IMPLEMENT SALESFORCE FIELD SERVICE
(FSL201)

OVERVIEW
In this expert-led class, you’ll learn what’s needed prior to setting up Salesforce Field Service, as well as the

steps it takes to successfully implement it for your organization. Plus, you’ll get hands on with an
implementation. Discover how Salesforce Field Service can help your organization resolve field service calls
faster and boost employee productivity in the field.

WHO SHOULD TAKE THIS COURSE?
This course is recommended for Implementation Consultants and Salesforce Administrators working either

with or for organizations deploying Field Service Lightning.

WHEN YOU COMPLETE THIS COURSE, YOU WILL BE ABLE TO:
« Walk through the process of setting up Field Service Lightning.

« Explain Salesforce Field Service and its components, capabilities, and data models.

« Know the right questions to ask prior to implementing Field Service Lightning.

o Utilize the Dispatcher Console.

« Understand how field technicians manage service appointments using the Field Service mobile app.

PREWORK
You should have a solid understanding of Salesforce Administrator functionality and concepts prior to

attending this course.
Please complete the following trailmix before attending our expert-led class: Trailmix, Trailhead Academy
IMPORTANT : If you use your personal computer and a configuration is described in the Computer Setup

Guide, you must complete it before attending the class.
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provider

DURATION
3 days

DELIVERY FORMAT
- Classroom

- Virtual

LANGUAGE
Course in French /

Materials in English

USER INTERFACE
Lightning Experience

FSL201 is recommended to prepare Salesforce Certified Field Service Consultant. Other courses and self-study materials are recommended for

this exam. The complete list of prerequisites is provided by Salesforce in the Exam Guide. Registration for an inter-company training session

entitles you to a voucher to pass the corresponding certification exam. The voucher, valid for 6 to 12 months, is sent to the trainee on request,

at no additional cost. Note that this offer is valid for only one voucher per certification; If you register for multiple courses preparing for the

same certification, you will be entitled to only one free voucher.
Note :

e Salesforce certification exam doesn’t take place during the training and it’s up to the delegate to register to the exam via the webassessor

e We don’t recommend passing the Salesforce certification exam directly after attending the course. Additional work must be provided.
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https://trailhead.salesforce.com/en/users/tacademy/trailmixes/implementing-field-service-lightning-pre-work
https://trailhead.salesforce.com/en/help?article=Computer-Setup-Guides-for-Trailhead-Academy-Classes&search=computer%20setup
https://trailhead.salesforce.com/en/help?article=Computer-Setup-Guides-for-Trailhead-Academy-Classes&search=computer%20setup
https://trailhead.salesforce.com/help?article=Salesforce-Certified-Field-Service-Consultant-Exam-Guide

IMPLEMENT SALESFORCE FIELD SERVICE

(FSL201)

LESSONS & TOPICS

Course Orientation

« Course introduction

« Certification overview

« Field Service definitions and video

AW Computing overview

« Explain the business reason why AW Computing has purchased FSL
« Describe the framework for a Field Service project team

« Reference your action items for the course

FSL overview

« Identify Field Service Management challenges and determine how
Field Service can overcome those challenges and meet KPIs

« Describe what connected Field Service looks like

« Complete prerequisite exercises

« Explain the main components, capabilities, and data model of FSL

FSL initial configuration

« |dentify the features within the Field Service settings tab

« Identify the permission sets we assign to each license, the profiles
and permission sets we assign to our users, and why we do this

« Describe geocoding and data integration rules within Field Service

« Complete prerequisite exercises

Plan for FSL
o Ask the essential questions before setting up Field Service

FSL main elements

e Set up all Field Service main elements

« Define operating hours

« Explain service territories

« Recognize the importance of required skills

o Discuss how work orders behave and interact with other objects
« Explain the service resources data flow

« Describe the Field Service location and product data flow

FSL scheduling and policies

« Complete all exercises related to Field Service scheduling and
policies

« Identify work rules and service objectives

« Identify scheduling policies included in Field Service

« Define the difference between the service appointment and work
order

FSL contractors

« Complete all exercises related to contractors

« Explain capacity with contractors and how to give contractors first
preference

« Describe the service appointment lifecycle and related status
transitions

Dispatcher console

o Complete all exercises related to the dispatcher console
« Explore the capabilities of the dispatcher console

« Book and manage service appointments

« Track and monitor service resources

« Describe the schedule optimization model

Mobile field technicians

e Explain the business flow of a case to work order to service
appointment

o Identify the key tasks performed by each field service role
(customer, agent, dispatcher, field tech, and admin)

e Describe how field technicians manage their service appointments
using the Field Service mobile app

o Complete reporting and mobile exercises

Review and resources
e Test your knowledge with Field Service review questions
« Access Field Service resources

Learn the Foundations of Al

Trailhead Academy classes include a lesson where you’ll learn Al concepts, responsible
Al practices, and how to use Al and Salesforce together to drive productivity.
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