
 
 
 
 
 
 

            
 

AAAdemy | https://www.aaademy.com 
 

 

ADM-201 Training Course   

Administration Essentials for New Admins 

Structured Learning & Certification Preparation  



 
 
 
 
 
 

            
 

AAAdemy | https://www.aaademy.com 

Table of Contents 
ADM-201 Training Course​ 1 
Administration Essentials for New Admins​ 1 

Structured Learning & Certification Preparation​ 1 
Table of Contents​ 2 
Introduction​ 5 
About This Training / Certification​ 5 
What We Offer (AAAdemy)​ 5 
Knowledge Overview​ 6 
Detailed Knowledge Explanation​ 7 

1. ADM-201 Getting Around the App​ 7 
1. Salesforce Interface​ 7 

1.1 Lightning Experience vs. Classic Interface​ 7 
1.2 Page Components​ 8 

2. Basic Navigation​ 8 
3. Customizing Navigation​ 8 

3.1 Tailoring Navigation Layouts by Role​ 8 
4. Utility Bar (Quick Access Toolbar)​ 8 

4.1 Overview and Configuration​ 8 
5. Favorites​ 8 

5.1 Strategic Use of Bookmarks​ 8 
6. Recent Items​ 8 

6.1 Workflow Resumption​ 9 
7. Keyboard Shortcuts​ 9 

7.1 Efficiency Gains​ 9 
8. Getting Around the App Practice Question​ 9 

2. ADM-201 Getting Your Organization Ready for Users​ 10 
1. Company Information​ 10 

1.1 Key Components of Company Information​ 11 
1.2 Multi-Currency Support​ 11 

2. Business Hours and Holidays​ 11 
2.1 Impact on Workflows and SLAs​ 11 

3. Login Access Settings​ 11 
3.1 IP Address Range and Session Timeout​ 11 

4. Fiscal Year Settings​ 11 
4.1 Standard vs. Custom Fiscal Years​ 11 

5. Data Storage & File Storage​ 11 
5.1 Monitoring and Optimization​ 12 

6. Compliance Settings​ 12 
6.1 Audit Trail and GDPR​ 12 

7. Getting Your Organization Ready for Users Practice Question​ 12 
3. ADM-201 Setting Up and Managing Users​ 13 



 
 
 
 
 
 

            
 

AAAdemy | https://www.aaademy.com 

1. User Setup​ 14 
1.1 Key Steps to Create Users​ 14 

2. User Maintenance​ 14 
2.1 Password Resets, Freezing, and Deactivation​ 14 

3. Permission Management​ 14 
3.1 Profiles vs. Permission Sets​ 14 

4. Role Hierarchy​ 14 
4.1 Hierarchy-Based Data Access​ 14 

5. Delegated Administration​ 15 
5.1 Benefits of Delegation​ 15 

6. Login History and MFA​ 15 
6.1 Multi-Factor Authentication (MFA)​ 15 

7. Setting Up and Managing Users Practice Question​ 15 
4. ADM-201 Security and Data Access​ 16 

1. Security Model​ 17 
1.1 Object-Level and Field-Level Security​ 17 
1.2 Record-Level Security​ 17 

2. Login Access Control​ 17 
2.1 Login IP and Time Restrictions​ 17 

3. Muting Permission Sets​ 17 
3.1 Restricting Specific Permissions​ 17 

4. Session Settings​ 17 
4.1 Session Security and High Assurance​ 17 

5. Shield Security​ 18 
5.1 Field Audit Trail and Platform Encryption​ 18 

6. Security and Data Access Practice Question​ 18 
5. ADM-201 Customization: Fields​ 19 

1. Field Types​ 19 
1.1 Common Field Types and Formulas​ 20 

2. Validation Rules​ 20 
2.1 Error Conditions and User Guidance​ 20 

3. Dependent Fields​ 20 
3.1 Improving Data Entry Accuracy​ 20 

4. Roll-Up Summary Fields​ 20 
4.1 Use Cases for Data Aggregation​ 20 

5. Global Picklists​ 20 
5.1 Ensuring Cross-Object Consistency​ 20 

6. Field History Tracking​ 21 
6.1 Auditing Critical Fields​ 21 

7. Customization: Fields Practice Question​ 21 
6. ADM-201 Managing Data​ 22 

1. Data Import​ 22 
1.1 Data Import Wizard vs. Data Loader​ 22 



 
 
 
 
 
 

            
 

AAAdemy | https://www.aaademy.com 

2. Data Cleansing​ 23 
2.1 Duplicate Rules and Merge Tools​ 23 

3. Data Export​ 23 
3.1 Manual and Scheduled Exports​ 23 

4. Upsert​ 23 
4.1 The Role of External IDs​ 23 

5. Data Archiving and Masking​ 23 
5.1 Storage Optimization and Sandbox Protection​ 23 

6. Managing Data Practice Question​ 24 
7. ADM-201 Managing the Support Process​ 25 

1. Case Management​ 25 
1.1 Case Queues and Auto-Response Rules​ 25 

2. Knowledge Base​ 25 
2.1 Article Lifecycle and Agent Empowerment​ 25 

3. Service Console​ 26 
3.1 Workspace Efficiency and Macros​ 26 

4. Case Assignment and Escalation Rules​ 26 
4.1 Maintaining SLAs​ 26 

5. Omni-Channel Routing​ 26 
5.1 Skill-Based Routing and Load Balancing​ 26 

6. Managing the Support Process Practice Question​ 26 
8. ADM-201 Reports and Dashboards​ 28 

1. Reports​ 28 
1.1 Tabular, Summary, Matrix, and Joined Reports​ 28 
1.2 Custom Report Types​ 28 

2. Dashboards​ 28 
2.1 Components and Dynamic Dashboards​ 28 

3. Advanced Reporting Features​ 28 
3.1 Bucket Fields and Row-Level Formulas​ 29 

4. Report Subscriptions and Dashboard Filters​ 29 
4.1 Automated Delivery and Interactive Insights​ 29 

5. Reports and Dashboards Practice Question​ 29 
9. ADM-201 Automation​ 30 

1. Workflow Rules​ 30 
2. Process Builder​ 31 
3. Approval Processes​ 31 
4. Flow (The Most Powerful Salesforce Automation Tool)​ 31 
5. Einstein Next Best Action (NBA)​ 31 
6. Automated Scheduled Jobs​ 31 
7. Automation Practice Question​ 31 

Learning Path & Study Advice​ 33 
Who This PDF Is For​ 33 
Call To Action​ 34 



 
 
 
 
 
 

            
 

AAAdemy | https://www.aaademy.com 
 

Introduction 
The Administration Essentials for New Admins certification focuses on validating foundational knowledge 
required to manage and maintain a Salesforce environment. It represents an entry-level understanding of the 
platform’s administrative capabilities, including system navigation, user management, data handling, and basic 
configuration. In modern organizations that rely on cloud-based CRM platforms, administrators play a key role in 
ensuring that business users can effectively access, manage, and analyze customer information. This 
certification reflects the core skills required to support those responsibilities. 
 
 

About This Training / Certification 
This certification assesses the foundational competencies needed to configure and maintain a Salesforce 
organization. It focuses on administrative capabilities such as preparing the system for users, managing access 
and security, organizing data structures, and supporting operational processes through configuration and 
reporting tools. 

The certification is positioned at a foundational level and is intended for individuals who are beginning their 
journey in Salesforce administration. It emphasizes practical understanding of how administrators support 
business operations within the platform. As part of a broader learning path, this certification typically serves as 
the starting point before progressing to more advanced topics such as platform customization, advanced 
automation, or solution architecture. 

 
 
 

What We Offer (AAAdemy) 
AAAdemy provides structured training resources designed to support certification preparation and skill 
development across a wide range of IT domains. Our learning materials are built around clear knowledge 
structures, practical study guidance, and exam-oriented practice to help learners progress with confidence. 

We offer well-organized knowledge explanations that break down complex topics into clear, understandable 
sections aligned with official exam objectives and real-world skill requirements. Each topic is designed to support 
both conceptual understanding and practical application. 

Our study plans and learning guidance help learners follow a logical progression, focusing on key concepts, 
common pitfalls, and effective preparation strategies. This approach enables learners to study efficiently while 
maintaining a clear view of their learning goals. 
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To reinforce understanding, AAAdemy also provides practice questions and exam-focused insights that reflect 
typical certification scenarios. These resources are intended to help learners evaluate their readiness and 
strengthen their confidence before taking an exam. 

All content is designed for flexible, self-paced learning, allowing individuals to study independently or alongside 
their existing professional or academic commitments. 

 
 
 

Knowledge Overview 
Getting Around the App​
 Candidates should understand the overall structure and navigation of the Salesforce user interface. This 
includes familiarity with application components such as navigation menus, record views, object structures, and 
the tools administrators use to manage the environment. A conceptual understanding of how users interact with 
the platform and how administrators access configuration settings is important in this area. 

Getting Your Organization Ready for Users​
 This area focuses on the preparation steps required before users begin working within a Salesforce 
environment. Candidates should understand how organizations structure their system, configure key settings, 
and establish basic system configurations that support business operations. This includes understanding how 
administrators prepare the environment to ensure consistent usage and proper system behavior. 

Setting Up and Managing Users​
 Administrators must understand how users are created, configured, and maintained within the system. This area 
focuses on user account management, assignment of profiles and roles, and ongoing user administration. 
Candidates should understand how administrators ensure that users have the appropriate access and 
capabilities needed to perform their roles within the organization. 

