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HM #53
User criteria records may be applied to which knowledge itens?

¢ A. Knowledge Base and Article

¢ B. Knowledge Base, Category and Article
e C. Knowledge Base

¢ D. Knowledge Base and Category

EfE: A
fEEL:


https://drive.google.com/open?id=1aKlndUiUFS2kRtlltRDz3Wto6Rz8rkPv
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https://www.jpshiken.com/CIS-CSM_shiken.html
https://www.mogiexam.com/CIS-CSM-exam.html

httpsz//docs.servicenow.com/bundle/washingtondc-servicenow-platformypage/product/knowledge-
management/task/t SelectUserCriteria. html

HH #54
Which of the following are benefits of customer access management? (Choose two.)

A. Tt improves the customer experience by enabling related parties to track and collaborate on cases.
B. It defauilts the responsibility for access management to the customer.

C. It defaults the responsibility for access management to the customer service agent.

D. It increases security by automatically granting access to cases based on access to sold product.

Eﬁ: A\ D

B #55
What do blue circles in the timeline of a case form represent?

A. State changes

B. Customer comments
C. Activity updates
D. Triggered SLAs

EM: A
i

Reference:
customer-service-management/reference/r_CustomerServiceCase Timeline. html

B #56
What attribute is unique to a Sold Product in the install Base Data Model?

A. Ownership by customer

B. Product instance's detailed specifications
C. installation date

D. Warranty period

EfE: A

W #57
What role does the Engagement Manager play before the Workshop? (Choose two.)

A. Assists with technical requirements

B. Provides answers to technical problems
C. Project Manager

D. Acts as intermediary

EM: AL C
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