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BR #154
Which fields on Service Appointments help ensure that they are completed within the agreed upon Service Level Agreement (SLA)
with Universal Containers' custorers?

A. Arrival Window Start, Arrival Window End
B. Actual Start, Actual End

C. Scheduled Start, Scheduled End

D. Earliest Start Permitted, Due Date

Ef#: D

TR

Earliest Start Permitted is a field on the Service Appointment object that defines the earliest date and time that a service appointment
can start[222]. Due Date is a field on the Service Appointment object that defines the latest date and time that a service appointment
nmust be completed by[223]. Using Earliest Start Permitted and Due Date fields on Service Appointments would help ensure that
they are completed within the agreed upon Service Level Agreement (SLA) with Universal Containers' customers by setting the
boundaries for when a service appointment can start and finish according to the SLA terms[224]. Actual Start andActual End are
fields on the Service Appointiment object that capture the actual date and time that a service appointment started and ended[225].
Using Actual Start and Actual End fields on Service Appointments would not help ensure that they are completedwithin the agreed
upon SLA with Universal Containers' customers because they are recorded after the service appointment is performed and do not
enforce any SLA terms. Arrival Window Start and Arrival Window End are fields on the Service Appointiment objectthat define the
expected date and time range that a resource will arrive at a service appointment[226]. Using Arrival Window Start and Arrival
Window End fields on Service Appointments would not help ensure that they are completed within the agreed upon SLA with
Universal Containers' customers because they only indicate when a resource will arrive and do not enforce any SLA terms.
Scheduled Start and Scheduled End are fields on the Service Appointiment object that define the planned date and time range thata
service appomtment will take place

[227]. Using Scheduled Start and Scheduled End fields on Service Appointments would not help ensure that they are completed
within the agreed upon SLA with Universal Containers' customers because they only indicate whena service appointment is
scheduled and do not enforce any SLA terms. References:
https’/developer.salesforce.conmvdocs/atlas.en-us.apimeta/api/sforce_api objects_serviceappointment.
htmhttps:/help.salesforce.convs/article View?id=sf.fs_sla_overview.htm&type=>5

R #155

Universal Containers provides maintenance and emergency services to its customers. Sending Technicians to emergency calls during
the day causes long travel times and reduces the number of appointments that a Technician can complete.

Which feature should the Consultant use to reduce travel time and increase Technician productivity?

A. Fil-in Schedule

B. Fix Overlaps

C. Resource Schedule Optimization
D. Reschedule Appointment

EfE: C

R

This feature shouldbe used to reduce travel time and increase technician productivity by automatically scheduling service
appointments based on predefined criteria and objectives, such as minimizing travel distance or maximizing utilization.
References:httpsy//help.salesforce.convys/article View?id=sf.

f§_optimizer overview.htm&type=5

E M #156

Universal Containers sells widgets with multiple components. Based on a problem reported by a customer, one or more of the
components need to be replaced.

‘What should a Consultant recommend to accurately record the required work?

A. Work Orders with Service Appomntments

B. Service Appointments and Service Appointment Line Iterms
C. Work Orders with Work Order Line Itenms

D. Work Orders with Products Consumed



IEf: C

R :

This option allows recording the required work for each component separately, and tracking the status and progress of each Work
Order Line Item Referenceshttps:/help.salesforce.com/s/article View?id=sf.

f5_work order line_iterns.htm&type=5

HM #157
Universal containers has a large volumeof cancellations occurring on their Work Orders. The COO wants to manage Work Order

cancellations and subsequent follow-ups. Which two options should a Consultant recommend? Choose 2 answers.

e A Create a child Work Order for the follow-up Work Order.
¢ B. Change the Work Order with a status of "New."

¢ (. Re-use the existing Work Order for the follow-up.

¢ D. Change the Work Order with a closed status of "Cancelled."

_EE%: C\ D

R -

Changing the Work Order with a closed status of "Cancelled" allows tracking Work Order cancellations and subsequent follow-ups
using reports or dashboards based on Work Order status field values[23. Re-using the existing Work Order for the follow-up
allows maintaining the relationship between the original customer request and the follow-up action without creating duplicate
records[24. Changing the Work Order with a status of "New" would not indicate that it was cancelled before. Creating a child
Work Order for the follow- up Work Order would create an unnecessary hierarchy of Work Orders that could complicate
reporting and scheduling. References:[23. https:/help.salesforce.comvs/article View?id=sf.fs_work orders.htm&type=5 [24.
https/trailhead.salesforce.com/en/content/learn/modules/field-service- lightning-basics/field-service- lightning- work-orders

M #158
An enployee at universal container perforns the role of a dispatcher and a technician Howshould a consultant configure the field

service lightning to support this behavior?

A. Create one service resource and assign the relevant permission set license
B. Create two skills records and assign them to service resources record

C. Create one service resource and assign the technician and dispatcher role
D. Create two serviceresource and assign them to the employee

Ef#: A
R -

Service Resources are records that represent the people or equipment that perform field service tasks[53].

Permission Set Licenses are licenses that grant users access to specific features such as Field Service Dispatcher Console or Field
Service Mobile App[54]. Creating one service resource and assigning the relevant permission set license would allow an employee
at Universal Containers to perform both dispatcher and technician roles using one record and one license. Creating two skills
records and assigning them to service resources record would not affect their roles or accessto features. Skills are records that
define specific abilities or qualifications that service resources have[55]. Creating two service resources and assigning them to the
employee would create duplicate records and require two licenses for one employee. Creating one service resource and assigning
the technician and dispatcher role would not work because roles are not fields on the service resource object. References:
https/help.salesforce.convs/article View?id=sf.

f§_service resources overview.htm&type=5 https://help.salesforce.comy's/article View?id=sf.

f§_permission_set licenses_overview.htm&type=5Shttps:/help.salesforce.convs/article View?id=sf.

5 skills_overview.htm&type=5
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