Security and Data Access​
 Security and data access management are central responsibilities for Salesforce administrators. Candidates 
should understand how the platform controls access to data through security models, permission settings, and 
record visibility structures. This area emphasizes the conceptual understanding of how administrators balance 
accessibility with organizational security requirements. 

Customization: Fields​
 Salesforce allows administrators to adapt the platform to meet specific business requirements. In this area, 
candidates should understand how fields are used to store and organize information and how administrators 
configure them to capture relevant business data. This includes understanding how field customization supports 
data structure, usability, and reporting capabilities. 

Managing Data​
 Effective data management ensures that information within Salesforce remains accurate, organized, and 
reliable. Candidates should understand the concepts involved in maintaining data quality, organizing records, and 
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handling large volumes of data within the system. This area focuses on how administrators maintain the integrity 
and usefulness of business information stored in the platform. 

Reports and Dashboards​
 This domain focuses on how administrators provide visibility into organizational data through reporting tools. 
Candidates should understand the conceptual role of reports and dashboards in analyzing business 
performance, monitoring activities, and supporting decision-making. Administrators are responsible for ensuring 
that users can access meaningful insights from the data stored in the system. 

Automation​
 Automation tools allow administrators to streamline repetitive processes and enforce business logic within 
Salesforce. Candidates should understand how automation supports operational efficiency by reducing manual 
tasks and ensuring that business rules are applied consistently across records and processes. 

Managing the Support Process​
 Salesforce is commonly used to manage customer support operations. In this area, candidates should 
understand how administrators configure the platform to support service workflows, case management, and 
customer issue resolution processes. This includes understanding how system configuration can help support 
teams manage and track service interactions effectively. 

 
 

Detailed Knowledge Explanation 

1. ADM-201 Getting Around the App 
The Salesforce interface serves as the strategic gateway to organizational productivity. As a Lead Curriculum 
Architect, I emphasize that an optimized user experience is not merely an aesthetic preference; it is a direct 
driver of high user adoption and data accuracy. By minimizing "time-to-record" through intuitive design, 
administrators ensure that the platform remains a frictionless environment for capturing critical business 
intelligence. 

1. Salesforce Interface 

The interface is the primary nexus for data interaction and process execution, necessitating a clear 
understanding of its structural evolution. 

1.1 Lightning Experience vs. Classic Interface 

Salesforce maintains two environments. Lightning Experience is the modern standard, offering a responsive, 
component-based design that functions seamlessly across devices. Its dynamic pages and drag-and-drop 
layouts represent the strategic choice for modern organizations. Conversely, the Classic Interface remains as a 
legacy environment for specific older workflows. Architects must prioritize the transition to Lightning to leverage 
its superior flexibility and user-centric innovations. 
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1.2 Page Components 

Data visibility is managed through two primary hubs: 

●​ Home Pages: These act as the daily command center, displaying personalized tasks, calendars, and 
performance widgets. 

●​ Record Pages: These provide a 360-degree view of specific entities (e.g., Accounts or Opportunities), 
organizing data into fields and related lists to facilitate deep-dive analysis. 

2. Basic Navigation 

Efficient platform traversal is achieved through three core mechanisms: 

●​ App Launcher: A centralized hub for switching between functional applications like Sales or Service. 
●​ Navigation Bar: A customizable horizontal menu providing immediate access to primary objects. 
●​ Global Search: A high-performance search engine at the top of the interface that queries all objects 

simultaneously, allowing users to find specific records instantly. 

3. Customizing Navigation 

The ability to tailor the user experience is a fundamental administrative lever for increasing operational focus. 

3.1 Tailoring Navigation Layouts by Role 

Using the App Manager, administrators can align navigation bars with specific business functions. By ensuring a 
Sales Rep sees Leads while a Support Agent sees Cases, administrators eliminate cognitive load and focus the 
user’s attention on role-specific tasks. 

4. Utility Bar (Quick Access Toolbar) 

The Utility Bar provides a persistent footer for high-frequency tools. 

4.1 Overview and Configuration 

Configured in the App Manager, the Utility Bar allows for efficient multitasking. Tools such as Notes, Recent 
Items, and Omni-Channel open in pop-up windows, enabling users to perform secondary actions—like taking 
meeting notes—without losing their place on a primary record. 

5. Favorites 

The Favorites feature serves as an essential bookmarking system. 

5.1 Strategic Use of Bookmarks 

By using the star icon, users can bookmark high-priority records, reports, or setup pages. This reduces search 
fatigue and ensures that the most critical resources are always one click away. 

6. Recent Items 
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The system’s ability to track user history is vital for workflow continuity. 

6.1 Workflow Resumption 

Recent Items, accessible via the Home Page or Global Search suggestions, allow users to jump back into 
ongoing tasks instantly, significantly smoothing the transition between various work streams. 

7. Keyboard Shortcuts 

Memorizing core shortcuts is a simple yet powerful method for boosting administrative and user productivity. 

7.1 Efficiency Gains 

By using Ctrl + / (Windows) or Cmd + / (Mac), users can access the shortcut menu. Architects advocate for 
mastering commands like / to activate Global Search or Ctrl + S to save records, which reduces mouse 
reliance and speeds up daily operations. 

Once the interface is optimized for navigation, the focus must shift toward the foundational organizational settings 
that support a global deployment. 

8. Getting Around the App Practice Question 

​
Q1: What are the two main user interfaces available in Salesforce?​
 A) Lightning Experience and Salesforce Mobile​
 B) Classic Interface and Salesforce Mobile​
 C) Lightning Experience and Classic Interface​
 D) App Launcher and Navigation Bar 

Q2: Which of the following is a key advantage of Lightning Experience over Classic Interface?​
 A) Lightning Experience allows drag-and-drop customization​
 B) Classic Interface provides more flexibility in navigation​
 C) Lightning Experience has fewer features than Classic​
 D) Classic Interface supports dynamic page layouts 

Q3: What is the primary purpose of the Salesforce App Launcher?​
 A) To manage security settings for an organization​
 B) To switch between different Salesforce apps and navigate to frequently used tools​
 C) To generate reports and dashboards​
 D) To access the Global Search feature 

Q4: In Salesforce Lightning Experience, where can users find recently accessed records?​
 A) App Launcher​
 B) Recent Items list​
 C) Utility Bar​
 D) Navigation Bar 
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Q5: How can a user customize their Salesforce navigation experience in Lightning Experience?​
 A) By editing the navigation bar to add, remove, or reorder items​
 B) By switching to Classic Interface​
 C) By using the App Manager to create new objects​
 D) By enabling Global Search 

Q6: What is the purpose of the Global Search feature in Salesforce?​
 A) To search for reports and dashboards only​
 B) To filter records based on date and time​
 C) To search across multiple objects, including Accounts, Contacts, Opportunities, and Cases​
 D) To switch between different Salesforce apps 

Q7: What is a key function of the Utility Bar in Salesforce?​
 A) To provide quick access to frequently used tools like Notes and Omni-Channel​
 B) To replace the Navigation Bar for app switching​
 C) To store backup data for Salesforce records​
 D) To create and manage user profiles 

Q8: Which of the following best describes how to add a favorite in Salesforce Lightning Experience?​
 A) Click the "Favorites" tab and manually enter a record name​
 B) Click the star (⭐) icon on any page to add it to the Favorites menu​
 C) Use the App Manager to configure Favorites settings​
 D) Navigate to Recent Items and drag records into the Favorites list 

Q9: Which keyboard shortcut allows users to activate Global Search in Salesforce Lightning?​
 A) G + A​
 B) / (Slash)​
 C) Ctrl + F​
 D) Shift + S 

Q10: How can an administrator tailor navigation layouts for different user roles?​
 A) By using the App Manager to configure custom navigation bars for each role​
 B) By manually assigning records to each user​
 C) By enabling Global Search filters​
 D) By customizing each user's interface settings manually 

 

2. ADM-201 Getting Your Organization Ready for Users 
Organizational settings represent the bedrock of global data integrity and financial accuracy. For an architect, 
configuring time zones, locales, and fiscal years correctly is a non-negotiable step in ensuring that data remains 
consistent across international teams and that reporting aligns with corporate financial cycles. 

1. Company Information 
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The Company Information page defines the identity and baseline behaviors of the Salesforce instance. 

1.1 Key Components of Company Information 

Settings such as the Default Locale are strategically vital as they dictate the format of dates, times, and numbers 
across the organization. Aligning these with the corporate headquarters' standards ensures uniformity in global 
team collaboration. 

1.2 Multi-Currency Support 

For global operations, enabling multi-currency allows users to record amounts in local formats while maintaining 
a base currency for corporate roll-ups. Architect’s Warning: Enabling multi-currency is an irreversible action. 
Once activated, it cannot be disabled, requiring careful consideration before implementation. 

2. Business Hours and Holidays 

Scheduling settings are critical for accurate system logic and customer service expectations. 

2.1 Impact on Workflows and SLAs 

By defining business hours (e.g., Mon–Fri, 9–5) and integrating holidays, administrators ensure that Case 
Escalation Rules and Service Level Agreements (SLAs) respect non-working periods. This prevents cases from 
escalating over weekends or public holidays when staff are unavailable. 

3. Login Access Settings 

Security boundaries are established at the organizational level to protect intellectual property. 

3.1 IP Address Range and Session Timeout 

●​ IP Address Ranges: Restricting access to corporate VPNs or office networks adds a perimeter of 
security. 

●​ Session Timeouts: Implementing timeouts (e.g., 30 minutes of inactivity) mitigates the risk of 
unauthorized access from unattended terminals. 

