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Salesforce AP-209 Exam Syllabus Topics:

Topic Details

¢ Resource Management: This domain focuses on managing resource availability, Service Territory
Management capabilities, handling different resource types, and implementing optimal scheduling strategies
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¢ Mobile: This domain covers offline functionality in the Field Service Mobile app, mobile customization and
extension options, technician management capabilities, and communication features between dispatchers,

Topic 2
P technicians, and customers.
¢ Foundation: This domain addresses modeling complex work structures like work orders, constructing
Topic 3 maintenance plans for recurring service, and customizing the dispatcher console to improve operational

efficiency.

Salesforce Advanced Field Service Accredited Professional Sample Questions
(Q45-Q50):

NEW QUESTION # 45

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, two child Service Appomntments with Appointment Dependency of 'Same Start' between them

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

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

Answer: B

Explanation:

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 createtwo Service Appointments. You
link them using aComplex Workdependency of typeSame Start4. This tells the optimization engine: "Find a time where Resource A
(Appointment 1) and Resource B (Appointment 2) are BOTH free, and book them simultaneously.”

* Option Ais incorrect because a single Service Appointment can typically only have oneactiveAssigned Resource for scheduling
purposes in the standard optimization model (unless using Crew Management, but Crews are forstaticteams, not ad-hoc pairs).

* Option Dis incorrect because the requirement states they need to be assigned to "individual jobs later that day"5.Service Crewsare
designed for resources who stay together all day. Breaking a crew apart for half a day is administratively difficult.

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

NEW QUESTION # 46

Universal Containers stores critical job information in the description field on the Service Appointment.

Dispatchers need to have a view into this data from the Gantt with mmnimal clicks, job information is often many characters.
‘What should a consultant recommend to meet their requirements?

¢ A Create a list view and add the description field as a column to appear in the Service Appointment list view within the Gantt

¢ B. Add the description field to the 'Service Appointment List Preview' field set on Service Appointiment, this field set controls
the fields that appear when a user hovers on the appointment information icon

¢ (. Add the description field to the 'Service Appointment List Columns' field set on Service Appointment.
Adjust column widths to expose the entire description field, this field set controls the fields that appear in the appointment list
as columns

¢ D. Add the description field to the 'Service Tooltip Gantt' field set on Service Appointment, this field set controls the tooltip
layout shown when hovering over an appointment on the Gantt

Answer: D

Explanation:

The requirement is to see data "from the Gantt" (the visual chart) with "minimal clicks."

* Option D is correct. TheService Tooltip Ganttfield set on the Service Appomntment object controls the pop-up text box that
appears when a dispatcherhoverstheir mouse over a Service Appointment bar on the Gantt chart. This requireszero clicksand is the
fastest way to inspect details like "Description” without opening the full record.

* Options A, B, and C refer to the "Appointment List" (the textual list on the left side of the console).



While useful, scrolling through long descriptions in a list colummn is difficult (Option A) and requires looking away from the Gantt chart
itself.

NEW QUESTION # 47

A division of Green Energy Solutions has different work hours for each day, and the daily hours are inconsistent from one week to
another (example: this Monday 9 am+4 pm, this Tuesday 8 am-6 pm, next Monday 8 am+3 pm, next Tuesday 9 am-2 pm). This
creates a lot of overhead.

‘What can an administrator configure to add efficiencies into their scheduling process and mitigate administrative overhead?

¢ A Create Operating Hours for all combinations and build a workflow to change the Service Territory Operating Hours every
week

¢ B. Create Operating Hours with no availability, and use Shifts to define the daily changing availability

¢ (. Create Operating Hours that encompasses all the hours, then create non availabilities for the hours that are off on a given
day

¢ D. Create a Service Territory with Operating Hours that encompasses all the hours, then create jobs for the specific hours
needed to be covered

Answer: B

Explanation:

This addresses the "Shift vs. Operating Hours" architecture.

* Option B is correct. When a schedule hasno consistent weekly pattern, using standard Operating Hours (which repeat Mon-Sun
indefinitely) is nefficient. The best practice is to assign the Service Territory Member (the resource) a "Shell" Operating Hours
record that haszero time slots(No Availability).

* You then useShiftsto define the specific working times for specific dates (e.g., "Nov 1st: 9am+2pm").

* Because the base Operating Hours are empty, the Scheduling Engine looksonlyat the Shifts to determine availability. This avoids
the conflict of having to "subtract" time from a standard day or constantly update the base record.

NEW QUESTION # 48

A customer outsources some of the work to contractors. The contractors in company A need to be able to accept up to 4 hours of
maintenance work per day, but their resources only work 9-10 am. They manage the scheduling and order of these jobs outside of
Salesforce.

Contractor company B also must only accept 4 hours of work per day but work from 9-5 pmand manage their schedule inside
Salesforce. The customer is using optimization.

Which two configurations need to be created to support the requirement?

e A. Configure 'Capacity Based Resources' with an 'Hours per Time Period' of4 and a "Time Period' of 'Day' for contractor
group A. Set Operating Hours to 9-10 am for contractor group A resources

¢ B. Configure a 'Scheduling Count Rule' with a 'Count Type' of 'Duration' to limit work. Use 'Relevance Groups' to apply this
to resources in contractor group B. Set Operating Hours to 9-5 pm for contractor group B

e C. Configure a 'Scheduling Count Rule' with a 'Count Type' of 'Duration' to limit work for all resources.
Set Operating Hours to 9-10 am for contractor group A and 9-5 pm for contractor group B

e D. Configure 'Capacity Based Resources' with an 'Hours Per Time Period' of4 and a 'Time Period' of 'Day' for contractor
group A. Set Operating Hours to 9-10 am for contractor group A resources and use
'Schedule Over Lower Priority' to allow for overbooking resources

Answer: A,B

Explanation:

This scenario distinguishes between "External” contractors (buckets of work) and "Internal/Named" contractors (managed schedule).
* Option C (Contractor A):Since they manage workoutsideSalesforce and work specific hours (9-10 am), they should be modeled
asCapacity-Based Resources. This feature allows you to define a

"bucket" of capacity (4 hours/day) without optimizing individual travel or start times. You simply dump work into their bucket until it
is full

* Option A (Contractor B):Since they manage the scheduleinsideSalesforce (likely named users), they act like standard employees.
To limit them to 4 hours of work within a 9-5 shift, you use aWork Rule (Count Rule). You configure the rule to limit "Duration” to
240 minutes (4 hours) per day and use a Relevance Groupto ensure this ruleonlyapplies to Contractor B (not internal employees or
Contractor A).



NEW QUESTION # 49

A customrer provides services for a variety of products, and the capability for resources to perform services is often 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 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

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

e C. Configure skills for each combination of services and products that a resource may support

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

Answer: D

Explanation:

This question addresses the limits of Skills (Work Rules) vs. Extended Match (Custom Criteria).

* Option B is correct. This offers the most efficient hybrid approach9.

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

* Extended Match:Use theExtended Match Work Ruleto 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 theAsset's Productto a list ofProducts
Supportedon the Resource's record. Extended Match is designed exactly for this "Pattern Matching” without polluting the Skills
table.

* Option Cis incorrect because creating a unique skill for everycombination(100+ per resource) leads to

"Skill Explosion." This bloats the data model and degrades optimization performance10.

NEW QUESTION # 50

Our AP-209 exam materials are flexible and changeable, and the servide provide by our company is quite specific. Our AP-209 test
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