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15. Frage
Which object is mandatory to configure a case routing rule to a team?

e A Case Type

e B. Enployee

e (. Party Role

e D. Case Designer Step Assignment

Antwort: A

Begriindung;

To configure a case routing rule to a teamin SAP Service Cloud V2, the Case Type is mandatory. Case Type defines the category
and process flow of the case, serving as a primary condition for routing rules. According to SAP documentation, '"The Routing rules
for Cases are maintained in SAP Service Cloud Version 2 by admmnistrators in the following path: Settings — Cases — Case
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Routing to Team — Case Routing to Employees," and Case Type is a key attribute used to determine routing conditions.
Party Role (A) is optional and used for specific scenarios. Employee (B) is the target of routing, not a mandatory object for
configuration. Case Designer Step Assignment (C) is part of the case designer but not required for team routing rules.
Reference:

SAP Learning; Configuring Case Routing Rules learning.sap.com

SAP Help Portal: Case Routing Configuration

16. Frage
What is the only way to change an active case type?

A. Copy an existing case type.

B. It is not possible to change an existing case type.
C. Edit the name of the existing case type.

D. Execute the Create New Version action.

Antwort: A

17. Frage
Which of the following are mandatory to maintain when you want to create a new business user? Note: There are 2 correct answers
to this question.

A. Organization
B. Business role
C. E-mail

D. Employee

Antwort: B,D

18. Frage
What are some SAP-recommended guiding principles to achieve clean core operations? Note: There are 3 correct answers to this
question.

A. Establish release management.

B. Establish an organizational structure, technical foundation, and transformation methodology for clean core.
C. Integrate clean core practices in the end-to-end value process chain.

D. Establish regular housekeeping tasks and procedures.

E. Define roles and responsibilities as part of a process transformation office.

Antwort: A,B,C

Begriindung;

SAP's clean core strategy focuses on minimizing customizations and ensuring system extensibility. The recommended guiding
principles include integrating clean core practices in the end-to-end value process chain to align processes with standard
functionality, establishing an organizational structure, technical foundation, and transformation methodology to support clean core,
and establishing release management to manage updates without disrupting the core. According to SAP documentation, "Clean core
operations nvolve integrating practices across processes, establishing a robust organizational and technical foundation, and
implementing release management." Defining roles in a process transformation office (B) is not a standard clean core principle.
Regular housekeeping tasks (E) are operational but not core to the clean core strategy.

Reference:

SAP Help Portal: Clean Core Strategy for SAP Cloud Solutions

SAP Comnunity: Clean Core Principles

19. Frage
Which actions could you perform to control the reaction times of a case? Note: There are 3 correct answers to this question.

e A FEscalate the case.



B. Adjust the SLA.

C. Change the priority.

D. Assign a different team to the case.
E. Assign a territory to the case.

Antwort: A,B,C

Begriindung;

To control the reaction times of a case in SAP Service Cloud V2, you can adjust the SLA to redefine response timelines, change the
priority to increase urgency and trigger faster response times, and escalate the case to prioritize it for immediate action. According to
SAP documentation, "Reaction times can be managed by adjusting SLAs, changing case priority, or escalating cases to ensure timely
responses." Assigning a territory (D) affects routing but not reaction times directly. Assigning a different team (E) may influence
handling but does not inherently control reaction times.

Reference:

SAP Help Portal: Case Management and SLA Configuration

SAP Community: Managing Case Reaction Times
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