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Q100):

HEE #95

Universal Containers tracks customer issues in its call center. Sometimes a Technician is required at the customer's location to
resolve the issue.

Which sequence of steps should a Consultant recommend to dispatch the Technician?

A. Create Service Appointment, Create Work Order, Create Case, Dispatch Service Appointiment.
B. Create Case, Create Work Order, Create Service Appointment, Dispatch Service Appointment.
C. Create Case, Create Service Appointiment, Create Work Order, Dispatch Service Appointment.
D. Create Work Order, Create Case, Dispatch Work Order, Create Service Appointment.

HE: B

Y.

This is the recommended sequence of steps to dispatch a technician for a customer issue. A case is created to track the customer
issue, a work order is created to track the work that needs to be done, a service appointment is created to schedule the work, and a
service appointment is dispatched to assign it to a technician.

References: https:/trailhead.salesforce.com/en/content/learn/modules/field_service basics

/field_service work orders

EHE #96
A Dispatcher at Universal Containers has just been informed that one of their field employees, who has five servicesschedules for
today, called in sick. How should the workload be assigned to other Field Technicians?

A. Drag and drop the Service Appointments to other available Resources and run Optimization.

B. Update the Resource a not available, select the affected Service Appointiments, and press "Schedule."
C. Change the Scheduling Policy to "High Intensity" and activate the Background Optimization process.
D. Ask the Customer Service Rep to call the customers and manually re-schedule for another day.

2
m

SH: B

MH.

Updating the Resource as not available allows marking a resource as unavailable for a specific time period due to sickness, vacation,
or other reasons[27. Selecting the affected Service Appointments and pressing

"Schedule" allows rescheduling multiple service appointments at once based on predefined criteria such as travel time or priority[28.
Dragging and dropping the Service Appointments to other available Resources and running Optimization would reschedule service
appointments manually and then run an optimization process that could override the manual changes[29. Asking the Customer
Service Rep to call the customers and manually re-schedule for another day would not use the scheduling features of Field Service
and could result in customer dissatisfactionor missed service level agreements. Changing the Scheduling Policy to "High Intensity"
and activating the Background Optimization process would change the optimization criteria for all service appointments and run an
optimization process in the backgroundthat could take a long time to complete[30. References:
httpss/help.salesforce.conys/article View?id=sf.fs_resource absences overview.

htm&type=5 https://help.salesforce.convs/articleView?id=sf.fs_schedule service appointments.htm&type=5
https/help.salesforce.conys/article View?id=sf.fs_global optimization overview.htm&type=5Shttps:/help.

salesforce.comvs/article View?id=sf.fs_background optimization overview.htm&type=5

B2 #97

Ursa Major Solar would like the technician who performed a customer's initial installation to also perform any subsequent service
calls.

Which two actions should the field service administrator take to configure field service to ensure the installation technician is assigned
to subsequent service calls?

Choose 2 answers

A. Create a child work order for mantenance on the original installation work order.
B. Add the technician as a preferred resource on the account record.

C. Add the preferred resource service objective to the scheduling policy.

D. Add the technician as the required resource on the service appointment.



dY: BC

Y.

These are two actions that can help ensure that the technician who performed a customer's initial installation is also assigned to
subsequent service calls. A preferred resource is a resource that has a preference or affinity for working with a specific account or
service territory. A preferred resource service objective is a service objective that prioritizes resources that are preferred for an
account or service territory. By adding the technician as a preferred resource on the account record, and adding the preferred
resource service objective to the scheduling policy, the system can assign the technician to future service appointments for that
account.

References: https:/help.salesforce.conys/article View?id=sf.fs] preferred resources.htm&type=5 https:/help.
salesforce.convs/articleView?id=sf sl service objectives.htm&type=5

HE #98

AW Computing groups its technicians based on seniority. The newest techs comprise Tier 1, move to Tier 2 after a year on the job,
and get assigned to Tier 3 after 3 years on the job. Resources with more seniority should be considered for a job over resources
with less seniority.

How should the field service administrator ensure this corporate policy is enforced considering the Customer First scheduling policy
is utilized consistently except in emergency situations?

A. Make a relevance group on the work rule to filter based on the tier number and add the rule to the policy.

B. Create a queue for each tier group within each territory on the Service Appointiment object.

C. Use the Priority field on the service resource assigning Tier 3 techs the lowest number and Tier1 techs with the highest
nummber.

D. Create a customnumber field to capture the tier number on the service resource.

HE. A

MEH.

A relevance group is used to filter resources based on a custom field value. By creating a relevancegroup on the work rule to filter
based on the tier number, the system can prioritize resources with higher seniority for a service appointiment.

References: https:/help.salesforce.convs/article View?id=sf.fs1 work rules.htm&type=>5

A2 #99

A customer makes one appointment for the sales department, and another appointment for the service department. The two
appointments should be handled on the same day, but should be created as separate appointments. In addition, theTechnician must
complete one appointment before starting the next. The agent wants to make sure these two appomtments are scheduled together
and in sequence.

Which three things should the Consultant verify to ensure these requirements are met and simultaneous scheduling will occur?
Choose 3 answers

A. The Dependency Type is set to Start After Finish and Same Day on the first service appointment in thedependency.
B. The Same Resource and Same Day fields appear on the Service Appointiments page layout.

C. The Complex Work Visualforce page is added to the Service Appointments page

D. A dependency has been created between the two appointments and the start times are the same.

E. The checkbox Use all-or-none scheduling for related appointments in Field Service Settings is selected.

Mg:. ABE

dY:

Use all-or-none scheduling for related appointments is a setting in Field Service Settings that enables or disables the simultaneous
scheduling of service appointiments that have dependencies[232]. Dependency Type is a field on the Service Appointment object
that defines the relationship between two service appointments such as Start After Finish, Start Before Finish, or Finish Before
Start[233]. Same Resource and Same Day are fields on the Service Appointment object thatindicate whether two service
appointments with dependencies should be assigned to the same resource and scheduled on the same day[234]. Selecting the
checkbox Use all- or-none scheduling for related appointments in Field Service Settings, setting the Dependency Type to Start After
Finish and Same Day on the first service appointment in the dependency, and making sure the Same Resource and Same Day fields
appear on the Service Appontments page layout would allow Universal Containers to ensure that a customer makes one
appointment for the sales department, and another appointment for the service department, that should be handled on the same day,
but should be created as separate appointments, where the Technician must complete one appointment before startingthe next, and



that these two appointments are scheduled together and in sequence by enabling simultaneous scheduling of dependent service
appointments, defining the order and timing of the service appointments, and ensuring that the service appointments are assigned to
the same resource and scheduled on the same day[235]. Creating a dependency between the two appointments and setting the start
times to be the same would not work because it would not ensure that one appointment is completed before startingthe next. Adding
the Complex Work Visualforcepage to the Service Appointments page would not work because it is not a feature of Salesforce
Field Service. References: https//help.salesforce.convs/articleView?id=sf.fs_settings overview.htm&type=5
httpsz/help.salesforce.conys/article View?id=sf.fs_service appointment dependencies_overview.
htm&type=5Shttps:/help.salesforce.conys/article View?id=sf.

f§_service appointment dependencies create edit delete.htm&type=5
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