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Salesforce AP-209 Exam Syllabus Topics:

Topic Details

Topic 1
Mobile: This domain covers offline functionality in the Field Service Mobile app, mobile customization and
extension options, technician management capabilities, and communication features between dispatchers,
technicians, and customers.

Topic 2
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.

Topic 3
Assets: This domain examines asset architecture including hierarchies and relationships, and strategies for
tracking and managing customer assets throughout their lifecycle.

Salesforce Advanced Field Service Accredited Professional Sample Questions
(Q24-Q29):
NEW QUESTION # 24 
A customer needs to cancel all appointments within a specific area due to climate changes that boosted a bushfire.
How should a consultant recommend implementing this requirement?

A. Change the priority for the appointments to a low priority and run 'In-Day Optimization'
B. Draw a polygon on the map for the bushfire area and use the bulk action to 'Unschedule' the appointments
C. Create a custom list view for the appointments that should be cancelled, select the appointments and use the 'Unschedule'
action
D. Create a report for the appointments that are located in this area and use a data import tool to change the appointment's
status to 'Canceled'

Answer: B

Explanation:
The Dispatcher Console Map is the most efficient tool for geographic mass actions.
* Option A is correct.Salesforce Field Service allows dispatchers to draw customMap Polygonsdirectly on the Gantt map. Once a
polygon is drawn around the affected bushfire area, the dispatcher can right- click the polygon (or use the actions menu) to
performMass Actionson all Service Appointments contained within that shape. "Unschedule," "Cancel," or "Flag" are standard bulk
actions available in this context.
* Option B (Reports/Data Loader) is too slow for an emergency response.
* Option C (Optimization) would just move the appointments to later times, not cancel/unschedule them.
* Option D (List View) is difficult because defining a "bushfire area" using text filters (City, Zip) is often inaccurate compared to
drawing the precise boundary on a map.

NEW QUESTION # 25 
Green Energy Solutions would like to become more competitive by providing a better service experience to prospects calling in to
request an initial assessment visit.
What should a consultant recommend to the business in order to achieve such a goal?

A. Reduce the length of the arrival window offered to the customers from 4 hours to 2 hours, taking into consideration that
this change might impact the quality of optimization
B. Increase the length of the arrival window offered to the customer from 4 hours to 8 hours, as it will ensure that the
assessment visit will be completed before the arrival window ends
C. Reduce the length of the arrival window offered to the customers from 4 hours to 2 hours, which will also allow further
flexibility when running optimization
D. Increase the length of the arrival window offered to the customer from 4 hours to 8 hours, which gives the customer more
flexibility in preparing for the visit

Answer: A
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Explanation:
This question addresses the trade-off between Customer Experience and Schedule Optimization.
Reducing the arrival window (e.g., from 4 hours to 2 hours) is a common strategy to improve customer service. Customers prefer
shorter wait times and more precise appointments. However, a consultant must identify the technical impact of this business decision.
* Option B is correctbecause it acknowledges the benefit (customer experience) while correctly identifying the risk. Smaller arrival
windows serve as tighter constraints on the scheduling engine (Optimization). The engine has less "wiggle room" to shuffle
appointments, which can lead to lower overall utilization or higher travel times.
* Option C is incorrect because reducing the windowdecreases(restricts) flexibility for optimization, it does not increase it.
* Options A and D suggest increasing the window to 8 hours. While this is great for the optimization engine (maximum flexibility), it
is generally considered a poor customer experience to ask a prospect to wait all day (8 hours), contradicting the business goal of
being "more competitive."

NEW QUESTION # 26 
Green Energy Solutions employs a field workforce and must ensure they have coverage to respond to emergencies, which may
occur at any given time. GES' field service organization consists of several business units configured as Service Territories, of which
a resource may support simultaneously.
Resources do not work in more than a single timezone at a given time, however, GES is looking for a solution to allow their
resources to be available for emergency work in the off-hours, in all the territories that they may support.
Which solution should a consultant recommend?

