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HR #26

How can service agents create cases? Note: There are 2 correct answers to this question.

¢ A Inthe case worklist, Create button (+) and select Case.

e B. In Agent Desktop, click the Create button (+) and select Case.

¢ C. Inthe Account General facet, Create button (+) and select Case.

e D. In the Related Service Object facet of registered products, Create button (+) and select Case.

EM#: B. D
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Which categories can you use when creating a service catalog in SAP Service Cloud Version 2? Note: There are 2 correct answers
to this question.

A. Subcategory

B. Category

C. Incident category
D. Cause category

EfE: A. B

E #28
Which of the following actions can a Service Agent execute from the case "More Action” button? Note: There are 3 correct answers
to this question.

A. Escalate

B. Mark as unread
C. Handover

D. Delete

E. Summary

IEf#: A. B. E

B #29
What features are available in the SAP CX Al Toolkit?

A. Draft emails

B. Create knowledge articles

C. Analyze financial reliability
D. Predict product availability

EfE: A

R -

The SAP CX Al Toolkit in SAP Service Cloud Version 2 includes features to enhance customer experience processes. Draft emails
is a key feature, allowing Al to generate email responses based on case context, improving agent efficiency. According to SAP
documentation, "The SAP CX Al Toolkit provides capabilities such as drafting emails to streamline service interactions." Predict
product availability (A) is relevant to supply chain solutions, not the CX Al Toolkit. Create knowledge articles (C) is a manual
process, not Al-driven. Analyze financial reliability (D) is not a feature of the CX Al Toolkit.

Reference:

SAP Help Portal: SAP CX Al Toolkkit in SAP Service Cloud V2

SAP Community: Al Features in SAP CX

HMA #30
‘What finctionality can you use to grant user access to an SAP S/AHANA transaction in SAP Service Cloud Version 2 as an
administrator? Note: There are 2 correct answers to this question.

A. Custom entity

B. Mashup

C. Business flow

D. Configure the relevant action

Ef#: B. D
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