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H R #95
UniversalContainers (UC) wants to deploy Knowledge to its field team,
How should UC ensure its Technicians can access Knowledge Articles offline?

A. Use Work Types to assign associated Articles to Work Orders.

B. Write a workflow that associates Articles to Work Orders based on a pickiist on the jork Order.
C. Create a custom mobile app that syncs articles based on Service Appointment assignments

D. Use the Salesforce mobile app with deep linking to the Salesforce Field Service mobile app.

IEf#: B
R e«

Articles are records that contain information or instructions about products, services, or processes[168]. Work Orders are records
that track customer requests for service such as repairs or maintenance[169]. Writing a workflow that associates Articles to Work
Orders based on a picklist on the Work Order would allow Universal Containers to ensure its Technicians can access Knowledge
Articles offline by creating a workflow rule that triggers when a picklist value on the work order is selected and adds the relevant
articlesto the work order related list[170]. Using Work Types to assign associated Articles to Work Orders would not work
because Work Types are records that define the standard tasks and duration for a specific type of work and do not have a direct
relationshipwith articles[171]. Using the Salesforce mobile app with deep linking to the Salesforce Field Service mobile app would
not work because deep linking is a feature that allows launching one app from another app and does not affect offline access[172].
Creating a custom mobile app that syncs articles based on Service Appointment assignments would not work because it would
require additional development and mantenance and would not leverage the existing Salesforce Field Service mobile app

features[ 173]. References: https//help.salesforce.convs/article View?id=sfknowledge article types.

htm&type=5 https//help.salesforce.convs/articleView?id=sf.fs_work orders.htm&type=5 https:/help.
salesforce.convs/articleView?id=sf.fs_work orders knowledge articles.htm&type=5Shttps://help.salesforce.
conys/articleView?id=sf.fs_ work types overview.htm&type=5 https:/help.salesforce.conys/article View?

id=sffs_mobile deep_linking htm&type=>5https:/help.salesforce.convs/article View?id=sf.

f5_mobile_overview.htm&type=>5

HH #96

Universal Containers (UC) normally focuses on minimizing travel. Weather can cause situations that require expedited on-site
service.

How should a Consultant recommend UC handle unplanned service during times of severe weather?

A. Configure a new Service Level for immediate assignment.

B. Postpone all lower-priority jobs and extend Due Dates.

C. Manually flag ServiceAppointments as "In Jeopardy" due to weather.
D. Configure an Emergency Policy and use the Emergency Wizard.

Ef#: D

it

This option allows handling unplanned service during times of severe weather by creating a policy that overrides the existing
scheduling policy and using a wizard to reschedule service appointments based on the emergency policy.
References:httpsy//help.salesforce.convs/article View?id=sffs_emergency wizard.

htm&type=5

HM #97
Universal Containers wants to prevent the lunch breakfrom interfering with existing scheduled work.
How should a Consultant configure the Scheduling Policy to ensure a 30-minute unch break that begins every day after 1 PM?

A. Use appropriate Resource Operating Hours.
B. Create a recurring Service Appointment.

C. Create Resource Absences every day.

D. Use the Resource Availability Rule.



IEf#: D
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Resource Availability Rules are rules that define when resources are available for service appointments based on their working
hours, absences, breaks, travel time,etc.[77]. Using the Resource Availability Rule would allow configuring the Scheduling Policy to
ensure a 30-minutelunch break that begins every day after | PM by setting up criteria such as break duration equals 30 minutes and
break start time after | PM[78]. Creating a recurring Service Appointment would not ensure a 30-minute lunch break that begins
every day after | PM.

Recurring Service Appointments are service appointments that repeat at regular intervals such as daily, weekly, or monthly[79].
Using appropriate Resource Operating Hours would not ensure a 30-minute lunch break that begins every day after 1 PM.
Resource Operating Hours are records that define when resources are available for work based on their time zones, business hours,
holidays, etc.[80]. Creating Resource Absences every day would not ensure a 30-minute lunch break that begins every day after 1
PM. Resource Absences are records that mark resources as unavailable for work for specific time periods due to sickness,
vacation, or other reasons[81]. References: https://help.salesforce.com/s/article View?id=sf.

f§_resource availability rules overview.htm&type=>5 https://help.salesforce.com/s/article View?id=sf.

f§_resource availability rules breaks.htm&type=>5 https://help.salesforce.comvs/article View?id=sf.

f§_recurring_service appointments_overview.htm&type=>5 https://help.salesforce.convs/article View?id=sf.

f§_resource operating_hours _overview.htm&type=5Shttps:/help.salesforce.convs/article View?id=sf.

f§_resource absences_overview.htm&type=>5

HM #98
Universal Containers's Dispatchers want to visualize the planned travel route for a Technician during their shift.
Which feature should theConsultant recommend to meet the requirement?

A. Street-level Routing

B. Aerial Routing

C. Service Resource Dashboard
D. Service Appontment Reports

Ef: A

L2
This option allows visualizing the planned travel route for a technician on a map, based on the street-level directions and traffic
conditions. References:https:/help.salesforce.convs/article View?id=sf.

f5_street level routing htm&type=5

R #99

AW Computing uses a private record access model in the sales, support, and field service organizations.

How should the systemadministrator ensure that the technicians have the appropriate access to the service appointments dispatched
to them?

A. Configure a sharing rule to share dispatched service appontments with the assigned resource.
B. Enable the sharing features in the Field Service settings in the Setup menu.

C. Create a user territory for the technicians' primary and secondary territories.

D. Create a process to change the owner of the serviceappointment to the assigned technician.

EfE: B

AR

Enabling the sharing features in the Field Service settings in the Setup menu allows sharing dispatched service appomntments with
assigned resources regardless of the private record access model in sales, support, and field service organizations[S0]. Creating a
user territory for thetechnicians' primary and secondary territories would not ensure that they have access to the service
appointiments dispatched to them. Creating a process to change the owner of the service appointment to the assigned technician
would not work if multiple resources are assigned to the same service appointment. Configuring a sharing rule to share dispatched
service appointments with the assigned resource would not work if multiple resources are assigned to different crews or teams.
References:https://help.salesforce.comvs/article View?id=sf.fs_sharing overview.htm&type=>5
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