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Question 1
Question Type: MultipleChoice

A Public Sector Organization (PSO) is responding to an emergency and wants to provide a way for
constituents and businesses to access resources and submit requests for services and programs.
The PSO wants to leverage Public Sector Solutions (PSS) components, where possible, and offer a
digital experience to end users.

What three prerequisite items should the Technical Consultant advise the PSO to configure so
that PSS components can be used?

Options:
A- Install the ERM for PSS Managed Package
B- Enable Person Account
C- Enable Email-to-Case
D- Enable Web-to-Case
E- Install the ERM for PSS Unmanaged Package

Answer:
A, B, D

Explanation:
Installing the ERM for PSS Managed Package, enabling Person Accounts, and enabling Web-to-
Case are three prerequisite items that should be configured so that PSS components can be used
to respond to an emergency. The ERM for PSS Managed Package is a package that contains the
Emergency Response Management (ERM) app, which is a prebuilt app that comes with Public
Sector Solutions. It can help public sector agencies to create and manage emergency response
programs and services, and enable citizens to access resources and submit requests. Enabling
Person Accounts is a feature that can be used to store information about individual people who
are not associated with a business account, such as citizens or volunteers. Enabling Web-to-Case
is a feature that can be used to create cases from web forms submitted by external users, such
as emergency service requests. Reference:
https://help.salesforce.com/s/articleView?id=psc_admin_setup_community_response.htm&type=5
&language=en_US
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Question 2
Question Type: MultipleChoice

A government agency is responsible for providing licenses to various sporting events. To acquire
the license, individuals need to pay the required fees. The System Administrator for Public Sector
Solution main responsibility is to automatically map and set the fees for each application to
ensure the correct fees are mapped.

Which Business Rules Engine tool is used here?

Options:
A- Workflow Field Updates
B- Data matrices
C- Process Builder
D- Decision Matrices

Answer:
D

Explanation:
Decision Matrices are Business Rules Engine tools that are used to automatically map and set the
fees for each application. A Decision Matrix can evaluate answers based on rules and conditions
and provide a decision outcome and explanation. For example, a Decision Matrix can determine
the fee amount based on the type of license, the city & county location, the volume of current
business, and the size of the building. Reference:
https://help.salesforce.com/s/articleView?id=psc_admin_setup_decision_matrix.htm&type=5&lan
guage=en_US

Question 3
Question Type: MultipleChoice

A government agency is evaluating the use of Public Sector Solutions. Their legacy solution has
been in place for over 20 years; many of their current processes and files are still manual and
paper-based. The agency would like to digitize and automate more of its processes and files
going forward.
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Which Public Sector Solution should a Technical Consultant recommend for this use case?

Options:
A- Workflows
B- Smart Forms
C- Business Rule Engine
D- Intelligent Document Automation

Answer:
D

Explanation:
For a government agency looking to digitize and automate manual and paper-based processes,
Intelligent Document Automation (IDA) is a highly recommended solution within the Salesforce
Public Sector Solutions suite. IDA allows organizations to convert paper documents into digital
format, automate the extraction of data from these documents, and streamline document
processing workflows. This capability is crucial for an agency with a legacy system looking to
modernize its operations. IDA can significantly reduce manual data entry, improve data accuracy,
and accelerate processing times for various applications and documents. This recommendation
aligns with Salesforce's emphasis on digital transformation and process automation, leveraging
advanced technologies like AI and machine learning to optimize public sector operations.

Question 4
Question Type: MultipleChoice

Bobahaven has been using Salesforce Service Cloud for some time and has recently implemented
Public Sector Solutions to improve its application and grants management processes. The
executive team wants to understand the trends and metrics around Bobahaven's constituent
satisfaction with the new system. It is particularly interested in understanding the average time
Bobahaven's employees take to resolve constituent service queries now versus their historical
performance. Up until now, however, Bobahaven has not been tracking case duration.

In this scenario, which is the correct reporting and analytics solution to provide ongoing trend
reporting of case duration while also minimizing customization?
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Options:
A- Standard Salesforce Report using the standard Case report type, with a newly created custom
field to track case duration for new cases.
B- Public Sector Case Analytics App, leveraging CRM Analytics' case duration formula
C- Standard Salesforce Report using the standard Case report type, with a custom formula to
calculate case duration.
D- Public Sector Case Analytics App, with a newly created custom field to track case duration for
new cases.

Answer:
B

Explanation:
For Bobahaven to understand trends and metrics around constituent satisfaction, especially
regarding case resolution times, the Public Sector Case Analytics App within Salesforce CRM
Analytics (formerly Einstein Analytics) provides a robust solution. This app includes pre-built
analytics templates and formulas, such as a case duration formula, which can measure the time
taken to resolve cases without the need for extensive customizations. This solution offers
advanced analytics capabilities that can handle complex data calculations and visualizations,
enabling Bobahaven's executive team to gain deep insights into performance metrics, including
historical and current case resolution times.

