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最新的 CIS-Customer Service Management CIS-CSM 免費考試真題 (Q125-
Q130):
問題  #125 
Matching rules enhance assignment capability by ____________________.

A. Providing dynamic matching of cases to groups or individuals
B. Matching best agent by availability
C. Matching best agent by skill
D. Determining if account is a customer or partner

答案：B

解題說明：
Explanation
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問題  #126 
Which of the following allows you to install out-of-the-box Customer Service Management applications within your ServiceNow
instance?
Choose 2 answers

A. Plugins
B. XML unloads
C. Update Sets
D. Store APPs

答案：A,D

解題說明：
Store Apps: The exclusive source for Now Certified enterprise workflow apps from partners that complement and extend
ServiceNow.
- Plugins: Plugins are software components that provide specific features and functionalities within a ServiceNow instance.
https://docs.servicenow.com/bundle/washingtondc-platform-administration/page/administer/plugins/concept
/c_ServiceNowPlugins.html
https://store.servicenow.com/sn_appstore_store.do#!/store/aboutus

問題  #127 
Which are the key self-service functions of the Customer Support Portal? (Choose three.)

A. Service Catalog
B. Community
C. Open An Incident
D. Knowledge Base

答案：A,B,D

解題說明：
Reference:
playbook/self-service-improvement.pdf

問題  #128 
Information in the Case Field 'Contact' is copied to which Incident Field?

A. Contact
B. Caller
C. User
D. Customer

答案：A

解題說明：
Explanation/Reference: https://docs.servicenow.com/bundle/orlando-customer-service-management/page/product/ customer-
service-management/reference/csm-integration-sm-incident.html

問題  #129 
The ServiceNow add-in for Microsoft Outlook enables you to manage workflows such as creating and updating contacts and cases
from within Microsoft Outlook. How could this feature positively affect customer experience?

A. It is easier to report on data in emails which means managers would be better placed to track performance
B. It can lead to taster resolution of customer issues and faster response to customer inquiries Most Voted
C. It would guarantee less wait time for customers who chose to call the customer service center
D. As email is being used fewer agents would be required to create cases so service costs would go down

答案：B
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