A. Create a shift for the Service Resource without a specified Service Territory, use recordset filter criteria to apply to
emergencies only, and verify that the shift is contained in the Primary Territory membership dates
B. Create a shift for the Service Resource without a specified Service Territory, set the time slot type to
'Designated' and verify that the shift is contained in the Primary Territory membership dates
C. Create a shift for each Service Territory the Service Resource may belong to, set the time slot type to
'Designated' to apply to emergencies only, and verify that the shift is contained in the Primary Territory membership dates
D. Service Resources cannot be assigned to more than one Service Territory

Answer: B

Explanation:
This scenario requires managing availability for resources who work across multiple territories (Primary and Secondary
memberships) specifically for "off-hours" emergencies.
* Option D is correctbecause Shifts in Salesforce Field Service allow you to define ad-hoc availability outside of standard Operating
Hours. Crucially, if you create a Shiftwithout specifying a Service Territory, that availability applies to the resource'sPrimary
Territoryby default. However, because the resource also holdsSecondary Territory Membershipsfor the other business units, the
scheduling engine (specifically the "Match Territory" Work Rule) recognizes this availability as valid for those territories as well,
provided the shift falls within the membership dates.
* Setting the Time Slot Type to'Designated'(or 'Extended') is the standard way to mark time for specific work types (like
Emergencies) using Work Rules that filter on those time slot types.
* Option B is incorrect because creating a separate shift foreveryterritory is administrative overhead and unnecessary when a single
non-territory-specific shift can cover the resource's availability across their memberships.
* Option A is factually incorrect; resources can have multiple territory memberships.

NEW QUESTION # 27 
Which consideration should a consultant take when advising a customer on their Field Service Mobile App strategy, in a case where
the Service Resources are named contractors who provide their own mobile devices?

A. Since all Service Resources are named contractors, 'Collect Service Resource Geolocation History' should be disabled
B. Set all records to private to ensure customer data confidentiality
C. Contractor licenses do not include access to the Field Service Mobile App
D. Field Service Mobile App is optimized for a handful of Android and iOS devices. Refer to 'Salesforce Help and Training'
for the latest update

Answer: D

Explanation:
When dealing with a Bring Your Own Device (BYOD) strategy (common with contractors), device compatibility is the biggest
technical hurdle.



* Option B is correct.Salesforce explicitly publishes a list ofsupported devices and operating systems (iOS and Android versions)6.
Since the company does not own the phones, they cannot guarantee every contractor has a compatible device. The consultant must
warn the client to check these specs against their contractors' hardware.
* Option Ais a policy decision, not a technical constraint. Youcantrack contractor location if they agree to it.
* Option Cis false; Contractor licenses (Community Plus)doinclude access to the Field Service Mobile App.

NEW QUESTION # 28 
Which consideration should a consultant take when advising a customer on their Field Service Mobile App strategy, in a case where
the Service Resources are named contractors who provide their own mobile devices?

A. Since all Service Resources are named contractors, 'Collect Service Resource Geolocation History' should be disabled
B. Set all records to private to ensure customer data confidentiality
C. Contractor licenses do not include access to the Field Service Mobile App
D. Field Service Mobile App is optimized for a handful of Android and iOS devices. Refer to 'Salesforce Help and Training'
for the latest update

Answer: D

Explanation:
When dealing with a Bring Your Own Device (BYOD) strategy (common with contractors), device compatibility is the biggest
technical hurdle.
* Option B is correct.Salesforce explicitly publishes a list ofsupported devices and operating systems (iOS and Android versions)6.
Since the company does not own the phones, they cannot guarantee every contractor has a compatible device. The consultant must
warn the client to check these specs against their contractors' hardware.
* Option Ais a policy decision, not a technical constraint. Youcantrack contractor location if they agree to it.
* Option Cis false; Contractor licenses (Community Plus)doinclude access to the Field Service Mobile App.

NEW QUESTION # 29
......
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