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B #133

The Salesforce project team at Cloud Kicks is about to start a project that crosses sales and service teams. The business analyst
(BA) has been tasked with writing user stories with the teans in a workshop.
‘What should the BA keep in mind during the process?

e A User stories specify which technical components are impacted.
¢ B. User stories encourage iterative development.
e C. User stories are fixed upon stakeholder approval.

Ef#: A

H #134

Universal Containers is in the planning phase of a Salesforce project that will transform its retail locations.

The implementation team has had a difficult time determining the priorities and requirements of previous projects from people who
would be directly impacted by the solution under consideration.

Which type of analysis should the business analyst recommend to ensure the implementation team avoids this challenge on the current
project?

e A. Enterprise analysis
¢ B. Persona analysis
¢ (. Stakeholder analysis

Ef#: C

L2

The type of analysis that the BA should recommend to ensure the implementation team avoids this challenge on the current project is
stakeholder analysis. Stakeholder analysis is a technique that helps to identify and understand the people who are affected by or
mnvolved in a project, and their needs, expectations, interests, influence, and attitudes towards the project. Stakeholder analysis helps
to avoid missing or overlooking important stakeholders, and to plan appropriate communication and engagement strategies for each
stakeholder group. The other options are either irrelevant or insufficient. Option A does not address the challenge of identifying and
understanding stakeholders, but rather their behaviors and preferences. Option B does not address the challenge of identifying and
understanding stakeholders, but rather their organizational context and environment. References:
https/trailhead.salesforce.com/en/content/learn/modules/business-analysis-stakeholder-management/identify-sta

HH #135

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

IEf#: B

A -
Explanation



A use case is a type of documentation that describes how a user interacts with a systemto 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 .
References:httpsy/trailhead.salesforce.conm/en/content/learn/modules/business-analysis- flnctional- requirements/ 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
nherited 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:httpsy/trailhead.salesforce.com/en/content/learn/modules/salesforce-business-analyst-quick-look/use

M #136
Northern Trail Outfitters is starting a project to implement Service Cloud for the customer service department.
Which activity should be handled by a business analyst assigned to this project?

e A. Work with Salesforce to purchase the necessary licenses.
e B. Understand current business processes and document existing functionality.
e C. Manage existing Salesforce applications and activities.

EM: B
L

A business analyst assigned to a Service Cloud project should understand the current business processes and document the existing
functionality of the customer service department. This will help them identify the gaps, pain points, and opportunities for
improverment. Working with Salesforce to purchase the necessary licenses is a task for the project manager or sponsor. Managing
existing Salesforce applications and activities is a task for the administrator or developer. References:
https//trailhead.salesforce.com/content/learn/modules/salesforce-business-analyst-certification-prep/customer-di
https//trailhead.salesforce.com/content/learn/modules/salesforce-business-analyst-certification-prep/business-pro

HA #137

A business analyst (BA) at Universal Containers had a meeting with sales and service reps to gather requirements around contact
management for a new Salesforce implementation. A sales rep wants a place to capture the names of the contact's spouse and
children to help build the relationship. The BA writes the following user story.

"As a user, [ need to be able to record a contact's title and role as separate data points so I know who to address for various needs
of the account." Who should be listed as the persona?

e A Sales rep
¢ B. Service rep
e C. Contact

EfE: A
RN -

The persona that should be listed in this user story is sales rep. A persona is a fictional representation of a user role or group who
will benefit froma feature or functionality. It helps describe who the user is, what they want or need, and why they want or need it.
The persona should be specific enough to capture the characteristics and goals of the user group, but not too specific that it excludes
other potential users. The persona that should be listed in this user story is sales rep because they are the ones who want to capture
the names of the contact's spouse and children to help build the relationship. Contact is not a persona that should be listed in this user
story because they are not the ones who will use or benefit from this feature or functionality. They are the object of the feature or
functionality, not the subject. Service rep is not a persona that should be listed in this user story because they are not the ones who
want or need this feature or functionality. They may have different goals or expectations than sales reps when it comes to contact
management. References: https//trailhead. salesforce.conven/content/learn/modules/salesforce-business- analyst-certification-
prep/user-stories

B #138
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