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Accredited Professional (AP-209) exam topics that will help you in your professional career.

Salesforce AP-209 Exam Syllabus Topics:

Topic Details

Topic 1
Implementation Strategies and Design: This domain covers the full consulting project lifecycle from planning
and requirements gathering through deployment, and determining appropriate deployment strategies and
licensing needs for Field Service implementations.

Topic 2
Resource Management: This domain focuses on managing resource availability, Service Territory
Management capabilities, handling different resource types, and implementing optimal scheduling strategies
for field service personnel.

Topic 3
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.

Salesforce Advanced Field Service Accredited Professional Sample Questions
(Q21-Q26):
NEW QUESTION # 21 
Universal Containers uses In-Day Optimization to optimize a Service Territory schedule during working hours. The dispatchers have
recently noticed that In-Day Optimization reschedules Service Appointments in status 'In Progress' to other Service Resources,
which requires them to correct the schedule manually.
What should a consultant recommend to troubleshoot this behavior?

A. Review if the 'In Progress' status is configured in 'Status Transitions' under 'Field Service Settings'.
B. Check if the Scheduling Policy includes the 'Resource Availability' Work Rule.
C. Review if the 'In Progress' status is excluded from In-Day Optimization under 'Field Service Settings'.
D. Check if the 'Optimization Request' status is 'In Progress'

Answer: C

Explanation:
When running optimization (Global or In-Day), the engine is allowed to move any appointment that is not
"Pinned."
* Option C is correct.In Salesforce Field Service, you must explicitly define which statuses are consideredPinned(immovable) during
optimization. This is configured inField Service Settings > Optimization > Logic. If the 'In Progress' status isnotselected in the
"Pinned Statuses" list, the optimization engine sees that appointment as movable. To improve the schedule, it might unassign the
current tech and assign a different one, even though the tech is already on-site.
* Ensuring 'In Progress' is "excluded from optimization logic" (Pinned) forces the engine to schedule aroundthat appointment rather
than moving it.
* Option B refers to "Status Transitions," which controls the lifecycle flow (e.g., New -> Scheduled -> In Progress) but does not
control the scheduling engine's permission to move the job.

NEW QUESTION # 22 
A customer doesn't want contractors to be considered in optimization runs.
How can a consultant implement this requirement?

A. Create 'Extended Match' Work Rule and include it in the Scheduling Policy
B. Create 'Match Field' Work Rule and include it in the Scheduling Policy
C. Create 'Match Boolean' Work Rule and include it in the Scheduling Policy
D. Create 'Count Rule' Work Rule and include it in the Scheduling Policy

Answer: C

Explanation:
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To exclude a specific subset of resources from being scheduled by the optimization engine, you use a Hard Constraint Work Rule.
* Option D is correct.TheMatch BooleanWork Rule is designed to filter resources based on a checkbox (Boolean) field.
* You would create a custom checkbox on the Service Resource object (e.g., Is_Contractor__c).
* You configure the Match Boolean rule in the Scheduling Policy to enforce that Is_Contractor__c must be False.
* When optimization runs, any resource where Is_Contractor__c = True fails the rule and is completely ignored/excluded from the
schedule calculation.
* Option A (Count Rule) limits volume, it doesn't exclude.
* Options B and C (Match Field/Extended Match) match properties between theJoband theResource(e.g., Skill or Location
matching), which is not the same as a blanket exclusion of a resource type.

NEW QUESTION # 23 
Universal Containers (UC) sell Service Contracts to their customers. One of the terms of the Service Contract determines that a UC
technician will perform annual maintenance on all the customer's Assets until the contract expires.
UC would like to ensure that when a technician is sent to the customer, the maintenance work is completed in a single visit, and all
covered Assets are listed on the Work Order's Service Report.
What Maintenance Plan configuration should a consultant recommend UC?

A. 'Work Order Generation Method' is set to 'One Work Order Line Item per Asset' and 'Service Appointment Generation
Method' is set to 'One Service Appointment per Work Order Line Item'
B. 'Work Order Generation Method' is set to 'One Work Order per Asset' and 'Service Appointment Generation Method' is
set to 'One Service Appointment per Work Order'
C. 'Work Order Generation Method' is set to blank and 'Service Appointment Generation Method' is set to
'One Service Appointment per Work Order'
D. 'Work Order Generation Method' is set to 'One Work Order Line Item per Asset' and 'Service Appointment Generation
Method' is set to 'One Service Appointment per Work Order'

Answer: D

Explanation:
This question tests the Maintenance Plan generation logic.
* Option D is correct.The requirement isSingle Visit(One Appointment) forMultiple Assets.
* One Work Order Line Item per Asset:This groups all the assets under asingleparent Work Order. Each asset gets its own line item
(WOLI) for tracking purposes.
* One Service Appointment per Work Order:This creates asingleappointment for the parent Work Order. The technician arrives
once and works through the list of line items (Assets).
* Option B("One Work Order per Asset") would create separate Work Orders (and likely separate Appointments) for every single
asset, resulting in multiple visits or a cluttered schedule.
* Option C("One SA per WOLI") would explicitly create a separate appointment for every single asset line item, causing massive
double-booking/overlap.

