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Salesforce AP-209 Exam Syllabus Topics:

Topic Details

Topic 1
Optimization: This domain covers using service objectives for automated scheduling, global optimization
engine capabilities, troubleshooting optimization issues, and strategies to improve scheduling quality and
efficiency.

Topic 2
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 3
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 4
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.

Salesforce Advanced Field Service Accredited Professional Sample Questions
(Q49-Q54):
NEW QUESTION # 49 
What are three key considerations when working with a customer on their Service Territory management design?

A. Sizing to 20 qualified candidates per Appointment
B. Ensuring all resources have skill assignments
C. Aligning all Territories to geographic regions
D. Sizing to 50 resources per Territory
E. Sizing to 1,000 Appointments per day, per Territory

Answer: A,C,D

Explanation:
Service Territory design heavily impacts the performance of the Gantt and Optimization engine.
* Option C is correct:Historically, Salesforce recommended keeping Service Territories to around50 Resourcesto ensure the Gantt
loads quickly and optimization runs efficiently. (While limits have increased, this remains a safe "rule of thumb" for design).
* Option D is correct:Territories are almost alwaysGeographic. This drives the travel time calculations, which are central to the Field
Service value proposition.
* Option B is correct:This refers to theAppointment Bookingsearch space. If a territory is too massive, the engine has to score
thousands of candidates, which is slow. Designing territories/policies so that the engine evaluates a focused set (e.g., ~20 qualified
candidates) ensures sub-second response times for booking slots.
* Option A (Skill assignments) is about Resources, not Territory structure.

NEW QUESTION # 50 
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. Field Service Mobile App is optimized for a handful of Android and iOS devices. Refer to 'Salesforce Help and Training'
for the latest update
B. Contractor licenses do not include access to the Field Service Mobile App
C. Since all Service Resources are named contractors, 'Collect Service Resource Geolocation History' should be disabled
D. Set all records to private to ensure customer data confidentiality

Answer: A

Explanation:
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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 # 51 
Green Energy Solution is getting more work for the next 3 weeks. They are engaging a new third-party contractor to help with some
work for that time.
What should the admin recommend?

A. Creating a Capacity Based Resource and giving it capacity for the next 3 weeks
B. Creating a Resource and giving it capacity for the next 3 weeks
C. Creating a Capacity Based Resource and deleting it after 3 weeks
D. Creating a Resource and deleting it after 3 weeks

Answer: A

Explanation:
The key here is that it is a Third-Party Contractor and a Temporary engagement.
* Option C is correct.
* Capacity Based:Contractors are typically modeled as "Capacity Based Resources" (buckets of work) rather than named
individuals, as you usually don't track their specific travel or breaks- you just know they can take "X hours of work per day."
* Giving Capacity:You would define the capacityonlyfor the specific 3-week period. Once the capacity records end, the scheduling
engine will naturally stop assigning work to them.
* Options B and D (Deleting):It is never a best practice to delete a Service Resource record after use.
You need the record to remain in the system to preserve theAudit Trailand historical data of the Work Orders they completed. You
simply deactivate them or stop giving them capacity.

NEW QUESTION # 52 
Which of the following objects have fieldsets that allow controlling how the data is displayed in the
'Dispatcher Console'? (Choose 3 options)

A. Assigned Resource
B. Service Appointment
C. Resource Absence
D. Service Territory
E. Service Resource

Answer: B,C,E

Explanation:
The Dispatcher Console (Gantt) allows admins to customize which fields are visible in various panels and tooltips using standard
Salesforce Field Sets.
* A is correct (Resource Absence):You can control what information appears when a dispatcher hovers over a non-availability
block (e.g., "Sick Day," "Doctor's Appointment") by editing the field set on the Resource Absence object.
* B is correct (Service Appointment):This is the most heavily customized object. You can configure field sets to control the columns
in the Appointment List, the text shown on the Gantt bar, and the fields in the tooltip (hover).
* C is correct (Service Resource):You can customize the resource list (left-hand side of the Gantt) to show fields like "Vehicle
Type," "Skill Level," or "Phone Number" by editing the field set on the Service Resource object.
* Options D and E:Service Territory and Assigned Resource do not have direct field sets that control the Dispatcher Consolelayout
in the same way the primary transactional objects do.

NEW QUESTION # 53 
Dispatchers want a visual representation of when Service Appointments are getting closer to their due date on the 'Dispatcher



Console'.
How can this requirement be solved?

A. Create a report for those appointments and send it to the dispatcher every day
B. Use 'Gantt Palette' to set these appointments in custom color based on the 'Due Date' field
C. Hover over the Service Appointment to see the 'Due Date' field
D. Add the 'Due Date' field to the 'Service Appointment List Columns' field set in order to see it in the appointments list as
column

Answer: B

Explanation:
The Dispatcher Console exposes the Gantt Palette feature, which lets admins color-code appointments based on field values. This
produces immediate visual cues for dispatchers without leaving the Gantt.
* Option A is correct. Gantt Palette rules let an admin paint appointments in different colors based on field-level criteria - for
example, red when Due Date is within 24 hours, amber within 3 days, green otherwise. The visual is exactly the kind of glance-and-
go indicator the dispatchers asked for.
* Option B is incorrect because a daily email report does not give an in-context visual on the Gantt.
* Option C is incorrect because hover-to-read requires dispatchers to actively check each appointment, defeating the purpose of a
visual indicator.
* Option D is incorrect because a column in the list shows the value but does not produce a visual representation that scales across
many appointments at once.

NEW QUESTION # 54
......
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