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FE i
This domain covers using service objectives for automated scheduling, global optimization engine
FE2 capabilities, troubleshooting optimization issues, and strategies to improve scheduling quality and efficiency.
54 Resource Management:
This domain covers offline finctionality in the Field Service Mobile app, mobile customization and
1S extension options, technician management capabilities, and commumnication features between dispatchers,
technicians, and customers.
This domain examines asset architecture including hierarchies and relationships, and strategies for tracking
F&E 10 and managing customer assets throughout their lifecycle.
This domain addresses modeling complex work structures like work orders, constructing maintenance
FE 11

plans for recurring service, and customizing the dispatcher console to improve operational efficiency.
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¢ This domain covers the full consulting project lifecycle from planning and requirements gathering through

5 13 deployment, and determining appropriate deployment strategies and licensing needs for Field Service
implementations.
5 14 e Foundation:
¢ This domain focuses on managing resource availability, Service Territory Management capabilities, handling
FE IS5 different resource types, and implementing optimal scheduling strategies for field service personnel.
15 16 o Assets:
1 19 ¢ Optimization:
FE 20 ¢ Implementation Strategies and Design:
E 00 e Mobile:
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Universal Containers has a requirement that during the first month of working, junior Service Resources need to be escorted by a
senior experienced employee who guides them on how to complete the job.
How would a consultant implement this requirement?

e A Use 'Multi Stage Work' - clone the Service Appointment and create a dependency of type
'Immediately Followed'

e B. Use 'Multi Stage Work' - clone the Service Appointment and create a dependency of type 'Same Start’

¢ C. Create a Work Order and Work Order Line Item (WOLI) as a child record, each WOLI with a Service Appointment,
one Service Appointment that is assigned to the junior resource and the second is assigned to the senior resource

e D. Use Crews, model the two resources as members of a Crew and one Service Appointment assigned to the Crew
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Service Crews are the Field Service feature designed for situations in which two or more resources must work together on the same
Service Appointment, with one assignment representing the whole crew.

* Option A is correct. Modeling the senior and junior as members of a Crew, and assigning the Service Appointment to the Service
Crew Resource, ensures they show up together for the same job and the same time slot. The crew composition can be updated as
the junior gains experience.

* Option B is incorrect because two separate Service Appointiments do not guarantee that both resources arrive at the same time on
the same site, and they double-count the work for reporting,

* Options C and D are incorrect because Multi Stage Work is intended for sequential or simultaneous jobs that produce different
outputs - not for two resources performing the same activity together.

Crews are the supported pattern for joint-execution work.

R #41
A company wants to evaluate whether Global Optimization is giving them the desired results like reduced travel or improved
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resource utilization. As a result of the evaluation, the company has decided to deploy globally.
‘What should an admin do to provide visibility into KPI improvements for Global Optimization?

A. Configure 'Optimization Insights' feature

B. Get the data from the 'Dispatcher Console' for all the requests

C. Subscribe to Analytics App

D. Install the 'SFS Dashboard' package and use the 'SFS Service Manager' dashboard

BER: A
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Optimization Insights is the dedicated Field Service feature that captures per-run metrics such as travel time saved, utilization, gap
minimization, and unscheduled work, making it the standard way to evaluate Global Optimization quality.

* Option B is correct. Enabling Optimization Insights records the before/after metrics for each optimization request - travel minutes,
scheduled vs. unscheduled count, average gap, and other KPIs.

The data is available on the Optimization Request object and can be reported on directly in Salesforce.

* Option A is incorrect because the SFS Dashboard package is an older, less precise tool that does not capture per-run
optimization data.

* Option C is incorrect because the Dispatcher Console is an operational view, not an analytics surface.

* Option D is incorrect because subscribing to an Analytics App is unnecessary overhead when a built- in feature exists.

i R #42

A customer provides services for a variety of products, and the capability for resources to perform services is offen machine-
specific. The customer explains that there are about 100 combinations of services and products that a single resource may support,
and is concerned about performance.

Which configuration option should a consultant recommend?

¢ A. Configure skills to represent the services that resources perform. Utilize the 'Extended Match' Work Rule to filter
resources by the products that they support

¢ B. Configure skills for each combination of services and products that a resource may support

e (. Utilize an Extended Match Work Rule and custom table with records to represent each combination of services and
products that a resource may support

¢ D. Configure an 'Extended Match' Work Rule to represent the services that resources perform. Utilize skills to filter resources
by the vendors or products that they support
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This question addresses the limits of Skills (Work Rules) vs. Extended Match (Custom Criteria).

* Option B is correct. This offers the most efficient hybrid approach 9 .

