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¢ (Cases: This domain measures the skills of a Business Process Analyst and focuses on the configuration of
=x 1 document types, party roles, status schemas, and business flows. It evaluates the understanding of case
management and process structuring within the system.

¢ Service Objects: This section targets the proficiency of a Service Operations Specialist and covers the
setup of service objects like Registered Products, Installed Base, and Warranty. It looks at how these

=A 2 .
elements are configured to support service management processes.

¢ Service Elements: This part of the examis designed for a Service Process Designer and covers the
=x 3 configuration of Service Level Agreements (SLAs), categories, and case routing, It assesses the ability to
define and manage service elements that impact customer support workflows.

¢ Managing Clean Core: This part of the exam is designed for a Platform Optimization Lead and focuses on
=x 4 evaluating and applying clean core principles to customer experience solutions. It measures the ability to
maximize business process agility, reduce adaptation efforts, and accelerate novation.

¢ Communication Channels: This section is intended for a Communication Solutions Specialist and covers the
=X 5 configuration of the Agent Desktop for Computer Telephony Integration (CTI) and Interaction Center
processes. It also includes setting up the email communication channel for inbound and outbound scenarios.

e Master Data: This part evaluates the knowledge of a Data Management Specialist and focuses on setting
up master data within the system. It includes configuring essential entities such as Account, Contact,
Product, Organization, and enployees to support business operations.| User Management: This domain

FH o6 tests the abilities of an Access Control Manager and involves managing the creation of users and business

roles, including assigning the appropriate authorizations. It ensures the secure and efficient administration of

user access within the platform.

¢ Basic Setup This section of the exam measures the skills of a System Administrator and covers the initial
configuration steps required to set up the SAP Service Cloud Version 2 system for the first time. It

=M 7 - . .
T assesses the ability to perform foundational setup tasks to ensure the system is ready for use.

e Scenario Based Questions: This section evaluates the problem-solving abilities of a Solution Consultant and
=X 8 presents questions based on fictional scenarios to test comprehensive knowledge of SAP Service Cloud
Version 2 in real-world contexts.

Z| &l SAP Certified Associate C_C4H56 2411 FE2MEZE A (Q30-Q35):

A2 #30
What steps must an administrator performto enable the phone channel in Agent Desktop? Note: There are 2 correct answers to this
question.

A. Add the phone channel to the live interaction widget.

B. Add a mashup service in Agent Desktop.

C. Obtain API token credentials from the CTI provider.

D. Integrate with a third-party Computer Telephony Integrator (CTI) provider.

Y. AD

HAE #31
Which of the following configuration activities are part of SAP Service Cloud Version 2? Note: There are 2 correct answers to this
question.

A. Maintain case types
B. Set up Agent Desktop
C. Set scoping attributes
D. Set up deals
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EE #32
‘Which of'the following are mandatory attributes when creating a case? Note: There are 2 correct answers to this question.

A. Case type

B. Status

C. Subject

D. Installed base

: AB
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HEE #33
‘Which master data is synchronized bidirectionally between SAP S/4HANA and SAP Service Cloud Version 2?

A. Account hierarchy
B. Product

C. Enployee

D. Account
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HE#34
Which of'the following are the correct types of usage of an installed base? Note: There are 2 correct answers to this question.

A. Assigning warranties

B. Tracking installed assets
C. Assigning to a case

D. Tracking measuring points

HE. B,C

ME:

In SAP Service Cloud Version 2, an installed base is used to manage customer equipment and assets. Tracking installed assets is a
primary function, as it allows organizations to maintain a record of customer-owned products or equipment, including details like
serial numbers and locations. Assigning to a case is another key usage, enabling service agents to link a case to a specific installed
base for accurate service delivery and tracking, According to SAP documentation, "An installed base represents a grouping of
products installed at a customer location and can be associated with cases for service requests." Tracking measuring points (A) is
related to equipment monitoring in SAP S/4HANA, not a direct finction of installed bases in Service Cloud V2. Assigning
warranties (C) is managed through registered products, not installed bases.

Reference:

SAP Help Portal: Installed Base Management in SAP Service Cloud V2

SAP Learning: Asset and Installed Base Configuration
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