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HE #42
Which elements are used to calculate the due dates defined in Service Level Agreements? Note: There are 2 correct answers to this
question.
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A. Working calendar
B. Maintenance plan
C. Operating hours
D. Service contract

Eﬁ: A\ C

HM #43
Which of the following steps are required to set up SAP Service Cloud Version 2? Note: There are 2 correct answers to this
question.

A. Assign employee to organizational units
B. Create organizational structure

C. Create business role

D. Log in with initial user

Eﬁ: C\ D

B #44

Which elements can you use to control the reaction time? Note: There are 2 correct answers to this question.

A. Autoflow

B. Working calendar

C. Case Designer with the step option assignment
D. Operating hours

Ef#: B. D

R -

In SAP Service Cloud V2, reaction times for cases are influenced by Working calendar, which defines non-working days and
holidays, and Operating hours, which specify the hours during which service agents are available. These elements ensure that
reaction times are calculated based on actual working periods. According to SAP documentation, "Working calendar and operating
hours are used to control reaction times by defining the availability for case handling." Case Designer with step option assignment (A)
is for routing, not reaction time control. Autoflow (D) automates actions but does not directly manage reaction times.

Reference:

SAP Help Portal: SLA and Reaction Time Configuration

SAP Community: Managing Case Timelines

B #45
Which of the following objects can be displayed in the Timeline tabstrip in the Customer Hub? Note: There are 2 correct answers to
this question.
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Timeline Entities Test
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Today | January 6, 2024

& Installed Base created :31 | demag,

Monday | December 4, 2023

=

A. Calls

B. Cases

C. Contracts

D. Installed base

Eﬁ: B\ C

W #46

You cannot access cases in SAP Service Cloud Version 2. What could be the reason?

A. The employee is not assigned to the correct business role.

B. Access to the Case app is NOT enabled for the business user.
C. Access rights are directly assigned to the business user.

D. Access rights for cases are limited to read access.

Ef#: B
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