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ServiceNow Certified Implementation Specialist - Customer Service
Management Exam 58 X CIS-CSM A B [ E (Q12-Q17):

H #12
What is required to synchronize fields froma parent to a child case(s)?

A. Major Issue Management needs to be installed and certain properties enabled

B. The advanced plugin (com.sns.pa.customer_service advanced) needs to be activated
C. The role of sn_customerservice.customer_case manager must be assigned

D. No action required, this is a standard Customer Service Management feature

Ef#E: D

HM#13
What will be the state of a case after a customer rejects the solution proposed by an agent?
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A. Solution Rejected
B. Open

C. In Progress

D. New

IEf#: B

HMA #14
Ifthe CSM Demo Data Plugin has been installed what are two options either of which will prepare that instance to be used as part
of the release path to production? (Choose two.)

¢ A. Remove the Demo Data via a HI Request

¢ B. Zboot the instance

¢ C. Clone back to this instance froma valid instance
¢ D. Disable the Case Interceptor

EM: A C
R

httpsz/docs.servicenow.conven-US/bundle/vancouver-customer-service-management/page/product/customer-service-
management/concept/use-consumer-service-portal. html

HE#15

An Account Relationship is based on a defined account relationship type. Users with the System Administrator role can define two
types of relationships:

Choose 2 answers

A. Partner-to-customer

B. Customer-to-Consumer
C. Partner-to-account

D. Account-to-account

E. Account-to-customer

IEf#E: C. D

B #16
Which social media channels are NOT available out-of-box?

A. LinkedIn

B. None of the above
C. Twitter

D. Facebook

E. All of the above

EfE: B

BHE #17
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