* Skills: Use standard Skills for the "Service Type" (e.g., "Repair," "Install"). This is simple and low-volume.

* Extended Match: Use the Extended Match Work Rule to handle the "Product” matching,

Instead of creating thousands of skills (e.g., "Repair-ModelX," "Repair-ModelY"), you create a custom object or field logic that
matches the Asset's Product to a list of Products Supported on the Resource's record. Extended Match is designed exactly for this
"Pattern Matching" without polluting the Skills table.

* Option C is incorrect because creating a unique skill for every combination (100+ per resource) leads to "Skill Explosion." This
bloats the data model and degrades optimization performance 10 .

FIRE #43

Universal Containers has a job that requires two technicians, and both must possess the skills defined as

'Required' for that job. They need to show up at the same time and work through the entire job duration together. The technicians
will also need to be able to be assigned to individual jobs later that day.

‘Which option should an architect recommend to support this scenario?

e A Service Crew Resource related to one Crew and two Crew Members assigned for the whole day

e B. One Work Order, one child Service Appointment with one Assigned Resource and a Work Order Line Item to store the
second resource. Set Resource Absence on the second resource for the duration of the jont service

e (. One Work Order, one child Service Appointment and two Assigned Resources

e D. One Work Order, two child Service Appointments with Appointment Dependency of 'Same Start' between them
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This is a classic "Double-Booking" vs. "Complex Work" scenario.

* Option B is correct. To book two distinct people for the same work at the same time, you create two Service Appointiments . You
link them using a Complex Work dependency of type Same Start 4 .

This tells the optimization engine: "Find a time where Resource A (Appomtment 1) and Resource B (Appointment 2) are BOTH
free, and book them simultaneously."

* Option A is incorrect because a single Service Appointiment can typically only have one active Assigned Resource for scheduling
purposes in the standard optimization model (unless using Crew Management, but Crews are for static teams, not ad-hoc pairs).

* Option D is incorrect because the requirement states they need to be assigned to "individual jobs later that day" 5 . Service Crews
are designed for resources who stay together all day. Breaking a crew apart for halfa day is admnistratively difficult.

* Option C is a hack (Resource Absence) that blocks the second tech's time but doesn't link themto the actual job details properly.

P& #44

Green Energy Solutions performs solar panel maintenance activities on their customers' Assets and has several customers in Narnia,
a remote isolated town within the Service Territory. There is only one resource covering that territory.

The dispatcher noticed that instead of grouping all of the Narnia activities for the same day, optimization is spreading these activities
across the entire week, adding maintenance activities at other locations on the way to and back from Narnia.

Although when comparing in a test environment the two schedules, the way optimization is behaving today produces lower weekly
total travel than when grouping all Narnia visits to the same day, Green Energy Solutions would prefer to have the resource complete
all solar panel maintenance activities at Narnia on the same day, as it will help with change management and user acceptance.

Which three different configuration changes could a consultant evaluate to drive such optimization behavior?

(Choose 3 options)

¢ A. Draw a polygon around Narnia and use the 'PolygonUtils' class to group Narnia based activities to be scheduled on the
same day

¢ B. Set the priority for all of Narnia customers' Service Appointments to be higher than the priority of the rest of the
Appointments

¢ C. Leverage the 'Extended Match Rule' to define Narnia based services using a Custom Object, and set time based coverage
of that area for only one day within the week

¢ D. Add another instance of the '"Minimize Travel' Service Objective to the Scheduling Policy, setting
'Exclude Home Base Travel to be "True'

¢ E. Create an 'Operating Hours' record with only one day of availability within the week, and assign it as
"Visiting Hours' to any Work Order that is related to a Narmia based customer
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The optimizer is already producing the mathematically lowest-travel result; the business wants to override that to consolidate Narnia
visits to a single day. Several configuration levers can force the engine to favor same- day grouping,

* Option A is correct. An Extended Match Rule with a custom'Coverage' object can express the requirement that Narnia services
are only valid on one specified day of the week. This hard rule forces all Narnia work into the same day.

* Option B is correct. Assigning Visiting Hours on the Work Order that restricts Narnia customer visits to a single day per week
constrains the engine to schedule all those appomtments within that window, achieving the same-day grouping.

* Option E is correct. Raising priority on Narnia customers makes the optimizer schedule them earlier in the planning sequence.
Combined with a tight time horizon, this often clusters them together because the optimizer satisfies high-priority work before filling
gaps with lower-priority visits.

* Option C is incorrect because 'PolygonUtils' is not a Salesforce Field Service class used to constrain scheduling,

* Option D is incorrect because the customer already understands they will pay higher travel; adding another Minimize Travel
objective would only reinforce the current undesired spread.
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