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B ) CIS-Customer Service Management CIS-CSM % &% 3 H & (Q195-
Q200):

FIRE #195
Match the definitions for roles relationships.

ER:
i RE R «

R #196
In ServiceNow's CSM Application, what is an interaction?

e A A request for assistance made through a chat, phone call, or walk-up
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¢ B. A binding agreement between two parties
¢ C. Any configuration item that has been made accessible to customers
¢ D. Arecord that a Customer Service Agent uses to identify and resolve a question or an issue for an external customer

BER: A

F 8 #197
‘Which of'the following is a required field in the Resolution Information tad in order to close a case?

A. Closed

B. Closed by

C. Cause

D. Resolution notes

ER: D

i RE #198
Which capabilities does the mtegration with Microsoft Outlook add-in offer? (Choose two.)

A. Register the sender of an email as contact

B. As the Microsoft Outlook user, register yourself as self-contributor
C. Create cases using email content in Outlook for the customer contact
D. Escalate a case on the add-m panel of Outlook

Z%: BD

F 8 #199

is a role for agents who assists consumers with questions, issues, and problems.

This user creates, views, and edits cases and works with consumers to resolve cases. Typically supports a specific set of products
across one or more communication channels. An agent can belong to one or more agent groups.

Options are :

A. Customer case manager [sn_customerservice.customer_case manager|
B. Partner [sn_customerservice.partner]

C. Customer administrator [sn_customerservice.customer admin]

D. Agent manager [sn_customerservice manager|

E. Agent [sn_customerservice agent]

F. Consumer Agent [sn_customerservice.consumer agent|
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