4. Fiscal Year Settings 

Salesforce supports two models for financial period tracking: 

4.1 Standard vs. Custom Fiscal Years 

●​ Standard: Follows the Gregorian calendar (12 months, 4 quarters). 
●​ Custom: Required for organizations with non-standard financial cycles. Architect’s Warning: Enabling 

Custom Fiscal Years is irreversible and has significant impacts on sales forecasts and reporting history. 

5. Data Storage & File Storage 

Administrators are responsible for managing the organization's storage health. 
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5.1 Monitoring and Optimization 

Salesforce allocates a 10GB base limit for data storage. From an architectural standpoint, monitoring 
consumption is vital as individual records consume specific amounts of space: 

●​ Contact/Case Records: ≈ 2KB per record. 
●​ Opportunity Records: ≈ 3KB per record. Optimization strategies include archiving historical data and 

moving large attachments to external storage to avoid overage costs. 

6. Compliance Settings 

Regulatory adherence is managed through built-in auditing and data privacy tools. 

6.1 Audit Trail and GDPR 

The Setup Audit Trail tracks administrative changes for the last six months, providing a transparent history for 
compliance reviews. Furthermore, Salesforce supports "Forget Me" requests, enabling the permanent deletion 
of customer personal data to satisfy GDPR requirements. 

With the organizational foundation established, we can proceed to the management of individual user identities 
and their respective access levels. 

7. Getting Your Organization Ready for Users Practice Question 

​
Q1: Where can an administrator configure the Company Name, Time Zone, Default Language, and 
Multi-Currency settings in Salesforce?​
 A) Users → User Settings​
 B) Setup → Company Information​
 C) Setup → Business Hours​
 D) Setup → Security Settings 

Q2: What happens when Multi-Currency is enabled in Salesforce?​
 A) All users are forced to use a single default currency​
 B) Users can select different currencies, but all reports will still use the base currency​
 C) Opportunities, Quotes, and other financial records can be tracked in multiple currencies​
 D) Multi-Currency can be disabled later if needed 

Q3: Why is it important to configure Business Hours in Salesforce?​
 A) It defines when users are allowed to log in​
 B) It affects Case Escalations, SLAs, and Approval Process timelines​
 C) It determines when reports are generated​
 D) It automatically updates time zones for users 

Q4: What is the main purpose of configuring Holidays in Salesforce?​
 A) To prevent users from logging in on non-working days​
 B) To allow users to request time off​
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 C) To ensure case escalation rules and SLA timers respect non-working days​
 D) To define pay periods for employees 

Q5: An administrator needs to restrict user logins to specific IP ranges for security reasons. Where can this 
setting be configured?​
 A) Setup → Profiles​
 B) Setup → Company Information​
 C) Setup → Session Settings​
 D) Setup → IP Restrictions 

Q6: What is the purpose of the Session Timeout setting in Salesforce?​
 A) It determines when a user’s password expires​
 B) It logs out inactive users after a defined period to enhance security​
 C) It restricts users from logging in outside of business hours​
 D) It limits the number of concurrent user sessions 

Q7: An administrator wants to set up different fiscal years for an organization instead of using the standard 
calendar year. What should they do?​
 A) Edit the Fiscal Year settings in Setup​
 B) Manually change the fiscal year in all reports​
 C) Use a formula field to calculate a custom fiscal year​
 D) Fiscal Year settings cannot be changed in Salesforce 

Q8: What happens if an administrator enables Custom Fiscal Years in Salesforce?​
 A) The organization must manually update fiscal periods every year​
 B) Custom Fiscal Years can be easily reverted to Standard Fiscal Years​
 C) Reports and dashboards automatically adjust to the new fiscal periods​
 D) Custom Fiscal Years cannot be disabled once enabled 

Q9: A company wants to control which Salesforce objects and features users can access. What should the 
administrator configure?​
 A) User Licenses​
 B) Roles​
 C) Profiles​
 D) Business Hours 

Q10: Which of the following CANNOT be modified after a user is created in Salesforce?​
 A) Username​
 B) Profile​
 C) Role​
 D) License Type 

 

3. ADM-201 Setting Up and Managing Users 
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User management is a critical balancing act between providing the tools required for operational success and 
maintaining a "least privilege" security posture. Every user identity created must be carefully aligned with the 
specific requirements of their job function. 

1. User Setup 

The creation of a user identity involves several mandatory fields and unique identifiers. 

1.1 Key Steps to Create Users 

Usernames must be unique across all Salesforce instances globally. A strategic imperative for administrators is 
the correct assignment of licenses: 

●​ Salesforce License: Provides full access to CRM functionality (Leads, Opportunities). 
●​ Salesforce Platform License: An architect’s choice for cost-optimization; it allows access to custom 

apps but excludes standard CRM objects. 

2. User Maintenance 

Administrators must manage the entire user lifecycle, particularly during departures or leaves. 

2.1 Password Resets, Freezing, and Deactivation 

●​ Password Resets: Facilitates access recovery for locked-out users. 
●​ Freezing: A temporary measure that stops a user from logging in without freeing up a license—ideal for 

users on extended leave. 
●​ Deactivating: The standard for permanent departures. Deactivation recovers the license for 

reassignment while ensuring the user can no longer access the system. 

3. Permission Management 

Access control is hierarchical and should be managed with scalability in mind. 

3.1 Profiles vs. Permission Sets 

Profiles define the "minimum" baseline access for a role. Permission Sets are the preferred tool for granting 
specialized, granular permissions (e.g., "Edit Cases") to specific individuals, thereby preventing "profile bloat" and 
maintaining a clean security architecture. 

4. Role Hierarchy 

The Role Hierarchy is the primary mechanism for controlling vertical data visibility. 

4.1 Hierarchy-Based Data Access 

Unlike profiles which control permissions (what you can do), roles control record visibility (what you can see). 
This structure allows managers to automatically view records owned by subordinates, while maintaining privacy 
between peers. 
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5. Delegated Administration 

Decentralizing minor tasks is a key strategy for reducing administrative bottlenecks. 

5.1 Benefits of Delegation 

Delegated admin groups allow non-admins (like IT Support) to manage specific users and reset passwords. This 
offloads routine maintenance without compromising system-wide security settings. 

6. Login History and MFA 

Security is reinforced through robust authentication monitoring. 

6.1 Multi-Factor Authentication (MFA) 

MFA adds a vital second layer of identity verification. Administrators monitor the Login History to identify failed 
attempts or unusual IP address patterns, which serve as early warning signs of brute-force attacks. 

With user identities managed, the focus shifts to the granular security model that governs data visibility at the 
object, field, and record levels. 

7. Setting Up and Managing Users Practice Question 

​
Q1: When creating a new user in Salesforce, which of the following statements is true about the Username field?​
 A) It must be unique across the organization​
 B) It must be unique across all Salesforce organizations​
 C) It can be shared by multiple users within the same organization​
 D) It does not need to be in an email format 

Q2: What is the purpose of assigning a Role to a user in Salesforce?​
 A) To define what objects and fields a user can access​
 B) To determine what system permissions the user has​
 C) To control data visibility within the organization​
 D) To assign Salesforce licenses to users 

Q3: Which of the following user settings cannot be changed after a user is created?​
 A) Username​
 B) Profile​
 C) Role​
 D) License Type 

Q4: An administrator needs to temporarily disable a user’s login without reassigning their records. What is the 
best way to achieve this?​
 A) Delete the user​
 B) Deactivate the user​
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 C) Freeze the user​
 D) Change the user’s role 

Q5: What happens when an administrator deactivates a user in Salesforce?​
 A) The user loses access immediately, and their records are reassigned automatically​
 B) The user is removed from the system, and their records are permanently deleted​
 C) The user loses access, but their records remain assigned to them until reassigned​
 D) The user can still log in, but only in read-only mode 

Q6: What is the difference between a Profile and a Permission Set in Salesforce?​
 A) A Profile defines access for a group of users, while a Permission Set provides additional access to individual 
users​
 B) A Profile is temporary, while a Permission Set is permanent​
 C) A Profile allows object-level access, while a Permission Set only controls field-level access​
 D) A Permission Set replaces Profiles in Salesforce 

Q7: An administrator needs to give a Sales Representative temporary access to edit Cases, even though their 
profile does not allow it. What is the best way to achieve this?​
 A) Assign the Sales Representative a new Profile​
 B) Modify the Role Hierarchy​
 C) Grant a Permission Set with Case edit permissions​
 D) Change the user’s License Type 

Q8: How does the Role Hierarchy affect data visibility in Salesforce?​
 A) It grants system permissions to users in higher roles​
 B) It allows users higher in the hierarchy to view records owned by users below them​
 C) It restricts users to only view their own records​
 D) It replaces Sharing Rules for data access 

Q9: Where can an administrator track user login activity and identify failed login attempts?​
 A) Setup → User Management​
 B) Setup → Login History​
 C) Setup → Security Settings​
 D) Setup → System Logs 

Q10: A Salesforce administrator needs to enforce Multi-Factor Authentication (MFA) for all users. Where should 
this be configured?​
 A) Setup → Security Settings​
 B) Setup → Session Settings​
 C) Setup → Multi-Factor Authentication Settings​
 D) Setup → Profiles 

 

4. ADM-201 Security and Data Access 
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Salesforce utilizes a "Layers of Security" model designed to enforce a "least privilege" environment. This ensures 
that users interact only with the data necessary for their specific role, protecting the broader organization from 
data leaks. 

