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H A #267

The Service Center at Universal Containers (UC) uses Service Cloud and Experience Cloud to manage its customer case lifecycle.
UC wants to limit the number of interactions a custormer has during the lifecycle. The project leader has asked the business analyst
(BA) to visually illustrate the lifecycle.

‘Which document should the BA create?

e A. Process Map
e B. Journey Map
e (. Heat Map
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H I #268

Universal Containers has scheduled a meeting with stakeholders, business analysts (BAs), and technical resources to review user
stories. A BA reviews the user stories in advance of the meeting and notices that some best practices have been ignored. The first
user story is focused on escalating cases in Service Cloud:

"The customer service agent needs the ability to escalate a case so they can assign high-risk cases to tier 2 support for faster
resolution." Acceptance Criteria:

1. Add permission set

2. Users can escalate cases

3. Create fields on the Case object

4. Reports

Which best practice was ignored?

e A The "what" of the acceptance criteria is negotiable.
e B. The "who" of the user story is well-defined.
e (. The "why" of the user story is focused on user needs.

EfE: A

fEEHL -

A use case is a type of documentation that describes how a user interacts with a system to achieve a specific goal. It is written from
the user's point of view and follows a standard format of "A [user role] wants to [goal] by [steps]". A use case helps to capture the
user's needs and expectations from the system and provides a basis for developing test cases and acceptance criteria. A BA should
use use cases to document how users will interact with the system and what outcomes they expect from it. References:
https/trailhead.salesforce.com/en/content/learn/modules/business-analysis- flinctional- requirements/write-use-ca This answer points
out that the previous VP's requirements may differ from those of the new executive as the largest risk with this approach of using the
inherited requirements in lieu of a traditional discovery process for a Sales Cloud implementation. Requirements are statements that
describe what a solution must do or have to meet the needs and expectations of the stakeholders or users. Requirements may
change over time due to various factors, such as business goals, market trends, customer feedback, or stakeholder preferences.
Using the previous VP's requirements without validating them with the new executive may result in a solution that does not align with
their vision, strategy, or value proposition. References:
https/trailhead.salesforce.com/en/content/learn/modules/salesforce-business-analyst-quick-look/use-user-stories

B #269

A business analyst (BA) is compiling a list of subject matter experts to consult throughout the discovery for a new Service Cloud
implementation.

What is the primary value of the BA speaking with customer service reps?

¢ A Estimating the project cost
¢ B. Building solution design consensus
e (. Validating current processes

EfE: C
i .
Explanation

The primary value of the business analyst (BA) speaking with customer service reps during the discovery for a new Service Cloud
implementation is validating current processes. Customer service reps are the end users of Service Cloud and they can provide
valuable nsights into how they perform their tasks, what challenges they face, and what expectations they have from the new system
The BA can use this information to validate or update the current process maps and identify areas for improvement. Estimating the
project cost is not a value of speaking with customer service reps, as this is usually done by project managers or sponsors based on
resource allocation and budget constraints. Building solution design consensus is not a value of speaking with customer service reps,
as this is usually done by solution architects or developers based on technical feasibility and best practices. References:
https//trailhead.salesforce.com/content/learn/modules/business-analysis- for-salesforce-projects/understand- the-s
https//trailhead.salesforce.com/content/learn/modules/business-analysis- for-salesforce-projects/analyze-business



HA #270

A business analyst (BA) is in the process of documenting requirements. The BA wrote the following user story:

"As a sales team manager, | want the ability to access reports on Sales Cloud to evaluate if the teans daily activities are meeting the
set goals."

Which acceptance criteria is most appropriate for this user story?

¢ A. Able to monitor the sales team's performance
¢ B. Able to view the sales team's reports
e C. Able to click the Run button on sales reports

Ef#: A

HE #2711
During the discovery phase of a Salesforce project, which types of analyses should a business analyst typically perform?

¢ A Enterprise, Strategy, Stakeholder
¢ B. Technical, Stakeholder, Enterprise
¢ C. Financial, Technical, Operational

EfE: A
A -
Explanation

The types of analyses that a business analyst typically performs during the discovery phase of a Salesforce project are enterprise
analysis, strategy analysis, and stakeholder analysis. Enterprise analysis is a technique that examines and evaluates the internal and
external factors that affect a business or organization. It can help the business analyst understand the strengths, weaknesses,
opportunities, and threats (SWOT) of a business or organization. Strategy analysis is a technique that defines and clarifies the goals,
objectives, scope, and success criteria of a project or initiative. It can help the business analyst align the project or initiative with the
vision and mission of a business or organization. Stakeholder analysis is a technique that identifies and evaluates the people who have
an interest in or influence on a project or initiative. It can help the business analyst understand who are the key stakeholders, what
are their roles and responsibilities, what are their needs and expectations, how they communicate and collaborate, etc. Financial
analysis is a technique that assesses the costs and benefits of a project or mitiative. It can help the business analyst justify or prioritize
the project or mitiative based on its return on mvestment (ROI) or net present value (NPV). Technical analysis is a technique that
examines and evaluates the technical aspects of a project or initiative. It can help the business analyst understand the feasibility or
complexity of a project or initiative based on its architecture or design.

Operational analysis is a technique that analyzes and optimizes the processes and workflows of a business or organization. It can
help the business analyst improve the efficiency or effectiveness of a business or organization based on its performance metrics or
best practices.
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