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Salesforce FS-Con-101
PRACTICE EXAMINATION QUESTIONS

Question 1 SINGLE CHOICE

A field service organization has recently acquired a large customer with geographically dispersed service

locations across three states. The customer requires technicians to be scheduled only for their specific

regions. The organization currently has a flat organizational structure and wants to implement a solution

that will ensure only technicians with appropriate regional assignments receive work orders from these

locations.

Which configuration approach should the consultant recommend?

A. Create a single Service Territory for each state and manually assign all service resources to multiple

territories as needed

B. Create multiple Service Territories based on geographic regions and use Service Territory Members to

control which service resources are available for scheduling in each territory

C. Use operating hours on the Work Orders themselves to restrict scheduling to specific time zones

representing each state

D. Configure Resource Preferences on each Work Order to specify which technicians can be scheduled

Explanation:

The correct answer is to create multiple Service Territories based on geographic regions and use Service Territory

Members to control resource availability. Service Territories are the foundational geographic or logical grouping

mechanism in Salesforce Field Service, and Service Territory Members define the relationship between service

resources and the territories they serve. This is the standard configuration pattern for multi-region organizations.

Using a single territory per state with manual assignments is inefficient and not the recommended pattern. Operating

hours are designed for defining business availability, not geographic restrictions. Resource Preferences are typically

used for scheduling constraints like required skills, certifications, or preferred resources on individual work orders, not

territorial assignments.
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Salesforce FS-Con-101
PRACTICE EXAMINATION QUESTIONS

Question 2 SINGLE CHOICE

A field service manager is reviewing Work Order configurations and needs to understand the relationship

between Work Orders, Work Order Line Items (WOLIs), and Service Appointments. A particular Work Order

contains multiple WOLIs, each representing different tasks to be performed at the same customer

location on the same day. The manager wants to optimize the scheduling and execution strategy.

What is the most accurate characterization of how these objects relate during execution?

A. One Service Appointment is automatically created for each Work Order Line Item, regardless of how

many WOLIs exist

B. All Work Order Line Items must be completed through a single Service Appointment, and the Service

Appointment represents the entire work effort for that Work Order

C. Work Order Line Items are optional groupings within a Work Order; a single Service Appointment

typically covers all line items for a Work Order, but multiple Service Appointments can be created if

needed to represent different phases or scheduling windows

D. Work Order Line Items are administrative references only and have no impact on how Service

Appointments are scheduled or executed

Explanation:

The correct answer recognizes that a single Service Appointment typically encompasses all Work Order Line Items for

a given Work Order, but multiple Service Appointments can be created when business requirements demand it (such as

phased work or split scheduling). This reflects the flexible relationship between these objects.

Work Order Line Items are not optional administrative references—they are used to break down the work scope and can

be used to track completion of discrete tasks. However, they do not automatically create individual Service

Appointments. A common pattern is one Service Appointment per Work Order covering all line items, though complex

scenarios may require multiple Service Appointments. Understanding this flexibility is critical for consultants designing

work execution models.
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Salesforce FS-Con-101
PRACTICE EXAMINATION QUESTIONS

Question 3 SINGLE CHOICE

A large HVAC service company is implementing Salesforce Field Service. The organization has three

types of workers: senior technicians with full field service capabilities including customer sign-off and

parts management, junior technicians who assist with installations but cannot sign off on work or access

inventory, and dispatchers who need to view and manage schedules but do not perform field work. The

company wants to minimize licensing costs while ensuring each role has appropriate access.

Which licensing approach should the consultant recommend?

A. All three roles should be assigned the Field Service User license to ensure consistency across the

organization

B. Senior technicians receive Field Service User licenses; junior technicians receive Salesforce licenses

without Field Service; dispatchers receive Field Service Administrator licenses

C. Senior technicians receive Field Service User licenses; junior technicians receive limited Salesforce

licenses; dispatchers receive a Community license configured for scheduling management only

D. Senior technicians receive Field Service User licenses; junior technicians receive Salesforce licenses;

dispatchers receive Field Service User licenses or standard Salesforce licenses depending on whether

they need mobile access

Explanation:

The correct answer reflects an appropriate cost-optimized licensing strategy. Senior technicians clearly need Field

Service User licenses for full field capabilities. Junior technicians who assist but do not perform critical functions can

operate under standard Salesforce licenses. Dispatchers can use either Field Service User or standard Salesforce

licenses depending on requirements—if they primarily use desktop scheduling tools, standard Salesforce licenses are

sufficient; if they need mobile field visibility, Field Service User licenses are appropriate.