1. Security Model 

Security is stratified into three essential levels. 

1.1 Object-Level and Field-Level Security 

●​ Object-Level: Controlled via profiles and permission sets to determine if a user can Create, Read, Edit, 
or Delete (CRUD) records. 

●​ Field-Level: Controls the visibility of specific fields (e.g., Salary or SSN). Fields can be made Read-Only, 
Visible, or Hidden entirely to protect sensitive data points. 

1.2 Record-Level Security 

This level governs access to individual records and is managed through four mechanisms: 

1.​ Org-Wide Defaults (OWD): The organization's baseline sharing level (e.g., Private, Public Read-Only). 
2.​ Role Hierarchy: Automatically shares subordinate data with managers. 
3.​ Sharing Rules: Criteria-based or owner-based automatic sharing. 
4.​ Manual Sharing: Individual, case-by-case sharing by a record owner. 

2. Login Access Control 

Architects harden the system by restricting the parameters of the authentication process. 

2.1 Login IP and Time Restrictions 

Restricting logins to office IP ranges and specific working hours (e.g., 9:00 AM to 5:00 PM) prevents 
unauthorized access outside of controlled environments and times. 

3. Muting Permission Sets 

For complex organizations, Permission Set Groups offer surgical precision. 

3.1 Restricting Specific Permissions 

Muting Permission Sets allow an administrator to include a group of permissions while specifically excluding 
one or two for a subset of users, ensuring access is perfectly tailored to requirements. 

4. Session Settings 

Session parameters are vital for mitigating the risk of hijacked credentials. 

4.1 Session Security and High Assurance 
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Settings such as "prevent concurrent logins" and session timeouts reduce exposure. High Assurance sessions 
can be mandated for sensitive operations, requiring an MFA challenge before access is granted. 

5. Shield Security 

Salesforce Shield is the advanced protection suite for regulated industries. 

5.1 Field Audit Trail and Platform Encryption 

Field Audit Trail extends history tracking for up to 10 years, while Platform Encryption protects data-at-rest. 
Strategic use of Event Monitoring and Transaction Security Policies allows architects to detect unusual 
behaviors, such as mass data exports or brute-force login attempts, in real-time. 

Beyond security, the structural data containers—the fields—must be customized to support the organization's 
unique business logic. 

6. Security and Data Access Practice Question 

​
Q1: In Salesforce, which security setting controls whether a user can create, read, edit, or delete records for a 
particular object?​
 A) Record-Level Security​
 B) Object-Level Security​
 C) Field-Level Security​
 D) Login Access Restrictions 

Q2: How can an administrator restrict users from viewing specific fields within an object?​
 A) Using Object Permissions​
 B) Using Record-Level Sharing Rules​
 C) Using Field-Level Security​
 D) Using Role Hierarchy 

Q3: Which record-level security setting determines the default visibility of records across an organization?​
 A) Sharing Rules​
 B) Role Hierarchy​
 C) Org-Wide Defaults (OWD)​
 D) Manual Sharing 

Q4: If a company wants Sales Managers to view all Opportunities owned by their Sales Reps, which security 
setting should be used?​
 A) Permission Sets​
 B) Sharing Rules​
 C) Role Hierarchy​
 D) Object-Level Security 

Q5: What is the purpose of Sharing Rules in Salesforce?​
 A) To allow administrators to manually assign permissions​
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 B) To override OWD settings and grant additional record access based on criteria​
 C) To prevent users from accessing certain records​
 D) To control object-level access 

Q6: A Salesforce admin needs to allow a specific user to access an Opportunity record that they do not own. 
What is the best way to achieve this?​
 A) Modify the user’s Profile​
 B) Create a new Sharing Rule​
 C) Use Manual Sharing​
 D) Assign a Permission Set 

Q7: What happens when a user is outside of an IP range defined in their Profile settings?​
 A) They cannot log in at all​
 B) They can log in, but with limited access​
 C) They can log in after answering security questions​
 D) They receive a verification code to confirm their identity 

Q8: What is the purpose of Login Time Restrictions in Salesforce?​
 A) To limit the number of login attempts​
 B) To restrict users from logging in outside specified hours​
 C) To enforce password expiration policies​
 D) To control session timeouts 

Q9: Which Salesforce security feature can prevent users from staying logged in indefinitely?​
 A) Multi-Factor Authentication (MFA)​
 B) Session Timeout Settings​
 C) Role Hierarchy​
 D) Permission Sets 

Q10: An administrator needs to monitor unusual login behavior, failed login attempts, and user activity logs. 
Where can they find this information?​
 A) Security Settings​
 B) Event Monitoring​
 C) Profile Settings​
 D) Sharing Rules 

 

5. ADM-201 Customization: Fields 
Fields are the fundamental units of data storage. Choosing the correct field type is a strategic imperative for 
ensuring data integrity, providing location-based insights, and enabling accurate executive reporting. 

1. Field Types 

Administrators must choose between standard fields and custom fields based on functional requirements. 
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1.1 Common Field Types and Formulas 

Architects utilize specialized fields to drive business logic: 

●​ Auto-Number Fields: Automatically generate unique identifiers, such as ORD-{0000} for tracking 
orders. 

●​ Geolocation Fields: Store latitude and longitude coordinates for territory optimization and distance 
calculations. 

●​ Lookup vs. Master-Detail: Lookups link objects loosely, while Master-Detail creates a tight parent-child 
relationship where the child record’s security and existence depend on the parent. 

●​ Formulas: Read-only fields that perform real-time math (e.g., Expected_Revenue__c = Amount * 
Probability). 

2. Validation Rules 

Validation rules act as the system's gatekeepers, preventing "bad data" from entering the database. 

2.1 Error Conditions and User Guidance 

By evaluating logical expressions (e.g., Discount_Rate__c > 0.30), validation rules block saves and present 
users with corrective guidance, ensuring that data meets organizational quality standards. 

3. Dependent Fields 

Field dependencies streamline the user experience by creating dynamic data entry paths. 

3.1 Improving Data Entry Accuracy 

By using a Controlling Field (e.g., Country) to filter a Dependent Field (e.g., City), administrators simplify input 
and prevent illogical data combinations. 

4. Roll-Up Summary Fields 

These fields aggregate data from child records to provide high-level insights on parent records. 

4.1 Use Cases for Data Aggregation 

Available exclusively in Master-Detail relationships, Roll-Up Summaries calculate the SUM, MIN, MAX, or 
COUNT of child records. A typical architectural use case is calculating the "Total Opportunity Revenue" directly 
on an Account record. 

5. Global Picklists 

Standardization across the organization is achieved through shared value sets. 

5.1 Ensuring Cross-Object Consistency 
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Global Picklists allow a single set of values (e.g., "Industry") to be used across Leads, Accounts, and 
Opportunities, ensuring reporting uniformity and reducing duplicate picklist maintenance. 

6. Field History Tracking 

Auditing changes is essential for transparent data governance. 

6.1 Auditing Critical Fields 

Administrators can enable history tracking for up to 20 fields per object. This provides a clear audit trail of who 
changed a value, when it was changed, and what the previous value was, which is vital for sales pipeline 
analysis. 

With fields configured to capture high-quality data, the administrator must then implement protocols to manage 
the flow and integrity of that data. 

7. Customization: Fields Practice Question 

​
Q1: What is the primary difference between Standard Fields and Custom Fields in Salesforce?​
 A) Standard Fields can be deleted, while Custom Fields cannot​
 B) Custom Fields are predefined by Salesforce, while Standard Fields are created by users​
 C) Standard Fields are predefined and cannot be deleted, while Custom Fields can be created, modified, and 
deleted​
 D) Standard Fields can be customized fully, while Custom Fields have restrictions 

Q2: Which of the following field types creates a relationship between two objects, allowing a record to be linked to 
another record?​
 A) Text Field​
 B) Lookup Relationship Field​
 C) Formula Field​
 D) Auto-Number Field 

Q3: What is a key characteristic of a Master-Detail Relationship in Salesforce?​
 A) The child record can exist without the parent record​
 B) The child record automatically inherits the security settings of the parent​
 C) The parent record cannot be deleted if child records exist​
 D) The child record is independent of the parent record 

Q4: Which of the following cannot be a dependent field in a field dependency setup?​
 A) Picklist​
 B) Checkbox​
 C) Multi-Select Picklist​
 D) Text Field 

Q5: What type of field is used to automatically calculate values based on other field data?​
 A) Roll-Up Summary Field​
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 B) Formula Field​
 C) Auto-Number Field​
 D) Lookup Field 

Q6: What is a Roll-Up Summary Field used for in Salesforce?​
 A) To create a unique ID for each record​
 B) To summarize data from child records in a Master-Detail Relationship​
 C) To generate a field based on user-defined criteria​
 D) To automatically update dependent picklist values 

Q7: A Salesforce administrator wants to ensure that users cannot enter a negative value in the "Discount" field. 
What is the best way to enforce this?​
 A) Create a validation rule that prevents negative values​
 B) Set the Discount field as required​
 C) Use a formula field to replace negative values with zero​
 D) Use a dependent field to restrict negative values 

Q8: What is the primary purpose of a Global Picklist in Salesforce?​
 A) To allow users to create new picklist values dynamically​
 B) To maintain consistent picklist values across multiple objects​
 C) To restrict users from selecting picklist values​
 D) To limit the number of picklist options in a field 

Q9: How does Field History Tracking help in Salesforce?​
 A) It enforces validation rules for data integrity​
 B) It allows administrators to audit changes to field values over time​
 C) It automatically corrects invalid data entries​
 D) It restricts access to certain fields 

Q10: What happens when an Auto-Number Field is added to an object?​
 A) Users must manually enter a value for the field​
 B) The field automatically generates a unique number for each record​
 C) The field only applies to records created by system administrators​
 D) The field cannot be included in reports 

 

6. ADM-201 Managing Data 
The administrative imperative is to maintain a "Single Source of Truth." This requires rigorous protocols for data 
import, regular cleansing, and reliable disaster recovery exports. 

