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B #29

What steps are required to determine the GOLD service level? Note: There are 2 correct answers to this question.

e A. Create and activate a service level determnation rule where the condition is: WHEN Priority = 'Immediate’' THEN
Service Level is GOLD

e B. Create and activate a new service level called 'GOLD' in the Case Designer.

e (. Create and activate a service level determination rule where the condition is: WHEN Escalation Status = 'ESCALATED'
THEN Service Level is GOLD

e D. Create and activate a new service level called 'GOLD' for escalated cases.

1IEf#: A. B

AR

To determine the GOLD service level in SAP Service Cloud V2, administrators must create and activate a new service level called
'GOLD' in the Case Designer to define the SLA parameters. Additionally, a service level determination rule must be created and
activated with the condition WHEN Priority = 'Immediate' THEN Service Level is GOLD to assign the GOLD service level based
on case priority. According to SAP documentation, "Creating and activating a service level in the Case Designer and defining
determination rules with conditions like Priority are required to apply the GOLD service level." Creating a service level for escalated
cases (C) is too specific and not a standard step. A rule based on Escalation Status (D) is possible but not the primary condition
described for GOLD service level determination.

Reference:

SAP Help Portal: Service Level Configuration in SAP Service Cloud V2

SAP Community: SLA Determination Rules

R #30
‘What is the only way to change an active case type?
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A. Tt is not possible to change an existing case type.
B. Copy an existing case type.

C. Edit the name of the existing case type.

D. Execute the Create New Version action.

IEf%: B

B #31
What features are available in the SAP CX Al Toolkit?

A. Draft emails

B. Analyze financial reliability
C. Predict product availability
D. Create knowledge articles

EfE: A

A -

The SAP CX Al Toolit in SAP Service Cloud Version 2 includes features to enhance customer experience processes. Draft emails
is a key feature, allowing Al to generate email responses based on case context, improving agent efficiency. According to SAP
documentation, "The SAP CX Al Toolkit provides capabilities such as drafting emails to streamline service interactions." Predict
product availability (A) is relevant to supply chain solutions, not the CX Al Toolkit. Create knowledge articles (C) is a manual
process, not Al-driven. Analyze financial reliability (D) is not a feature of the CX Al Toolkit.

Reference:

SAP Help Portal: SAP CX Al Toolkit in SAP Service Cloud V2

SAP Community: Al Features in SAP CX

B #32
Which of the following objects can be replicated between SAP Service Cloud Version 2 and SAP S/AHANA? Note: There are 2
correct answers to this question.

A. Service contracts
B. Registered products
C. Maintenance plans
D. Contacts

IEf#: B. D

fi .-

In SAP Service Cloud Version 2, integration with SAP S/4AHANA supports the replication of specific objects to ensure seamless
service processes. Contacts are replicated to synchronize customer contact information, enabling consistent communication across
systems. Registered products are also replicated to manage customer assets and link themto service cases. According to SAP
documentation, "Standard integration between SAP Service Cloud V2 and SAP S/4HANA includes replication of master data such
as Contacts and Registered Products." Maintenance plans (A) and Service contracts (D) are managed in SAP S/AHANA but are
not part of the standard out-of-the-box replication for SAP Service Cloud V2.

Reference:

SAP Help Portal: Integration with SAP S/AHANA in SAP Service Cloud V2

SAP Comnunity: Master Data Replication for Service Cloud

HR#33

Which access restriction types are available in SAP Service Cloud Version 2? Note: There are 3 correct answers to this question.

A. Unrestricted

B. No access

C. Full access

D. Restricted

E. Define specific restriction
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