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¢ 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.
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¢ Inplementation Strategies and Design: This domain covers the full consulting project lifecycle from planning
EN D) and requirements gathering through deployment, and determining appropriate deployment strategies and
licensing needs for Field Service implementations.

e Mobile: This domain covers offline fimctionality in the Field Service Mobile app, mobile customization and
13 extension options, technician management capabilities, and commumnication features between dispatchers,
technicians, and customers.

¢ Optimization: This domain covers using service objectives for automated scheduling, global optimization
T4 engine capabilities, troubleshooting optimization issues, and strategies to improve scheduling quality and
efficiency.

B F ) Accredited Professional AP-209 4 & 5 3 B 7H (Q43-Q48):

FIRE #43
‘What two actions should a consultant recommend to ensure that junior employees are prioritized when installations are scheduled?

e A Leverage a 'Match Boolean' Work Rule to match on a custom field 'Is Junior'

e B. Increase the resource's priority on the junior Service Resource records, and increase the 'Resource Priority' Service
Objective weighting

C. Increase the installation 'Skill Level for the senior resources, and increase the 'Skill Level Service Objective’ weighting
D. Update the 'Skill Level' Service Objective to 'Least Qualified'

E. Assign a 'Preferred Resource' to a junior service resource when a customer has an installation job
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To prioritize junior resources without creating rigid "hard constraints" (which might prevent scheduling altogether if no junior is
available), you should use Service Objectives (Soft Constraints).

* Option C is correct (Resource Priority):By assigning a higher priority value to Junior Service Resource records and adding the
"Resource Priority" objective to the scheduling policy, the optimization engine calculates a higher score for these resources. This acts
as a general "preference" to use them whenever possible.

* Option E is correct (Least Qualified):The "Skill Level" Service Objective has a setting called "Prefer Least Qualified." When
enabled, the engine prefers the resource who has thelowestskill level that still meets the job requirement. For exanmple, if a job
requires Skill Level 50, and you have a Senior (Level

90) and a Junior (Level 55), the engine will pick the Junior. This is a best practice to prevent "over- qualified" resources (Seniors)
from being booked on routine jobs, keeping them free for complex tasks.

P& #44

Green Energy Solutions has resources in multiple countries and time zones. Each country has different holidays and permitted
working hours.

‘What should the consultant configure to support this?

A. Service Territories, Operating Hours and Resource Absences
B. Service Territories, Resource Capacity and Business Hours
C. Work Types, Resource Availabilities and Operating Hours
D. Skills, Operating Hours, Time Slots and Holidays
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To model international workforces in Salesforce Field Service, specific objects handle geography, time, and exceptions.

* Option B is correct.

* Service Territories:Used to define the geographical areas (Countries/Regions). Crucially, the Time Zoneis defined on the Service
Territory record.

* Operating Hours:Used to define the "Permitted Working Hours" (e.g., Mon-Fri, 9-5). These are assigned to the Service Territory
or Service Territory Member.

* Resource Absences:Used to model time off, such as public holidays or sick days, where the resource is unavailable. (Note:



Holidays can also be linked directly to Operating Hours, but Resource Absences are the distinct records created on the Gantt).
* Option A is incorrect because "Business Hours" is a Service Cloud (Support) object used for Case Entitlements, not Field Service
scheduling. "Resource Capacity" is used for contractors (Capacity- Based Scheduling), not for defining standard working hours.

P& #45

Technicians are tasked with performing product upgrades at customer sites. During the upgrade process, a new product is installed
to replace the obsolete product. For reporting purposes, the information about the obsolete and upgraded products, as well as the
customer for which the upgrade is done should be tracked in Salesforce.

‘Which object should an admin configure to support this process?

A. Asset Warranty

B. Maintenance Asset
C. Asset Relationship
D. Child Asset
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This question asks how to track the history/link between an old asset and a new one.

* Option C is correct. TheAsset Relationshipobject is a standard Salesforce object designed specifically to link two assets. It
includes fields like Relationship Type (which can be set to "Replacement,"

"Upgrade," etc.) and From Date/To Date. This creates a clear lineage: Asset A was replaced by Asset B.

* Option A (Child Asset) implies a hierarchy (one ispartof the other), not a replacement.

* Option D (Maintenance Asset) is used for Maintenance Plans (PMs), not for tracking swap/upgrade history.

PR #46

A Customrer 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 mternal 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. Change the current 'Operating Hours' assigned to everyone to end at 4 pm (instead of 5 pm) and set the
4 pmtill 5 pmavailability using Shifts

e (. 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

e D. Set the contractors as a 'Capacity Based' resources and limit their working hours per day

ZER: C

fE R A«

This issue arises because Salesforce Field Service calculates availability by combining Operating Hours AND Shifts. Ifa 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 thema
"Shell" or "Enmpty" 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).

IR #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 that encompasses all the hours, then create non availabilities for the hours that are off on a given
day

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

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

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