1. Data Import 

The choice of import tool is dictated by the volume and complexity of the data. 

1.1 Data Import Wizard vs. Data Loader 
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●​ Data Import Wizard: A browser-based tool for up to 50,000 records. It is ideal for simple imports and 

includes built-in duplicate matching. 
●​ Data Loader: A powerful client application capable of handling up to 5 million records. It is the 

architect's choice for mass updates, deletions, and complex integrations. 

2. Data Cleansing 

Redundant data erodes trust in the system and must be proactively managed. 

2.1 Duplicate Rules and Merge Tools 

Duplicate Rules act proactively to alert or block the creation of redundant records. Merge Tools are used 
reactively to consolidate existing duplicates into a single master record while preserving all related historical data. 

3. Data Export 

Regular backups are a critical component of an organization's disaster recovery strategy. 

3.1 Manual and Scheduled Exports 

Administrators should schedule weekly exports to receive CSV files containing all organizational data. This 
ensures a snapshot is always available for offline storage and recovery. 

4. Upsert 

The "Upsert" operation is a powerful tool for maintaining synchronization with external systems. 

4.1 The Role of External IDs 

Upsert uses an External ID (a unique identifier from an outside system, such as an ERP) to determine if a record 
exists. If the ID is found, the record is updated; if not, a new record is created. This prevents the creation of 
duplicates during large-scale data synchronization. 

5. Data Archiving and Masking 

Advanced strategies are required to protect privacy and optimize storage. 

5.1 Storage Optimization and Sandbox Protection 

●​ Archiving: Historical data (e.g., cases from five years ago) should be moved to Big Objects or external 
storage to free up standard data limits. 

●​ Data Masking: This protects customer PII by replacing real data with realistic "fake" data in sandbox 
environments, ensuring that developers and testers do not have access to sensitive information. 

Managed data serves as the foundation for customer service workflows, turning raw information into resolved 
issues. 
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6. Managing Data Practice Question 

​
Q1: Which Salesforce tool is best suited for importing small to medium volumes of data and provides a 
user-friendly interface with built-in duplicate handling?​
 A) Data Loader​
 B) Data Import Wizard​
 C) Data Export Service​
 D) Data Masking Tool 

Q2: Which of the following operations can be performed using Data Loader, but not with Data Import Wizard?​
 A) Import data into Standard Objects​
 B) Insert and update records​
 C) Export and delete records​
 D) Merge duplicate records during import 

Q3: Your organization needs to update existing Account records with new industry data. Which data operation 
should you use in Data Loader?​
 A) Insert​
 B) Update​
 C) Upsert​
 D) Delete 

Q4: When performing an Upsert operation in Salesforce, which field is used to determine whether to update an 
existing record or create a new one?​
 A) Record ID​
 B) External ID​
 C) Created Date​
 D) Last Modified Date 

Q5: A Salesforce administrator wants to prevent users from creating duplicate Leads based on Email Address. 
What is the best way to achieve this?​
 A) Use a Validation Rule​
 B) Create a Duplicate Rule and Matching Rule​
 C) Set up an Approval Process​
 D) Use Workflow Rules 

Q6: Which of the following statements about Merging Duplicate Records is true?​
 A) You can merge duplicate records for any object in Salesforce​
 B) Merging records automatically updates all related child records​
 C) You must manually select which field values to keep during a merge​
 D) Merging records in Salesforce deletes all associated records 

Q7: What is the primary reason to schedule automatic data exports in Salesforce?​
 A) To regularly back up important Salesforce data​
 B) To prevent duplicate record creation​
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 C) To improve Salesforce system performance​
 D) To automatically delete old records 

Q8: An administrator needs to delete 10,000 outdated Leads from Salesforce. What is the best way to perform 
this task?​
 A) Use Data Import Wizard​
 B) Use the Mass Delete Records tool​
 C) Manually delete each Lead​
 D) Use a Validation Rule to block these records 

Q9: A company needs to synchronize customer data between Salesforce and an external ERP system. Which 
field type should be used to ensure proper data matching?​
 A) Auto-Number​
 B) Formula​
 C) External ID​
 D) Picklist 

Q10: Which of the following is a best practice for maintaining data integrity in Salesforce?​
 A) Allow all users to import data without restrictions​
 B) Regularly merge duplicate records and audit data​
 C) Delete all old records every quarter​
 D) Use only Data Loader for data imports 

 

7. ADM-201 Managing the Support Process 
Service Cloud tools transform customer issues into structured resolutions, directly impacting customer 
satisfaction. A Lead Architect ensures these tools are configured to reduce "clicks-to-resolution" and maintain 
high service standards. 

1. Case Management 

Cases are the fundamental units for tracking customer interactions and resolutions. 

1.1 Case Queues and Auto-Response Rules 

Queues ensure team accountability by providing a shared workspace for unclaimed cases. Auto-Response 
Rules provide immediate customer reassurance by sending automated confirmation emails upon case 
submission. 

2. Knowledge Base 

A centralized Knowledge Base empowers agents and customers through documented expertise. 

2.1 Article Lifecycle and Agent Empowerment 
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A well-maintained Knowledge Base allows agents to attach troubleshooting articles directly to cases, reducing 
resolution times and ensuring consistent, verified information is shared with customers. 

3. Service Console 

The Service Console is a specialized workspace designed for high-productivity support. 

3.1 Workspace Efficiency and Macros 

The console’s multi-tab layout keeps all relevant data in one view. Macros automate repetitive tasks—such as 
sending a standard closing email and updating the case status—with a single click, significantly increasing agent 
throughput. 

4. Case Assignment and Escalation Rules 

Automation ensures cases are handled with the appropriate urgency and expertise. 

4.1 Maintaining SLAs 

●​ Assignment Rules: Automatically route cases to specific teams based on criteria (e.g., Region or 
Product). 

●​ Escalation Rules: Ensure that high-priority cases that remain unresolved are automatically moved to 
senior management, helping the organization maintain its Service Level Agreements (SLAs). 

5. Omni-Channel Routing 

Omni-Channel is a real-time distribution system that optimizes work allocation. 

5.1 Skill-Based Routing and Load Balancing 

Omni-Channel pushes work to agents based on their specific expertise and current capacity, ensuring that agents 
are neither idle nor overwhelmed, while the customer is matched with the best possible resource. 

Once the support process is optimized, the focus must shift to quantifying that success through robust reporting 
and analytics. 

6. Managing the Support Process Practice Question 

​
Q1: What is the primary purpose of Case Queues in Salesforce?​
 A) To assign cases directly to a specific support agent​
 B) To allow multiple users to share responsibility for cases until they are claimed​
 C) To automatically escalate cases to a manager​
 D) To merge duplicate cases into one 

Q2: Which feature automatically sends an acknowledgment email to a customer after they submit a case via a 
web form?​
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 A) Case Assignment Rules​
 B) Auto-Response Rules​
 C) Email-to-Case​
 D) Escalation Rules 

Q3: A company wants to automatically assign cases to different support teams based on the case type. Which 
feature should they use?​
 A) Case Assignment Rules​
 B) Escalation Rules​
 C) Case Queues​
 D) Workflow Rules 

Q4: What is the main function of Escalation Rules in Case Management?​
 A) To merge duplicate cases​
 B) To route cases to the correct queue​
 C) To notify managers when a case is not resolved within a specified time​
 D) To automatically close cases when they are resolved 

Q5: What is the main advantage of using Salesforce Knowledge Base in customer support?​
 A) It allows agents to create new cases faster​
 B) It enables agents and customers to find self-service solutions quickly​
 C) It automatically assigns cases based on issue type​
 D) It prevents duplicate cases from being created 

Q6: A customer service agent wants to quickly find a relevant Knowledge Article while working on a case. Which 
Salesforce feature allows this?​
 A) Case Merge​
 B) Case Assignment Rules​
 C) Knowledge Search in Service Console​
 D) Email-to-Case 

Q7: Which feature in the Service Console helps agents perform repetitive actions with a single click?​
 A) Omni-Channel Routing​
 B) Macros​
 C) Case Queues​
 D) Case Feed 

Q8: What is the primary function of Omni-Channel Routing in Salesforce?​
 A) To allow agents to handle multiple cases at the same time​
 B) To automatically route incoming cases, chats, and tasks to available agents​
 C) To send automatic email responses for new cases​
 D) To allow agents to manually assign cases to themselves 

Q9: A support manager wants to ensure that urgent cases are resolved within 4 hours, while normal cases have 
a 24-hour response time. Which feature should they use?​
 A) Case Queues​
 B) Service Level Agreements (SLAs) with Entitlements​
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 C) Auto-Response Rules​
 D) Escalation Rules 

Q10: Which feature allows support agents to merge duplicate cases into a single record?​
 A) Case Assignment Rules​
 B) Case Escalation​
 C) Case Merge​
 D) Workflow Rules 

 

8. ADM-201 Reports and Dashboards 
Reports and dashboards are the "visual voice" of Salesforce data, transforming raw numbers into the insights 
required for data-driven leadership decisions. 

