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NEW QUESTION # 216
A business analyst (BA) at Northern Trail Outfitters is preparing for a user acceptance testing (UAT) session for a global Sales
Cloud project.
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‘What should the BA do to engage the business most effectively during UAT™?

¢ A. Work business stakeholders to collaborate in writing, reviewing, and executing UAT scenarios, providing feedback, and
approval for release.

¢ B. Work with quality assurance analysts to collaborate in writing, reviewing and executing UAT scenarios, providing
feedback, and approval for release.

¢ C. Hand or ownership for writing, reviewing, and executing UAT scenarios, providing feedback, and approval for release to
business stakeholders.

Answer: A

Explanation:

Explanation

The business analyst should work with business stakeholders to collaborate in writing, reviewing, and executing UAT scenarios,
providing feedback, and approval for release. This is because UAT scenarios are based on real-world use cases and expectations of
how users will nteract with and benefit from the solution.

Business stakeholders are best suited to provide input and validation for UAT scenarios, as they represent the end-users or
customrers of the solution. The business analyst should facilitate the collaboration process by defining the scope, format, and criteria
for UAT scenarios, and ensuring that they align with the user stories and acceptance criteria. The business analyst should also collect
and document the feedback and approval from business stakeholders, and communicate them to the development team. References:
https/trailhead. salesforce.com/content/learn/modules/user-story-creation/user-acceptance-testing

NEW QUESTION # 217

A Salesforce business analyst (BA) has recently joined a new project to improve the Sales Cloud implementation at Cloud Kicks.
The BA wants to quickly infroduce new functionality to impress the custorer.

Which action should the BA take?

e A. Update the page layouts to show the most relevant information at the top.
e B. Demo standard features and elicit feedback from the customer.
e C. Scope the development of an integration with enterprise resource planning (ERP)

Answer: B

Explanation:

The action that the business analyst should take to quickly introduce new functionality to impress the customer is to demo standard
features and elicit feedback from the customer. Demoing standard features means showing the customer how Sales Cloud can
provide out-of-the-box finctionality that meets their needs or expectations without requiring extensive customization or development.
Eliciting feedback means asking the customer for their opinions or suggestions on how Sales Cloud can improve their sales process
or performance. Demoing standard features and eliciting feedback helps to quickly introduce new fimctionality to impress the
customer by demonstrating the value and benefits of Sales Cloud, as well as engaging and mvolving the customer in the solution
design and delivery. References:

https/trailhead.salesforce.convcontent/learn/modules/salesforce- business-analyst-certification-prep/customer-di

NEW QUESTION # 218
Universal Containers is implementing a Salesforce solution that's designed to transform its customer service division. During sprint

planning, it was determined that the development team would be able to successfully deliver all remaining work itens. However, due
to unplanned delays, the development team is now at risk of being unable to complete the work iterrs.
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The project manager has asked for the business analyst's (BA) help to prioritize the remaining work items.
The development team has 16 hours of capacity remaining and is focused on launching a minimum viable product (MVP) of the
customer service solution as soon as possible.

Which work items should the BA prioritize with the remaining 16 hours of development capacity?



e A US-4007 and US-4009
e B. US-4008 and US-4009
e (. US-4009 and US-4010

Answer: A

Explanation:

Explanation

The business analyst should prioritize US-4007 and US-4009 because they are the most critical work iterrs.

US-4007 is the work item that will allow customers to submit support tickets, and US-4009 is the work item that will allow
customer service representatives to view and respond to support tickets. These two work iterrs are essential for the MVP to be
functional.

US-4008 is a less critical work item because it will allow customers to track the status of their support tickets.

This work item is important, but it is not essential for the MVP to be functional.

US-4010 is the least critical work item because it will allow customers to rate the quality of customer service.

This work item is important, but it is not essential for the MVP to be functional.

In conclusion, the business analyst should prioritize US-4007 and US-4009 because they are the most critical work items. These
two work itens are essential for the MVP to be fimctional

NEW QUESTION # 219

Cloud Kicks (CK) wants to enhance the user experience for customer service agents on Service Cloud so they can effectively meet
their service-level agreements. CK has a vision for the future state, but needs to understand how to achieve it. A business analyst
(BA) has been assigned to help with this goal.

Which type of document should the BA use to meet the requirement?

e A Use case
¢ B. Gap analysis
¢ (. Change management

Answer: B

Explanation:

A gap analysis is a document that compares the current state with the desired future state of a process or system, identifies what
needs to change or improve, and recommends actions or solutions to bridge the gap. A gap analysis can help CK understand how to
enhance its user experience for customer service agents on Service Cloud so they can effectively meet their service-level agreements.
A change management document is a document that outlines how changes will be planned, implemented, communicated, monitored,
controlled, etc., during a project lifecycle

NEW QUESTION # 220

Cloud Kicks needs to revamp its support process to improve the customer experience and has asked the Service Cloud team to
collaborate with the business analyst (BA). The BA has scheduled an initial live process mapping session with all stakeholders and
received the following calendar responses:
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‘What should the BA do?

e A. Proceed with the workshop as scheduled with the stakeholders who are available.
e B. Cancel the workshop and reschedule it to a date when ail stakeholders ace available.
¢ (. Hold a one-on-one diagram session with each stakeholder before the workshop.

Answer: B



Explanation:

This answer states that canceling the workshop and rescheduling it to a date when all stakeholders are available is what the BA
should do after receiving the calendar responses for an initial live process mapping session with all stakeholders for revamping its
support process to improve the custormer experience. A process mapping session is a collaborative activity where the BA and the
stakeholders work together to document and analyze the current state of a business process, identify pain points and opportunities,
and design the future state of the process. Canceling the workshop and rescheduling it can help the BA to ensure that all
stakeholders are present and engaged in the session, and that their input and feedback are captured and considered. References:
https/trailhead.salesforce.com/en/content/learn/modules/salesforce- business-analyst-quick-look/use-process-ma

NEW QUESTION # 221
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