcoming appointments. Scheduled End and Scheduled Start
are fields on the Service Appointment that indicate when a technician is scheduled to start and end their service based on their
availability and assigned time slots. These fields are not accurate indicators of when a technician will arrive at a customer site, as they
do not account for travel time and service duration variations. References:https://help.salesforce.convs/article View?id=sf.

5 service appomntments.htm&type=5

B #143
universal containers wants to provide a view of emergency work that is only visible to dispatchers What should the consultant do to
meet the requirement?

e A. Customreport in a private report folder
¢ B. Custom list view

e C. Custom gantt filter

¢ D. Custom lightning component
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Customgantt filters are filters that allow dispatchers to view service appointments based on specific criteria such as status, priority, or
custom fields[67]. Creating a custom gantt filter would allow providing a view of emergency work that is only visible to dispatchers
by setting up criteria such as status equals emergency and sharing the filter with dispatchers only[68]. Custom lightning component is
a component that allows developers to create custom user interfaces using Lightning Web Components or Aura Components[69].
Creating a custom lightning component would require coding and would not leverage the existing gantt chart functionality. Custom
report in a private report folder is a report that allows users to view data based on specific criteria such as objects, fields, filters, or
charts[70]. Creating a customreport in a private report folder would not provide a view of emergency work on the gantt chart and
would not allow dispatchers to schedule or reschedule service appointments. Custom list view is a list view that allows users to view
records based on specific criteria such as filters, fields, or sorting[71]. Creating a custom list view would not provide a view of
emergency work on the gantt chart and would not allow dispatchers toschedule or reschedule service appointments. References:
https/help.salesforce.conys/article View?id=sf.fs_gantt_filters.htm&type=5
https://help.salesforce.comys/article View?id=sf.fs gantt filters create.htm&type=5 https://developer.
salesforce.com/docs/component- library/documentation/en/iwe https:/help.salesforce.convs/article View?id=sf.

reports_builder overview.htm&type=5Shttps:/help.salesforce.convs/article View?id=sf.customize_listviews.

htm&type=5
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Universal Containers provides prompt service and has muiltiple service levels for different customers. Over

50% of Service Appointments are created on the same day that they need to be completed. As a result, a Technician's daily
schedule can change multiple times throughout the day.

‘Which method of dispatching should a Consultant recommend implementing?

e A. Automatically change the schedule policy.
¢ B. Automatically schedule unscheduled services to available Resources.
e C. Automatically Dispatch Service Appointments using Drip Feed.



¢ D. Automatically change the status to Dispatched of all Service Appointments.
EfE: C

R -

Drip feed is a feature that automatically dispatches service appointiments to resources based on predefined criteria and time intervals.
By using dripfeed, the system can handle same-day service appointments and adjust the technician's schedule accordingly.
References: https:/help.salesforce.conys/article View?id=sf.fsl drip feed.htm&type=5
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Northern Trail Outfitters (NTO) wants to use crews to service its customers. NTO's consultant recommends using the Crew
Management tool to create and maintain the crews, and indicates that access to the tool is given via a permission set.

Which two permission sets should give a user access to the Crew Management tool?

Choose ? answers

e A. FSL Resource Permissions
¢ B. FSL Agent Permissions

¢ C. FSL Dispatcher Permissions
¢ D. FSL Admin Permissions

Ef#: C
-

These two permissionsets give access to the Crew Management tool, which allows creating and managing crews and crew
members. References:https//help.salesforce.convs/article View?id=sffs_crews_overview.

htm&type=5
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A mobile technician uses parts present in their van to complete an on-site customer installation. The technician has marked theservice
appointment and work order as completed. They want to record the parts used in completing the job and adjust their van stock.
Where should the technician record this information?

A. The Work Order Line Item associated with the completed Work Order
B. The Product Item Transactions Related List on the Product Item

C. The Product Request Line Item associated with the Product

D. The Products Consumed section on the Work Order

IEfE: D
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The Products Consumed section on the Work Order allows the technician to record the products used and adjust the inventory
levels of their van stock. The Product Item Transactions Related Liston the Product Item shows the history of product movements,
but does not allow recording new transactions. The Work Order Line Item associated with the completed Work Order shows the
products required, but not the products used.

The Product Request Line Item associated with the Product shows the products requested, but not the products consumed.
References: https//help.salesforce.convs/article View?id=sf.fs_products_consumed.

htm&type=>5 https:/help.salesforce.comvs/articleView?id=sf.fs_product item transactions.htm&type=5
https://help.salesforce.comys/article View?id=sf.fs work order line items.htm&type=Shttps:/help.salesforce.
convs/articleView?id=sf.fs_product request line items.htm&type=5
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