1. Reports 

Reports provide filtered, structured views of organizational data. 

1.1 Tabular, Summary, Matrix, and Joined Reports 

●​ Tabular: Simple lists of data. 
●​ Summary: Groups data by rows for trend analysis. 
●​ Matrix: Groups by rows and columns for multi-dimensional views. 
●​ Joined Reports: Provide a side-by-side comparison of different datasets (e.g., Opportunities and Cases) 

for the same Account. 

1.2 Custom Report Types 

Administrators build Custom Report Types to define complex object relationships that standard reports cannot 
access, ensuring that the business can report on data across its entire lifecycle. 

2. Dashboards 

Dashboards provide the graphical layer of high-level analytics. 

2.1 Components and Dynamic Dashboards 

Dashboards utilize charts, gauges for goal tracking, and metrics for "at-a-glance" insights. Dynamic Dashboards 
are strategically valuable as they allow a single dashboard to show personalized data to each user based on their 
specific permissions. 

3. Advanced Reporting Features 

Advanced tools enable categorized and calculated insights without database changes. 
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3.1 Bucket Fields and Row-Level Formulas 

Bucket Fields allow for ad-hoc categorization (e.g., grouping deal sizes), while Row-Level Formulas enable 
dynamic math within a report (e.g., calculating expected revenue) without the need for new custom field creation. 

4. Report Subscriptions and Dashboard Filters 

Analytics are made interactive and automated to keep stakeholders informed. 

4.1 Automated Delivery and Interactive Insights 

Subscriptions ensure stakeholders receive data in their inbox on a schedule, while Dashboard Filters allow 
directors to pivot a global dashboard by region or sales representative instantly. 

The final layer of a mature Salesforce organization is the automation of business logic to ensure consistency and 
scalability. 

5. Reports and Dashboards Practice Question 

​
Q1: Which report type displays data in a simple list format without groupings or calculations?​
 A) Summary Report​
 B) Tabular Report​
 C) Matrix Report​
 D) Joined Report 

Q2: A sales manager wants to see the total sales by each sales rep. Which report type should they use?​
 A) Tabular Report​
 B) Summary Report​
 C) Matrix Report​
 D) Joined Report 

Q3: Which report type is best for comparing data across two dimensions, such as sales per region and quarter?​
 A) Summary Report​
 B) Matrix Report​
 C) Tabular Report​
 D) Joined Report 

Q4: Which report type allows combining multiple related reports into a single view?​
 A) Tabular Report​
 B) Summary Report​
 C) Joined Report​
 D) Matrix Report 

Q5: What is the primary purpose of a Dynamic Dashboard?​
 A) To allow different users to see different data based on their access level​
 B) To refresh data in real time​
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 C) To create multiple dashboards in a single view​
 D) To compare multiple reports side by side 

Q6: A sales director wants to monitor key performance metrics and needs a real-time visual representation. 
Which Salesforce tool should they use?​
 A) Reports​
 B) Dashboards​
 C) Data Loader​
 D) Exported Excel Reports 

Q7: A dashboard component that tracks progress towards a goal and is displayed as a speedometer-style 
graphic is called:​
 A) Chart​
 B) Table​
 C) Gauge​
 D) Metric 

Q8: A sales manager wants to receive a weekly email with an updated Sales Performance Report. What feature 
should they use?​
 A) Report Filters​
 B) Report Subscription​
 C) Dashboard Sharing​
 D) Joined Reports 

Q9: Which Salesforce feature allows users to classify data into custom categories without modifying field values?​
 A) Summary Fields​
 B) Bucket Fields​
 C) Matrix Reports​
 D) Joined Reports 

Q10: What is the benefit of using Dashboard Filters?​
 A) To display different charts on the same dashboard​
 B) To allow users to change dashboard data dynamically without modifying the underlying reports​
 C) To export dashboard data for offline use​
 D) To create multiple dashboards for different teams 

 

9. ADM-201 Automation 
The evolution of Salesforce automation from simple rules to complex flow logic is a "Strategic Imperative." The 
goal of any modern administrator should be to eliminate manual effort and enforce process consistency through 
powerful automation tools. 

1. Workflow Rules 
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The simplest form of automation, Workflow Rules trigger four standard actions: Field Updates, Email Alerts, 
Tasks, and Outbound Messages. While reliable for basic logic, they are increasingly being superseded by more 
robust tools. 

2. Process Builder 

A visual tool for branching "if-then" logic. Process Builder allows for multiple criteria in one process and the ability 
to update related records, offering more flexibility than standard Workflow Rules. 

3. Approval Processes 

These provide a structured path for authorizing records. By locking records and using dynamic approver selection 
(where the approver is chosen based on record values), administrators ensure that high-value deals or discounts 
follow a strict management review path. 

4. Flow (The Most Powerful Salesforce Automation Tool) 

Flow is the current standard for all new business logic, replacing both Workflow Rules and Process Builder for 
better scalability. Architects categorize Flows into four types: 

●​ Screen Flows: Guide users through UI-based processes. 
●​ Record-Triggered Flows: Execute automatically in the background on record changes. 
●​ Scheduled Flows: Handle recurring maintenance tasks, such as cleaning up inactive leads every 24 

hours. 
●​ Autolaunched Flows: Run without user interaction, often triggered by other processes or code. 

5. Einstein Next Best Action (NBA) 

NBA is an AI-driven layer that provides real-time, data-backed recommendations—such as suggesting a specific 
discount or service upgrade—directly to the user based on live customer data. 

6. Automated Scheduled Jobs 

Administrators utilize Scheduled Flows to automate repetitive data maintenance tasks. This ensures that the 
system remains clean and that follow-up tasks are never missed, all without manual intervention. 

A successful Salesforce Administrator must master the synergy between all these modules. From the 
foundational security and organizational settings to the sophisticated layers of automation and analytics, these 
tools work in concert to build a scalable, secure, and highly efficient business environment. 

7. Automation Practice Question 

Q1: What are the two main components of a Workflow Rule in Salesforce?​
 A) Triggers and Actions​
 B) Criteria and Actions​
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 C) Objects and Fields​
 D) Approval Steps and Final Actions 

Q2: Which automation tool should an administrator use to update a field on a related object when a record is 
created or updated?​
 A) Workflow Rule​
 B) Process Builder​
 C) Approval Process​
 D) Data Loader 

Q3: An administrator needs to send an email alert to a manager when an Opportunity is created with an amount 
greater than $100,000. Which automation tool should they use?​
 A) Process Builder​
 B) Workflow Rule​
 C) Approval Process​
 D) Scheduled Flow 

Q4: What is a key advantage of using Flow over Process Builder?​
 A) Flow can only be triggered by user actions​
 B) Flow supports loops, user interactions, and complex automation​
 C) Flow is limited to field updates on the same object​
 D) Flow is only used for approval processes 

Q5: An administrator wants to automatically approve or reject an Opportunity discount request based on 
predefined rules. Which Salesforce automation tool should they use?​
 A) Workflow Rule​
 B) Approval Process​
 C) Process Builder​
 D) Scheduled Flow 

Q6: What is the purpose of an Outbound Message in Workflow Rules?​
 A) To send an email alert to a Salesforce user​
 B) To trigger an approval process​
 C) To send data from Salesforce to an external system via API​
 D) To create a record in another object 

Q7: Which Salesforce automation tool replaces Workflow Rules and Process Builder as the preferred method for 
building automation?​
 A) Approval Process​
 B) Flow​
 C) Data Loader​
 D) Joined Reports 

Q8: An administrator wants to create an automation that will send a reminder email 7 days after a contract is 
signed. Which automation tool should they use?​
 A) Process Builder​
 B) Scheduled Flow​



 
 
 
 
 
 

            
 

AAAdemy | https://www.aaademy.com 
 C) Workflow Rule​
 D) Validation Rule 

Q9: How can an administrator dynamically determine an Approver in an Approval Process?​
 A) Use a Workflow Rule​
 B) Use a Lookup Field in the record​
 C) Use a field with "Next Approver Determined by Field"​
 D) Assign all records to the same approver manually 

Q10: Which of the following cannot be automated using Salesforce Workflow Rules?​
 A) Sending an email alert​
 B) Updating a field on the same object​
 C) Deleting a record​
 D) Creating a task 

 
 
 

Learning Path & Study Advice 
A recommended learning path begins with understanding the structure of the Salesforce platform and how users 
navigate the system. Gaining familiarity with the administrative interface, objects, and records provides a 
foundation for understanding how the system is configured. 

After building this foundation, learners should focus on administrative responsibilities such as preparing the 
organization for users, managing user accounts, and understanding security models. These concepts are 
essential because they determine how users interact with the system and how data is protected. 

The next stage involves understanding how administrators manage data structures, customize fields, and 
maintain data quality. Developing a clear conceptual understanding of how information flows through the system 
is important for supporting reporting and business processes. 

Finally, candidates should study how reporting, dashboards, automation, and support process configuration 
contribute to operational efficiency. Emphasis should be placed on understanding how these features help 
organizations monitor performance, streamline workflows, and improve service management. 

 
 
 

Who This PDF Is For 
This document is intended for individuals who are beginning their path toward Salesforce administration or who 
want to understand the core responsibilities associated with managing a Salesforce environment. It is particularly 
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suitable for aspiring Salesforce administrators, IT support professionals, business operations specialists, and 
professionals involved in CRM system management. 

