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Salesforce AP-209 Exam Syllabus Topics:

Topic Details

Topic 1
Assets: This domain examines asset architecture including hierarchies and relationships, and strategies for
tracking and managing customer assets throughout their lifecycle.

Topic 2
Resource Management: This domain focuses on managing resource availability, Service Territory
Management capabilities, handling different resource types, and implementing optimal scheduling strategies
for field service personnel.

Topic 3
Implementation Strategies and Design: This domain covers the full consulting project lifecycle from planning
and requirements gathering through deployment, and determining appropriate deployment strategies and
licensing needs for Field Service implementations.
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Topic 4
Foundation: This domain addresses modeling complex work structures like work orders, constructing
maintenance plans for recurring service, and customizing the dispatcher console to improve operational
efficiency.

Salesforce Advanced Field Service Accredited Professional Sample Questions
(Q20-Q25):
NEW QUESTION # 20 
Which three topics should a consultant raise during the project scoping discussion of a field service implementation?

A. Solution Design: request for acceptance
B. Project Objectives: what is essential
C. Sprint Review: to review what will be done during the sprint cycle
D. Work Parameters: how work is being defined
E. Terminology: translate objectives and priorities into Field Service

Answer: B,D,E

Explanation:
During Scoping (the initial phase), the goal is to align on the "What" and "Why" before moving to the "How."
* Option A is correct (Work Parameters):You must define what constitutes a "Job" (Work Order), how long it takes, and what
skills are needed. This is the foundation of the data model.
* Option C is correct (Terminology):Mapping the customer's language to Salesforce terms (e.g., "We have 'Truck Rolls' -> In
Salesforce, that is a 'Service Appointment'") is crucial to avoid confusion throughout the project.
* Option D is correct (Project Objectives):Defining what is "Essential" (MVP) vs. "Nice to Have" sets the project boundaries and
success metrics.
* Option B (Sprint Review) happensduringthe build phase (Agile methodology), not during initial scoping.
* Option E (Solution Design) is theoutputof the scoping/analysis phase, not a topic you ask about during the initial discovery.

NEW QUESTION # 21 
Which consideration should a consultant take when advising a customer on their Field Service Mobile App strategy, in a case where
the Service Resources are named contractors who provide their own mobile devices?

A. Contractor licenses do not include access to the Field Service Mobile App
B. Since all Service Resources are named contractors, 'Collect Service Resource Geolocation History' should be disabled
C. Field Service Mobile App is optimized for a handful of Android and iOS devices. Refer to 'Salesforce Help and Training'
for the latest update
D. Set all records to private to ensure customer data confidentiality

Answer: C

Explanation:
When dealing with a Bring Your Own Device (BYOD) strategy (common with contractors), device compatibility is the biggest
technical hurdle.
* Option B is correct.Salesforce explicitly publishes a list ofsupported devices and operating systems (iOS and Android versions)6.
Since the company does not own the phones, they cannot guarantee every contractor has a compatible device. The consultant must
warn the client to check these specs against their contractors' hardware.
* Option Ais a policy decision, not a technical constraint. Youcantrack contractor location if they agree to it.
* Option Cis false; Contractor licenses (Community Plus)doinclude access to the Field Service Mobile App.

NEW QUESTION # 22 
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?



A. 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 joint service
B. One Work Order, one child Service Appointment and two Assigned Resources
C. Service Crew Resource related to one Crew and two Crew Members assigned for the whole day
D. One Work Order, two child Service Appointments with Appointment Dependency of 'Same Start' between them

Answer: D

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 # 23 
Out of the below options, which three questions should a consultant typically ask during the first day of an initial implementation?

A. What needs to be synced with Salesforce? What integration is needed with external apps?
B. What Service Objectives and what should their corresponding weights be within the different Scheduling Policies?
C. How are the different business units set up? Geographical/ functional/ both?
D. Which Dynamic Gantt features should be incorporated into the use cases?
E. What are the different types of services provided to customers? What are the skills required and the estimated duration?

Answer: A,C,E

Explanation:
During the "Day 1" or Scoping phase of an implementation, the goal is to define the high-level architecture and business model.
* A is correct:DefiningIntegrationpoints (ERP, HR, Inventory) is a foundational requirement that dictates the project scope and data
strategy.
* D is correct:Defining theWork(Work Types, Skills, Durations) is the core of the Field Service data model. You cannot configure
the system without knowing what services are being performed.
* E is correct:Defining theTerritory Structure(Business Units) sets up the security model, sharing settings, and resource organization.
* Options B and Care incorrect for thefirst daybecause they are detailed configuration specifics (Refinement). You cannot define
"Service Objective Weights" or "Gantt Features" until you understand the basic business goals, services, and territories.

NEW QUESTION # 24 
A Customer is outsourcing some of the maintenance work to third-party contractors (named contractors, not capacity based).
Unlike internal employees who have consistent working hours (Mon-Fri, 8 am-5 pm), contractors' working hours vary from day to
day.
The internal employees' availability is set with Operating Hours, while the contractors' availability is set with Shifts on top of these
Operating Hours. As a result, on days where the contractor's workday ends at 4 pm, for some reason the contractors still show up
as valid candidates for a visit scheduled to end at 5 pm.
What should a consultant change to prevent such behavior?

A. Instead of using Shifts, create multiple 'Operating Hours' records and assign each record to the contractor STM (Service
Territory Member) and change on a daily basis
B. Create an 'Operating Hours' record with no time slots and assign it to the contractors through the STM (Service Territory
Member) record. That will override the Territory's regular 'Operating Hours' and the contractor's availability will be derived
only from Shifts
C. Change the current 'Operating Hours' assigned to everyone to end at 4 pm (instead of 5 pm) and set the
4 pm till 5 pm availability using Shifts
D. Set the contractors as a 'Capacity Based' resources and limit their working hours per day

Answer: B



Explanation:
This issue arises because Salesforce Field Service calculates availability by combining Operating Hours AND Shifts. If a user has
Operating Hours of 9-5, they are fundamentally "Available" during that time. A Shift is typically used to add or extend availability (or
define it if using specific settings), but standard Operating Hours often take precedence as the "Base."
* Option A is correct.To have a resource's availability definedexclusivelyby variable Shifts, the best practice is to assign them a
"Shell" or "Empty" Operating Hours record (one with zero time slots defined). With no base hours, the system looksonlyto the Shifts
to determine when the resource is working. This ensures that if a Shift ends at 4 PM, the resource is truly unavailable at 5 PM.
* Option B is administratively impossible (you cannot automate changing the STM Operating Hours record lookup daily without
complex custom code, and it's not a standard practice).

NEW QUESTION # 25
......
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