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HR #119

When customrers call in for support at AW Computing, a case is always created. If the issue cannot be solved without dispatching a
technician, a work order is created from the case. Milestones are currently being used on cases, and support operations would like
to extend the use of milestones to the work orders. To meet this requirement, the system administrator added the milestone Lightning
component to the work order Lightning record page. Technicians and managers are reporting that there areno milestones listed when
viewing the record.

How should this issue be resolved?

e A. Add work order milestones after the case milestones to the entitlement process.

e B. Create a separate entitlement process associated to the work order object.

e (. Make sure the case entitlement record is being shared with the service resource.

e D. Ensure the work order entitlement is related to the same process as the case entitlement.

IEf#: B
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An entitlement process is a timeline that shows every step and milestone involvedin delivering support to a customer. To use
milestones on work orders, a separate entitlement process associated to the work order object must be created and activated.
Modifying the user's profile, updating public group membership, or assigning a Field Service Mobile License to the user would not
enable milestones on work orders. References:

httpsv/help.salesforce.conys/article View?id=sf.entitlements_process_overview.htm&type=5https:/help.

salesforce.convs/article View?id=sfentitlements_process_create.htm&type=5

HM #120
Universal Containers wants to assign Service Appointment based on the Polygon of the child service territory in the hierarchy.
How should a Consultant assign Service Appointiments to the Polygon?

A. Set the Territory Assignment Policy to the Lowest Level.
B. Set the Territory Assignment Policy to the Highest Level.
C. Set the Polygon AssignmentPolicy to the Highest Level

D. Set the Polygon Assignment Policy to the Lowest Level.

Ef#E: D

R -

Polygons are geographic areas that define service territories for scheduling and optimization purposes. The Polygon Assignment
Policy determines which polygon in a service territory hierarchy is used to assign service appointments to service resources based on
their location or skills. Setting it to the Lowest Level ensures that service appomtments are assigned based on the polygon of the
child service territory in the hierarchyl. Setting it to the Highest Level would use the polygon of the parent service tetritory in the
hierarchyl1. TheTerritory Assignment Policy determmes which territory in a hierarchy is used to filter available resources for
scheduling, It does not affect polygon assignment. References: 1 httpsz//help.salesforce.
conys/articleView?id=sf.fs_polygons_overview.htm&type=5https:/help.salesforce.convs/article View?id=sf.
f§_territories_overview.htm&type=5

B #121
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 Appomntiments, 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.

EfE: B
e

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:

https://help.salesforce.conys/article View?id=sf.fs_resource absences overview.

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

B #122

Universal Containers sells products that are made up of senalized components. Technicians often need to work on a specific



component.
How should a Consultant recommend tracking customer purchases so Work Orders can be assigned to a component?

A. Use Assets and define a hierarchy.

B. Use Orders and Order Products.

C. Use Work Orders and define a hierarchy.
D. Use Products and Product Families.

Ef#: A

TR
This option allows tracking customer purchases of serialized components as assets and defining parent-child relationships between
them. References:https://help.salesforce.convs/article View?id=sf.fs_asset hierarchy.

htm&type=5

HM #123
The Org-Wide Default sharing for a Service Appointment is set to Private.
Ifthe Service Appointment iscancelled, which users will have visibility to the record?

A. Assigned Resources, Owner of Service Appointment and members of Service Territory
B. Assigned Resources, Qwner of Service Appointment and members of User Territory
C. Owner of Service Appointment and members of Service Territory

D. Owner of Service Appomntiment and members of User Territory

Ef: A

fEEL:

This option reflects the sharing rules for Service Appointments, which grant access to the assigned resources, the owner of the
record, and the members of the service territory associated with the record. References:
https/help.salesforce.conys/article View?id=sf.fs_sharing_rules.htm&type=5
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