Readers who benefit most from this material typically have a basic familiarity with business software systems and 
an interest in learning how cloud-based platforms support organizational processes. The document provides a 
structured overview that helps learners understand the foundational knowledge areas associated with Salesforce 
administration. 

 
 
 

Call To Action 
This document provides an overview of structured learning and certification preparation approaches. For learners 
seeking clear knowledge organization, guided study planning, and exam-focused practice resources, AAAdemy 
offers a comprehensive platform to support independent and effective learning. 

Explore additional training materials, study guidance, and practice resources at: 

https://www.aaademy.com/Salesforce-Certified-Administrator/ADM-201.html 

Online Flashcards (Quizlet)： 
 
https://quizlet.com/user/AAAdemy/folders/adm-201-administration-essentials-for-new-admins-flashcards?i=6zfa5t
&x=1xqt 
 
 
 
Attachment: Answers by Knowledge Point 

Getting Around the App Practice Question​
 A1: Answer: C) Lightning Experience and Classic Interface​
 Explanation: Salesforce provides two primary interfaces: Lightning Experience, which is the modern UI, and 
Classic Interface, which is the older version still used by some organizations. 

A2: Answer: A) Lightning Experience allows drag-and-drop customization​
 Explanation: One of the major advantages of Lightning Experience is its drag-and-drop page customization, 
which allows users to create flexible and dynamic layouts without needing code. 

A3: Answer: B) To switch between different Salesforce apps and navigate to frequently used tools​
 Explanation: The App Launcher acts as a hub where users can switch between different Salesforce apps, such 
as Sales, Service, and Marketing, and access frequently used objects and tools. 

A4: Answer: B) Recent Items list​
 Explanation: The Recent Items list in Salesforce helps users quickly find recently accessed records, such as 
Accounts, Contacts, or Opportunities. 
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A5: Answer: A) By editing the navigation bar to add, remove, or reorder items​
 Explanation: In Lightning Experience, users can customize their Navigation Bar by clicking the pencil icon, 
allowing them to add, remove, and rearrange tabs for quick access. 

A6: Answer: C) To search across multiple objects, including Accounts, Contacts, Opportunities, and Cases​
 Explanation: Global Search is a powerful tool that allows users to search across all objects (including standard 
and custom objects) using keywords and advanced filters. 

A7: Answer: A) To provide quick access to frequently used tools like Notes and Omni-Channel​
 Explanation: The Utility Bar is located at the bottom of the Salesforce interface and provides quick access to 
frequently used tools, such as Notes, Omni-Channel, and Recent Items. 

A8: Answer: B) Click the star (⭐) icon on any page to add it to the Favorites menu​
 Explanation: Users can bookmark frequently accessed pages in Salesforce Lightning Experience by clicking the 
star icon (⭐), which adds the page to their Favorites menu for easy navigation. 

A9: Answer: B) / (Slash)​
 Explanation: Pressing the "/" (slash) key in Lightning Experience immediately activates the Global Search bar, 
allowing users to start searching without using the mouse. 

A10: Answer: A) By using the App Manager to configure custom navigation bars for each role​
 Explanation: Administrators can customize navigation for different user roles by using the App Manager to create 
and assign different navigation bar layouts for various user profiles or permission sets. 

Getting Your Organization Ready for Users Practice Question​
 A1: Answer: B) Setup → Company Information​
 Explanation: The Company Information page in Setup allows administrators to configure Company Name, Time 
Zone, Default Language, and Multi-Currency settings. 

A2: Answer: C) Opportunities, Quotes, and other financial records can be tracked in multiple currencies​
 Explanation: When Multi-Currency is enabled, users can manage financial data in multiple currencies, while the 
base currency remains available for reporting. Once enabled, it cannot be disabled. 

A3: Answer: B) It affects Case Escalations, SLAs, and Approval Process timelines​
 Explanation: Business Hours are used to define working schedules and impact Case Escalations, Service Level 
Agreements (SLAs), and Approval Process deadlines by determining when business operations are active. 

A4: Answer: C) To ensure case escalation rules and SLA timers respect non-working days​
 Explanation: Holidays are configured to mark non-working days, so that case escalations and workflow rules 
properly account for these days when determining deadlines. 

A5: Answer: A) Setup → Profiles​
 Explanation: To restrict logins by IP address, an administrator must navigate to Setup → Profiles and define an 
allowed IP range for specific profiles (e.g., Sales, Support, System Administrator). 

A6: Answer: B) It logs out inactive users after a defined period to enhance security​
 Explanation: The Session Timeout setting ensures that inactive users are automatically logged out after a 
specified period (e.g., 30 minutes) to prevent unauthorized access. 
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A7: Answer: A) Edit the Fiscal Year settings in Setup​
 Explanation: Salesforce allows organizations to configure either Standard Fiscal Years (based on the calendar 
year) or Custom Fiscal Years (with different start and end dates) in Setup → Fiscal Year. 

A8: Answer: D) Custom Fiscal Years cannot be disabled once enabled​
 Explanation: Once Custom Fiscal Years are enabled, they cannot be reverted to Standard Fiscal Years. This 
change affects how financial reports, quotas, and forecasting periods are handled. 

A9: Answer: C) Profiles​
 Explanation: Profiles determine what objects, fields, and permissions a user has in Salesforce. They control 
CRUD (Create, Read, Update, Delete) access for standard and custom objects. 

A10: Answer: D) License Type​
 Explanation: Once a user license is assigned to a user, it cannot be changed. However, their username, role, 
and profile can be modified later if necessary. 

Setting Up and Managing Users Practice Question​
 A1: Answer: B) It must be unique across all Salesforce organizations​
 Explanation: The Username must be globally unique across all Salesforce orgs. It follows an email format but 
doesn’t have to be an actual working email. 

A2: Answer: C) To control data visibility within the organization​
 Explanation: Roles control data visibility through the Role Hierarchy but do not define permissions (which are 
managed by Profiles and Permission Sets). 

A3: Answer: D) License Type​
 Explanation: Once a user license is assigned, it cannot be changed. If the license needs to be modified, the user 
must be deactivated and a new user created. 

A4: Answer: C) Freeze the user​
 Explanation: Freezing a user prevents them from logging in without deactivating their account or reassigning 
records. This is useful for temporary access restrictions. 

A5: Answer: C) The user loses access, but their records remain assigned to them until reassigned​
 Explanation: Deactivating a user immediately removes their access but does not delete or reassign their records 
automatically. An admin must manually reassign records if needed. 

A6: Answer: A) A Profile defines access for a group of users, while a Permission Set provides additional access 
to individual users​
 Explanation: Profiles set baseline permissions for a group of users, while Permission Sets allow admins to grant 
additional permissions to specific users without changing their profile. 

A7: Answer: C) Grant a Permission Set with Case edit permissions​
 Explanation: Instead of changing the user's Profile, an admin can assign a Permission Set that grants temporary 
or additional permissions for specific objects like Cases. 
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A8: Answer: B) It allows users higher in the hierarchy to view records owned by users below them​
 Explanation: The Role Hierarchy allows data visibility to users at higher levels, ensuring managers can see 
records owned by their team members. 

A9: Answer: B) Setup → Login History​
 Explanation: The Login History page in Setup provides user login activity, including successful logins, failed 
attempts, and IP addresses. 

A10: Answer: C) Setup → Multi-Factor Authentication Settings​
 Explanation: MFA can be enforced by navigating to Setup → Multi-Factor Authentication Settings, where admins 
can configure authentication methods like Salesforce Authenticator or SMS verification. 

Security and Data Access Practice Question​
 A1: Answer: B) Object-Level Security​
 Explanation: Object-Level Security determines whether a user can Create, Read, Update, or Delete (CRUD) 
records for a given object. It is managed through Profiles and Permission Sets. 

A2: Answer: C) Using Field-Level Security​
 Explanation: Field-Level Security allows administrators to hide or make fields read-only for specific users, even if 
they have access to the object. 

A3: Answer: C) Org-Wide Defaults (OWD)​
 Explanation: Org-Wide Defaults (OWD) define the baseline level of record access for all users within the 
organization, such as Private, Public Read-Only, or Public Read/Write. 

A4: Answer: C) Role Hierarchy​
 Explanation: Role Hierarchy allows users higher in the hierarchy (e.g., Sales Managers) to automatically gain 
record visibility for records owned by users lower in the hierarchy (e.g., Sales Reps). 

A5: Answer: B) To override OWD settings and grant additional record access based on criteria​
 Explanation: Sharing Rules are used to extend access beyond the baseline OWD settings by automatically 
sharing records based on ownership (Role-Based) or field values (Criteria-Based). 

A6: Answer: C) Use Manual Sharing​
 Explanation: Manual Sharing allows users with appropriate permissions to manually share individual records with 
specific users or groups when necessary. 

A7: Answer: A) They cannot log in at all​
 Explanation: IP Restrictions at the Profile level prevent users from logging in from outside the defined IP range. 
Unlike trusted IP ranges, these restrictions completely block login attempts. 

A8: Answer: B) To restrict users from logging in outside specified hours​
 Explanation: Login Time Restrictions are set at the Profile level and define when users are allowed to log in to 
Salesforce. 

A9: Answer: B) Session Timeout Settings​
 Explanation: Session Timeout Settings automatically log out users after a period of inactivity, helping to prevent 
unauthorized access to the system. 
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A10: Answer: B) Event Monitoring​
 Explanation: Event Monitoring tracks login activity, data exports, and unusual behavior to detect security threats. 

