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HE#15
Which interface allows users to search articles, submit requests, and browse communication notices?

e A. Customer Service Management
e B. One Stop Shop
e C. Service Portal
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A service portal is a centralized platform designed to provide users with self-service capabilities, including searching for articles
(knowledge base), submitting requests (e.g., IT support tickets, HR inquiries), and browsing communication notices
(announcements, updates). It acts as a single point of access for various services.

HE #16
The ServiceNow platform supports a wide variety of plus-and-play application. You can choose from the included workflow or
build your own workflow. Which of following these workflows are included in the platform?

A. IT Workflows

B. Employee Workflows

C. Infrastructure Workflows
D. Customer Workflows

E. Manufacturing Workflows
F. Federal Workflows
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AE #17
What is the purpose of the Event Registry?

A. The Event Registry is a module that provides Event definitions

B. The Event Registry is a list of all Events that originate through an integration

C. The Event Registry lists all Events that have successfully completed within a 24-hour period

D. The Event Registry is a list of all Events that have successfllly completed after being Invoked by a script

HE. A

MY

In ServiceNow, theEvent Registryis a module thatstores and defines all system eventsthat can be triggered within the platform.
Events in ServiceNow are used to trigger business rules, notifications, workflows, and integrations based on specific system
activities.

TheEvent Registry [sysevent_register]table containspredefined and custom event definitions.

It allowsdevelopers and administratorsto definenew custom events.

Events can betriggered manually (via scripts) or automaticallybased on system actions.

Events arenot tied to a specific timeframebut are available for use whenever triggered.

Triggering a Notification

When an incident is assigned, an event such as'incident.assigned"is triggered, which can send an email notification to the assigned
user.

Initiating an Automated Workflow

‘When a new user is onboarded, an event like"user.onboarded'can trigger a workflow to create necessary accounts and permissions.
Logging Custom Events for Reporting

Custom events like"asset. verified''can be used to track when an asset verification process is conmpleted.

Key Features of the Event Registry:Example Use Cases of the Event Registry:

TheEvent Registryisnot a log of conpleted eventsbut arepository of event definitionsthat can be triggered.

It defines bothdefault and custom eventsthat can be used across different system processes.

It is used forevent-driven automationin ServiceNow.

Why "C. The Event Registry is a module that provides Event definitions" is the Correct Answer?

A: The Event Registry lists all Events that have successfully completed within a 24-hour period - Incorrect This describes theEvent
Log [sysevent]table, not the Event Registry.

B: The Event Registry is a list of all Events that originate through an integration - Incorrect TheEvent Registryis not specific to
integrations; it applies to all events in the system.

D: The Event Registry is a list of all Events that have successfully completed after being Invoked by a script - Incorrect Events
triggered by scripts are logged in theEvent Log, not theEvent Registry.

Explanation of Incorrect Options:



ServiceNow Docs: Understanding the Event Registry

ServiceNow CSA Study Guide - Event Management

ServiceNow Product Documentation: Creating and Managing Events
References from Certified System Administrator (CSA) Docurmentation:

EE #18
How would you define an Access Control, to allow a user with iti role to have permission to create incident records?

A. Name: incident.*; Operation: write; Permission: itil
B. Name: incident"; Permission: write; Role: itil

C. Name: incident. None; Operation: create; Role: itil
D. Nane: incident None, Permission: create: Role: itil
E. Name: incident Any, Operation: write, Permission: itil

HE: D

HE#19
‘What action will allow you to personalize layouts of columns in a list?

A. Context Menu > View > Personalize

B. Select the colunn to be personalized > Click Edit icon (Penal) > Choose me options to personage
C. Click Gear icon > Personalize window options > Select the appropriate colunmns

D. Select the colunn to be personalized and right at the header > Choose the options to personalize
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In ServiceNow List Views, users can customize and personalize the displayed columns to fit their needs.

Steps to Personalize List Layout (Colunns):

Open any list view (e.g., Incidents, Requests).

Click the Gear icon (I']) in the top-right corner of the list.

The Personalize List Columns window appears.

Select or remove colunns as needed.

Click Save to apply changes.

This customization is user-specific, meaning it only affects the logged-in user's view.

Why Are Other Options Incorrect?

B. Select the column to be personalized > Click Edit icon (Penal) > Choose options to personalize [1 No Edit icon (Pencil) for
column customization exists in List Views.

C . Context Menu > View > Personalize []

The Context Menu (right-click menu) allows you to filter or sort data but does not customize columns.

D. Select the column to be personalized and right-click the header > Choose options to personalize [ Right-clicking the column
header provides sorting and grouping options, not full column customization.

Reference:

ServiceNow CSA Documentation - Customizing List Views

ServiceNow Product Documentation - Personalizing List Layouts (https:/docs.servicenow.com)

[] Final Answer: A. Click Gear icon > Personalize window options > Select the
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