Question 5
Question Type: MultipleChoice

Which three work.com managed packages/features can be installed as part of the Employee
Experience for

Public Sector?

Options:
A- Workplace Strategy Planner
B- HR Service Center
C- Employee Workspace
D- Workplace Command Center
E- Employee Concierge
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Answer:
B, C, E

Explanation:
In the context of Salesforce's Work.com solutions tailored for Public Sector and focusing on
Employee Experience, the relevant managed packages/features to be installed include:

HR Service Center (Option B), which offers a centralized platform for managing all HR-related
inquiries and processes, enhancing employee access to HR services and information.

Employee Workspace (Option C), which provides employees with a personalized and engaging
workspace where they can access tools, communications, and resources necessary for their daily
operations and collaboration needs within the public sector.

Employee Concierge (Option E), which serves as a comprehensive resource for employees to find
information, access services, and get questions answered, effectively acting as a digital HR
assistant.

Workplace Strategy Planner (Option A) and Workplace Command Center (Option D) are also parts
of the broader Work.com capabilities but are not specifically part of the Employee Experience
package for Public Sector. They are more aligned with workplace readiness and response rather
than daily employee engagement and services.

Question 6
Question Type: MultipleChoice

A Consultant supports the City of Snaxboro in setting up a new Licensing & Permitting system.
The City is already using Public Sector Solutions for Emergency Response Management
capabilities and is planning to use the Licensing & Permitting capabilities available in the same
Salesforce instance.

Which of the following configurations directly impacts the City's Salesforce licensing cost?

Options:
A- Configuring more than ten different OmnlScript Application forms and making them available
on an Experience Site for external users to apply.
B- Configuring an Application Object Usage Record to track the number of applications processed
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for License & Permit Management and Emergency Response Management.
C- Configuring Business Regulatory Authorization Type Dependencies for external users to view
on the Experience site when searching for a specific Permit to apply for.
D- Configuring multiple record types for the Individual Application and the Business License
Application for both License & Permit Management and Emergency Response Management.

Answer:
A

Explanation:
Configuring more than ten different OmniScript Application forms and making them available on
an Experience Site for external users to apply is a configuration that directly impacts the City's
Salesforce licensing cost. OmniScript Application forms are guided digital forms that can be used
to capture data from external users, such as license or permit applicants. Experience Site is a
digital experience site that can be used to communicate with external users and provide access
to Salesforce data and functionality. Configuring more than ten different OmniScript Application
forms and making them available on an Experience Site requires Customer Community Plus
licenses, which are based on user counts and have higher costs than Customer Community
licenses, which are based on logins or page views. Reference:
https://help.salesforce.com/s/articleView?id=sf.networks_license_types.htm&type=5

Question 7
Question Type: MultipleChoice

A public sector organization (PSO) is implementing Public Sector Solutions. As part of this
implementation, the PSO is deploying a new site to provide constituents with information about
the service they provide. Constituents will be able to register and log into this new site to access
some features as well. The

PSO needs to ensure that constituents are unable to see each other by default for all sites that
they configure.

What can the Technical Consultant configure to meet this requirement for the PSO?

Options:
A- Disable the user sharing in the site administration settings page
B- Uncheck the 'Site User Visibility' checkbox in the sharing settings page
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C- Set the Organization Wide Default for the User Object to 'Public Read Only'
D- Remove access to the user object from the Permission Set assigned to the external users

Answer:
B

Explanation:
In Salesforce Public Sector Solutions, to ensure that constituents (external users) cannot see each
other by default on the new site, the sharing settings must be appropriately configured.
Specifically, the 'Site User Visibility' setting is designed to control whether users can see each
other within the site. Here's how to configure it:

Navigate to Sharing Settings:

Go to Setup > Security > Sharing Settings.

Uncheck Site User Visibility:

Locate the 'Site User Visibility' checkbox within the sharing settings.

Uncheck this box. This setting ensures that site users (constituents) cannot see each other's
profiles and details by default.

By unchecking the 'Site User Visibility' checkbox, the PSO ensures that user records are private
and not visible to other users on the site. This is a critical setting for maintaining privacy and
security for constituents interacting with the PSO's site.

Salesforce Help: Sharing Settings

Salesforce Public Sector Solutions Documentation

https://help.salesforce.com/s/articleView?id=sf.sharing_settings.htm&type=5
https://help.salesforce.com/s/articleView?id=000351387&type=1
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