Customization: Fields Practice Question​
 A1: Answer: C) Standard Fields are predefined and cannot be deleted, while Custom Fields can be created, 
modified, and deleted​
 Explanation: Standard Fields are included by default in Salesforce and cannot be deleted, while Custom Fields 
allow organizations to define additional data fields based on their business needs. 

A2: Answer: B) Lookup Relationship Field​
 Explanation: A Lookup Relationship Field allows a record in one object to be linked to a record in another object, 
creating a parent-child relationship but without enforced data dependency. 

A3: Answer: B) The child record automatically inherits the security settings of the parent​
 Explanation: In a Master-Detail Relationship, the child record’s security settings are controlled by the parent, and 
deleting the parent record will also delete all related child records. 

A4: Answer: D) Text Field​
 Explanation: Dependent fields can be Picklists or Multi-Select Picklists, but Text Fields cannot be used as 
dependent fields because they do not have predefined values. 

A5: Answer: B) Formula Field​
 Explanation: A Formula Field dynamically calculates values based on other fields or logic. It is read-only and 
updates automatically when referenced values change. 

A6: Answer: B) To summarize data from child records in a Master-Detail Relationship​
 Explanation: Roll-Up Summary Fields calculate values (e.g., sum, count, min, max) from child records in a 
Master-Detail Relationship and display the result on the parent record. 

A7: Answer: A) Create a validation rule that prevents negative values​
 Explanation: A Validation Rule can enforce data integrity by blocking negative values in the "Discount" field using 
a formula like Discount__c < 0. 

A8: Answer: B) To maintain consistent picklist values across multiple objects​
 Explanation: Global Picklists ensure that the same picklist values are used across multiple objects, improving 
data consistency. 

A9: Answer: B) It allows administrators to audit changes to field values over time​
 Explanation: Field History Tracking records who changed a field, what the old and new values were, and when 
the change occurred. It helps with auditing and compliance. 

A10: Answer: B) The field automatically generates a unique number for each record​
 Explanation: Auto-Number Fields generate sequential or formatted numbers automatically for each new record, 
useful for order numbers, case IDs, etc. 

Managing Data Practice Question​
 A1: Answer: B) Data Import Wizard​
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 Explanation: The Data Import Wizard is ideal for small to medium data imports and provides duplicate detection 
and merging during import. It supports standard and custom objects. 

A2: Answer: C) Export and delete records​
 Explanation: Data Loader can handle bulk exports and deletions, while Data Import Wizard only supports import 
operations. 

A3: Answer: B) Update​
 Explanation: The Update operation in Data Loader modifies existing records without creating duplicates. The 
Upsert operation could also be used, but only if an External ID is available. 

A4: Answer: B) External ID​
 Explanation: The Upsert operation in Data Loader uses the External ID field to determine whether to update an 
existing record or insert a new one, ensuring data consistency. 

A5: Answer: B) Create a Duplicate Rule and Matching Rule​
 Explanation: Duplicate Rules and Matching Rules allow Salesforce to identify and block duplicate records based 
on predefined criteria (e.g., Email Address). 

A6: Answer: C) You must manually select which field values to keep during a merge​
 Explanation: When merging duplicate records in Salesforce, the user must select field values to retain, ensuring 
that only the correct data is preserved. 

A7: Answer: A) To regularly back up important Salesforce data​
 Explanation: Scheduled Data Exports create regular backups of Salesforce data, ensuring that critical 
information is protected against accidental loss. 

A8: Answer: B) Use the Mass Delete Records tool​
 Explanation: The Mass Delete Records tool allows administrators to delete large volumes of records efficiently 
based on defined criteria. 

A9: Answer: C) External ID​
 Explanation: External ID fields help Salesforce match and synchronize records with external systems, ensuring 
seamless integration. 

A10: Answer: B) Regularly merge duplicate records and audit data​
 Explanation: Regular data audits, duplicate management, and merging records help maintain clean and 
consistent data in Salesforce. 

Reports and Dashboards Practice Question​
 A1: Answer: B) Tabular Report​
 Explanation: Tabular Reports display raw data in a spreadsheet-like format with rows and columns but do not 
allow groupings or calculations. 

A2: Answer: B) Summary Report​
 Explanation: A Summary Report allows data to be grouped by fields (e.g., Sales Rep) and provides subtotal 
calculations. 
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A3: Answer: B) Matrix Report​
 Explanation: A Matrix Report allows data to be grouped by both rows and columns, making it ideal for comparing 
data across two dimensions (e.g., Sales Region vs. Quarter). 

A4: Answer: C) Joined Report​
 Explanation: Joined Reports allow multiple related reports to be displayed in separate blocks within the same 
report, useful for comparing different objects or data sources. 

A5: Answer: A) To allow different users to see different data based on their access level​
 Explanation: Dynamic Dashboards display personalized data based on the viewer's security settings, ensuring 
that each user only sees data they have permission to access. 

A6: Answer: B) Dashboards​
 Explanation: Dashboards provide real-time visual summaries of data from reports, allowing executives to quickly 
analyze performance metrics. 

A7: Answer: C) Gauge​
 Explanation: A Gauge component visually represents a single value within a target range, making it ideal for 
tracking goals (e.g., Sales Quota Achievement). 

A8: Answer: B) Report Subscription​
 Explanation: Report Subscription allows users to schedule reports to be automatically sent via email at a 
specified frequency (e.g., weekly sales reports). 

A9: Answer: B) Bucket Fields​
 Explanation: Bucket Fields allow users to group values dynamically within reports without modifying the original 
data in Salesforce. 

A10: Answer: B) To allow users to change dashboard data dynamically without modifying the underlying reports​
 Explanation: Dashboard Filters let users adjust the data displayed in a dashboard (e.g., filtering sales by region) 
without altering the original reports. 

Automation Practice Question​
 A1: Answer: B) Criteria and Actions​
 Explanation: A Workflow Rule consists of: 

●​ Criteria (conditions that trigger the rule).​
 

●​ Actions (what happens when the criteria are met, such as field updates or email alerts).​
 

A2: Answer: B) Process Builder​
 Explanation: Process Builder allows for cross-object field updates, whereas Workflow Rules can only update 
fields on the same object. 

A3: Answer: B) Workflow Rule​
 Explanation: Workflow Rules are ideal for simple automation tasks like sending email alerts when a condition 
(e.g., Amount > $100,000) is met. 
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A4: Answer: B) Flow supports loops, user interactions, and complex automation​
 Explanation: Flow is a more powerful automation tool than Process Builder, allowing for: 

●​ User interactions (Screen Flows).​
 

●​ Loops for bulk record processing.​
 

●​ Creating/deleting multiple records.​
 

A5: Answer: B) Approval Process​
 Explanation: Approval Processes handle multi-step approval workflows, ensuring that specific users review and 
approve/reject records based on business logic. 

A6: Answer: C) To send data from Salesforce to an external system via API​
 Explanation: Outbound Messages allow Salesforce to send real-time data updates to external systems, often 
used for integrations. 

A7: Answer: B) Flow​
 Explanation: Salesforce Flow is the recommended automation tool, replacing Workflow Rules and Process 
Builder for more complex logic and flexibility. 

A8: Answer: B) Scheduled Flow​
 Explanation: Scheduled Flows allow admins to delay actions for a specific time, such as sending a reminder 
email 7 days after a contract is signed. 

A9: Answer: C) Use a field with "Next Approver Determined by Field"​
 Explanation: Approval Processes allow admins to dynamically assign approvers based on a field value, ensuring 
flexibility in routing approvals. 

A10: Answer: C) Deleting a record​
 Explanation: Workflow Rules cannot delete records; for that, you must use Flow or manual actions. 

Managing the Support Process Practice Question​
 A1: Answer: B) To allow multiple users to share responsibility for cases until they are claimed​
 Explanation: Case Queues allow cases to be placed in a shared pool where multiple users can access and claim 
them based on workload or expertise. 

A2: Answer: B) Auto-Response Rules​
 Explanation: Auto-Response Rules send automated email acknowledgments to customers when they submit 
cases through web forms, emails, or other channels. 

A3: Answer: A) Case Assignment Rules​
 Explanation: Case Assignment Rules automatically assign cases to specific users, queues, or teams based on 
predefined criteria (e.g., case type, region, priority). 
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A4: Answer: C) To notify managers when a case is not resolved within a specified time​
 Explanation: Escalation Rules ensure that high-priority or overdue cases are automatically escalated by 
changing ownership or sending notifications. 

A5: Answer: B) It enables agents and customers to find self-service solutions quickly​
 Explanation: Salesforce Knowledge Base stores FAQs, troubleshooting guides, and documentation, enabling 
self-service solutions and improving case resolution efficiency. 

A6: Answer: C) Knowledge Search in Service Console​
 Explanation: Knowledge Search in the Service Console allows agents to quickly find relevant articles to assist 
customers with case resolution. 

A7: Answer: B) Macros​
 Explanation: Macros automate repetitive actions such as sending email responses, updating case status, or 
adding case notes with a single click. 

A8: Answer: B) To automatically route incoming cases, chats, and tasks to available agents​
 Explanation: Omni-Channel Routing ensures that incoming cases, chats, and work items are automatically 
assigned to available agents based on skills, workload, and priority. 

A9: Answer: B) Service Level Agreements (SLAs) with Entitlements​
 Explanation: SLAs (Service Level Agreements) with Entitlements define response and resolution times for cases 
based on priority, ensuring that urgent cases are handled quickly. 

A10: Answer: C) Case Merge​
 Explanation: Case Merge allows agents to combine duplicate cases into a single master case, ensuring that 
related information is consolidated. 
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