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EE #60
Which are the two essential deployment steps for migrating Utilities Self Serve Portal from one org to another?
Choose 2 answers

e A, Setup Utilities self-serve templates on your target org,
e B. Create customer community user profiles for the Utilities self-serve portal.
e C. Select Self-Serve Portal components from the Energy and Utilities Cloud industry Process Library.
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¢ D. Create an Experience cloud site to set up a sample digital experience site on your target org.
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EE #6061
‘Which four objects does the EnergyRuntimeServiceSFS sample permission set give View All and Modify All permissions to a user?

A. Work Order. Work Order Line item. Service Territory. Work Type

B. Work Order. Work Order Line Hem, Service Appointment, Work Type
C. Work Order. Work Type. Service Appointment. Service Territory

D. Work Order. Work Order Line Item Work Procedure. Work Plan

]
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The EnergyRuntimeServiceSFS sample permission set within Salesforce Energy and Utilities Cloud grants "View All" and "Modify
All" permissions to a user for the following objects: A. Work Order, Work Order Line Item, Service Appointment, Work Type.
These permissions ensure that users assigned to this permission set have comprehensive access to manage and update records
related to service fulfillment, including detailing the work to be done (Work Order and Work Order Line Item), scheduling and
managing appomtments for service execution (Service Appointment), and defining the nature of the work (Work Type). This level of
access s critical for roles that are involved in the planning, scheduling, and execution of service orders within the utility sector.
Reference = Salesforce documentation on service and field service management, including the configuration of permission sets for
service operations, provides insights into the setup and customization of access controls for managing work orders and service
appomtments: https/help.salesforce.convarticle View?id=fs_perm sets.htm&type=5

EE #62
A call center agent uses the Energy and Utilities Contact Center Console to schedule a field technician appointment for a customer.
What license is needed to complete this customer requirement?

A. Salesforce Contact Center license

B. Salesforce Field Service license

C. Energy and Utilities Base Service license
D. Salesforce Service Console license

HE. C

ME:

To schedule a field technician appointment using the Energy and Utilities Contact Center Console, the call center agent requires the
Energy and Utilities Base Service license. This specific license grants access to the fnctionalities and features within the Energy and
Utilities Cloud, including the ability to schedule appointments and manage field service operations directly from the Contact Center
Console. It's tailored to meet the unique requirements of energy and utility companies, providing the necessary tools to support
customer service and field service coordination. Reference = The Salesforce Energy and Utilities Cloud documentation details the
licensing requirements for using the platform, including the need for the Energy and Utilities Base Service license for call center agents
performing tasks such as scheduling field technician appointments: https://www.salesforce.comyproducts/industries/energy-and-
utilities/overview/

EE #63

When preparing a demo of Energy and Utilities Cloud, the consultant needs to showcase a customer's 360-degree view that allows
the customer service agents of the company to see the following information in one glance:

* Identify the caller

* Provide answers to questions about billing. consumption, and payments

* Add meter readings

* Manage user complaints.

* Performuser requests such as Start Service. Stop Service, and Set Up a Payment Plan.

‘Which two functionalities should the consultant use to achieve this?

e A, Configure custom OmniScripts and FlexCards to cover the requirements.
¢ B. Configure a custom Salesforce Service Cloud console.



e C. Assign the relevant lightning pages to the energy company's service agent user profile
¢ D. Configure the Energy and Utilities Contact Center Console available m the process horary

HE. AD

HE:

For showcasing a 360-degree view of the customer that empowers service agents with the capability to manage various customer
mteractions efficiently, the consultant should utilize the Energy and Utilities Contact Center Console and configure custom
OmniScripts and FlexCards. The Energy and Utilities Contact Center Console, designed specifically for the industry, integrates
critical customer information and finctionalities into one streamlined interface. Additionally, custom OmniScripts and FlexCards can
be tailored to the unique requirements of managing billing inquiries, meter readings, complaints, and service requests, providing a
flexible and dynamic solution for meeting the diverse needs of utility customers. Reference = Detailed explanations on how to
configure the Energy and Utilities Contact Center Console and create custom OmniScripts and FlexCards for tailored customer
service experiences are available in the Salesforce Energy and Utilities Cloud implementation guide and customization
documentation: https://developer.salesforce.com/docs/atlas.en-

us.ommiscript_developer_guide.meta/ommiscript_developer guide/onniscript_about.htm, https//help.salesforce.convarticle View?
id=flexcards_considerations.htm&type=5

EE #64
An energy customer has purchased a new home and needs to transfer their service.
Which object needs a new record created to track service at the new location?

A. An account record with record type Service Aggregator
B. An account record with record type Billing

C. An account record with record type Service

D. An account record with record type Consumer
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