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The quality assurance (QA) team at Cloud Kicks is reviewing user stones to write test scripts. The QA team is having difficulty with
a specific story where a modification to an existing flow is needed for a custom object. The QA team is unable to discern what needs
to be tested as a result of the updated flow.

‘What should the business analyst review and revise to provide more clarity to the QA team?

¢ A. The who, what, and why of the user story
e B. The definition of done of the user story
e C. The acceptance criteria of the user story

Antwort: A

239. Frage

During a discovery session with several stakeholders from universal Container (UC) services team, the business analyst (BA) learned
that UC recently implemented as Experience Site that allows customers to view Knowledge article and submit cases. The
stakeholders have asked for suggestions to determine if the current solution is adding value to the business.

What should the BA recommend?

e A. Review user stories on the services team's development backlog,
e B. Review the services team's goal' initiatives, strategies, and obstacles.
e C. Review the Einstein Article Recommendations feature in the services team's org,

Antwort: B

Begrindung;

Explanation

This answer states that reviewing the services team's goals, initiatives, strategies, and obstacles is what the BA should do to
determine if the current solution of implementing an Experience Site that allows customers to view Knowledge articles and submit
cases is adding value to UC's business. Goals are what the services team wants to achieve or accomplish in terms of business
outcomes or benefits. Initiatives are what the services team plans to do or implement to achieve their goals. Strategies are how the
services team executes or delivers their mitiatives. Obstacles are what prevents or hinders the services team from achieving their
goals, implementing their initiatives, or executing their strategies. Reviewing the services team's goals, initiatives, strategies, and
obstacles means that the BA analyzes and documents these elements related to implementing an Experience Site that allows
customers to view Knowledge articles and submit cases. Reviewing the services team's goals, initiatives, strategies, and obstacles is
what the BA should do to determine if the current solution is adding value to UC's business because it helps the BA to measure and
evaluate the performance and impact of the current solution against these elements.
References:httpsy//trailhead.salesforce.com/en/content/learn/modules/salesforce-business-analyst-quick-look/use

240. Frage

The business analyst at Universal Containers has been asked to train the client on how to write effective user stories with acceptance
criteria. The client provided this sample story.

User Story:

As a customer service agent, | need the ability to close support tickets.

Acceptance Criteria:

1. When viewing an open support ticket, a "Close Ticket" action is available.

2. When closing a support ticket, the agent is required to enter a "Close Reason'".

3. After completing the close action, the status of the support ticket is set to "Closed".

‘What can be done to improve this user story?

e A Update the perspective of the user story and acceptance criteria.
¢ B. Update the user story to describe why the functionality is needed.
e C. Update the acceptance criteria to describe the technical solution.

Antwort: B

Begrindung;

The user story improvement aligns with best practices in Agile methodologies and Salesforce guidance for creating effective user
stories:

* Clarity of Purpose: The story must include the business value or "why" behind the functionality. In this case, updating the user story
to explain why the customer service agent needs to close support tickets adds context and aligns with Salesforce's recommendations



on creating actionable user stories.

* Best Practices for User Stories: According to Salesforce's user story guidelines, a complete story should follow the "INVEST"
principle, particularly focusing on being "Valuable." The missing "why" in the original story means it lacks a description of the benefit
or goal of the feature.

* Training Relevance: Teaching the client to emphasize the purpose in their user stories will help create stories that guide
development toward delivering meaningful outcomes rather than just implementing technical features.

241. Frage

Northern Trail Outfitters is Updating Its customer portal built on Experience Cloud. The team has drafted a user story:

"As a customer, [ want to be able to chat with a support agent and view my account, see my orders, and ask questions via the
custorer port.

‘What should a business analyst do to improve this user story?

¢ A Estimate how long it will take the technical team to conplete the story.
¢ B. Adjust the goal of the user story to be independent.
¢ C. Include specific information about potential Salesforce solutions.

Antwort: C

242. Frage

A business analyst (BA) at Universal Containers has been assigned to a Salesforce project that will have an impact on more than
5,000 office locations across the globe. The BA needs to identify the people who can describe the business problem and provide
detailed requirements.

Which document should the BA use?

¢ A. Stakeholder analysis
e B. User stories
e C.RACI chart

Antwort: A

Begrindung;

Explanation

The document that the business analyst should use to identify the people who can describe the business problem and provide
detailed requirements is stakeholder analysis. Stakeholder analysis is a technique that identifies and evaluates the people who have an
interest in or influence on a project or nitiative. It can help the business analyst understand who are the key stakeholders, what are
their roles and responsibilities, what are their needs and expectations, how they communicate and collaborate, etc. A RACI chart is
a document that defines and clarifies the roles and responsibilities of different stakeholders in relation to specific tasks or
deliverables. It can help the business analyst manage stakeholder expectations and avoid confusion or conflicts. A user story is a
document that captures a requirement or feature from an end user's perspective. It can help the business analyst communicate what
needs to be done and why it matters. References:
https/trailhead.salesforce.com/content/learn/modules/salesforce-business-analyst-certification-prep/collaboratio
https/trailhead.salesforce.com/content/learn/modules/salesforce-business-analyst-certification-prep/user-stories
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