The other options make licensing errors: assigning Field Service User to all three roles is unnecessarily expensive. Field

Service Administrator licenses are for system administrators, not dispatchers. Community licenses are not the

standard approach for dispatcher roles with full organizational visibility.
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Salesforce FS-Con-101
PRACTICE EXAMINATION QUESTIONS

Question 4 SINGLE CHOICE

A field service organization has configured Schedule Policies to automate Service Appointment creation

and assignment. However, the dispatcher has received feedback that scheduled appointments frequently

create conflicts with technician breaks and account for inaccurate travel time between distant job sites.

The organization uses Salesforce Field Service Optimization Engine for scheduling.

Which combination of settings should the consultant verify or adjust to address these scheduling issues?

A. Verify that Operating Hours are configured on service resources to exclude break times; confirm that

travel time and routing settings are configured accurately in the Optimization Engine parameters

B. Increase the Suggested Search Radius in Schedule Policies to locate technicians faster regardless of

distance

C. Enable Multi-Day Service Appointments to automatically spread work across multiple calendar days

D. Disable the Optimization Engine entirely and switch to manual scheduling through the Dispatcher

Console

Explanation:

The correct answer identifies the two key configuration areas: Operating Hours on service resources define when

technicians are available (excluding breaks, lunch, or other non-working periods), and Optimization Engine routing

parameters define travel time, distance calculations, and route optimization logic. Both must be configured accurately

for Schedule Policies to function correctly.

Increasing Search Radius does not address the underlying issues and could make them worse. Multi-Day Service

Appointments are a separate feature for work that spans multiple days and do not solve the identified scheduling

problems. Disabling Optimization entirely removes automated scheduling intelligence and places the burden on

manual dispatching, which contradicts the goal of reliable automated scheduling.
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Question 5 SINGLE CHOICE

A service company specializes in complex industrial equipment maintenance that frequently requires

sequenced work phases. For example, equipment must be inspected in Phase 1, parts replaced in Phase

2, and testing completed in Phase 3, with mandatory waiting periods between phases. The technician may

not be the same person for each phase, and each phase must be scheduled separately based on phase

completion.

Given these requirements, which feature should the consultant recommend as the primary mechanism to

structure this work?

A. Work Order Milestones to define the sequential phases and gate advancement based on completion

criteria

B. Multiple Work Order Line Items on a single Service Appointment, each representing a phase

C. A separate Work Order for each phase with the original Work Order marked as the parent record

D. Service Appointment scheduling rules configured to prevent overlap between phases

Explanation:

Work Order Milestones are the primary feature designed for sequential, gated work structures. Milestones allow you to

define phases within a Work Order, specify required fields for advancement, and control the progression through states.

This supports complex workflows where work must be completed in specific sequences with business logic gates

between phases.

Multiple Work Order Line Items on a single Service Appointment are not designed for sequential gating—they represent

concurrent or immediate sequential tasks within a single service visit. Creating separate Work Orders for each phase

loses the semantic relationship and makes tracking difficult. Service Appointment rules control scheduling availability

but do not represent the business logic of phase interdependencies that Milestones provide.
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ANSWER KEY & MODULE COMPLETION

Quick Answer Key

Question # Topic Domain Correct Answer

Question 1 Service Territories & Member Mapping Option B

Question 2 Work Orders & Service Appointments Option C

Question 3 Licensing & Access Management Option D

Question 4 Optimization Engine & Schedule Policies Option A

Question 5 Sequential Work Phases & Milestones Option A

End of Practice Sample

You have completed the practice question set for Salesforce FS-Con-101 Field

Service and Operations Consultant certification.

Verified Study Guide
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