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¢ Personalization and Extensibility: This part assesses the expertise of a Solution Customization Expert and
=x 1 mnvolves managing personalization, extension fields, validations, and determinations. It looks at how users
can tailor and extend the system to meet specific business needs.
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¢ Integration: This domain targets the skills of an Integration Architect and covers the various integration
=x 2 scenarios supported by SAP Service Cloud Version 2. It assesses the ability to connect the system with
other applications and services.

e (Cases: This domain measures the skills of a Business Process Analyst and focuses on the configuration of
=x 3 document types, party roles, status schemas, and business flows. It evaluates the understanding of case
management and process structuring within the system.

¢ Communication Channels: This section is intended for a Communication Solutions Specialist and covers the
=X 4 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.

¢ 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

FA 5 .
elements are configured to support service management processes.

Z| &l SAP Certified Associate C_C4H56 2411 FEMEZE A (Q29-Q34):

AR #29
Which of the following API types does SAP recommend to achieve clean core integrations? Note: There are 2 correct answers to
this question.

A.RFC
B. IDoc
C. SOAP
D. OData

M. CDb

MH.

For clean core integrations, SAP recommends using modern, standards-based APIs like SOAP and OData. These API types
ensure interoperability, scalability, and alignment with SAP's clean core strategy, which emphasizes minimal customizations and
standardized integrations. According to SAP documentation, "SAP recommends using OData and SOAP APIs for clean core
integrations to maintain system extensibility and future-proofing," RFC (A) and IDoc (B) are legacy integration methods that do not
align with the clean core approach due to their complexity and lack of flexibility.

Reference:

SAP Help Portal: Clean Core Integration Strategy

SAP Community: API Integration in SAP Cloud Solutions

EE#30
Which of'the following configuration activities are part of SAP Service Cloud Version 2? Note: There are 2 correct answers to this
question.

A. Set up Agent Desktop
B. Set up deals

C. Set scoping attributes
D. Maintain case types

HY: AD

AE #31
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.

e A. Subcategory
e B. Category



¢ C. Incident category
e D. Cause category

HY: AB

EE #32
You have configured the Service Level Agreements and their determination rules, but they are not derived in the case. Which of the
following could be a reason for this? Note: There are 2 correct answers to this question.

A. Service Level Agreements are not configured in fine-tuning.

B. A workflow rule was not scheduled to trigger the determination.
C. The determnation rules have been configured, but not activated.
D. Service Level Agreements are not activated as a service.

: CD

(1]
il

HEE #33
What steps must the administrator performto give service agents access to knowledge base articles? Note: There are 2 correct
answers to this question.

A. Configure the relevant integration flow.

B. Maintain the knowledge base provider settings in SAP Service Cloud Version 2.
C. Set up knowledge base articles in SAP Service Cloud Version 2.

D. Obtain API token credentials from the knowledge base provider.
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