NEW QUESTION # 24 
A dispatcher notices that the Service Territory schedule for the next week is full with routine maintenance appointments, while there
are several urgent repair jobs still waiting to be scheduled in the appointment list.
Which three actions should the dispatcher take to schedule the urgent repair jobs?

A. Use 'Global Optimization' to optimize the territory schedule for the next week
B. Invoke 'Resource Schedule Optimization' for each Service Resource in the Service Territory
C. Manually update the 'Assigned Resource' on each of the urgent repairs
D. Ensure that the maintenance Service Appointments are not 'Pinned' and can be rescheduled
E. Check the 'Scheduling Priority' of the repair and maintenance Service Appointments

Answer: A,D,E

Explanation:
The goal is to fit high-priority work into a schedule already filled with low-priority work.
* Option B is correct.The system must know that the Repair jobs are more important than the Maintenance jobs. This is handled by
theScheduling Priorityfield (used in the optimization logic to decide which job to drop if there is a conflict) or the Priority field
mapped to Service Objectives.
* Option C is correct.Global Optimizationis the best tool here. It will look at the entire week, see the high-priority unscheduled jobs,



and the low-priority scheduled jobs. It will then un-schedule or move the maintenance jobs to make room for the urgent repairs.
* Option D is correct.For Optimization to work, the existing maintenance appointments mustnot be Pinned. If they are pinned, the
optimizer treats them as immovable rock, and it won't be able to free up the time needed for the repairs.
* Option A (Manual assignment) is inefficient and risky (could double-book). Option E (Resource Schedule Optimization) optimizes
one person at a time; Global Optimization is better suited for balancing the load across the whole territory.

NEW QUESTION # 25 
Green Energy Solutions would like to track their vehicles' availability, so that once a Work Order is created, both a Service
Resource and a vehicle need to be assigned to the work, to ensure that the resource will use an available vehicle for the job.
How would a consultant recommend implementing this requirement?

A. Set the vehicle as a Service Resource, create a Work Order and two Service Appointments, one for the mobile worker
and one for the vehicle, use 'Complex Work' with a dependency of type 'Same Start'
B. Set the vehicle as a 'Required Product'. Once the Work Order is created it will inherit the 'Required Product' and notify the
resource that this vehicle needs to be used for the job
C. Set the vehicle as a 'Required Product'. Once a resource is assigned to the work a 'vehicle' product will be consumed via
the Field Service mobile App to indicate that this vehicle is being used
D. Set the vehicle as a Service Resource, create a Work Order and two Service Appointments, one for the mobile worker
and one for the vehicle, use 'Complex Work' with a dependency of type 'Immediately Follow'

Answer: A

Explanation:
The requirement is to schedule two distinct resources (a Human and a Vehicle) for the same job at the same time.
* Option C is correct.
* Vehicle as Service Resource:You must model the vehicle as a Service Resource (Type: Asset) to track its availability on the Gantt
and prevent double-booking.
* Complex Work (Same Start):To ensure the vehicle and the technician are booked together, you use Complex Work
dependencies. "Same Start" ensures that the vehicle appointment and the technician appointment are scheduled to begin
simultaneously.
* Options A and Dare incorrect becauseProductsare not scheduled. Consuming a product does not check if the vehicle is available
at that specific time, potentially leading to double-booking the van.
* Option Bis incorrect because "Immediately Follow" implies a sequence (Technician finishes -> Vehicle starts), which is not how a
shared ride/equipment scenario works.

NEW QUESTION # 26
......

As we mentioned above that the Advanced Field Service Accredited Professional (AP-209) exam questions is provided to students
in three different formats. The first format is Advanced Field Service Accredited Professional PDF dumps which is printable and
portable. It means students can save it on their smart devices like smartphones, tablets, and laptops. The Advanced Field Service
Accredited Professional (AP-209) PDF dumps format can be printed so that candidates don't face any issues while preparing for
the Advanced Field Service Accredited Professional exam.
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