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ServiceNow Certified Implementation Specialist - Customer Service
Management Exam 58 X CIS-CSM A 5% [ #E (Q109-Q114):

H #109
What is required to synchronize fields froma parent to a child case(s)?

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

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

Ef: A

R #110
How are Service Catalogs and Catalog Itens related? (Choose two.)
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A. Service catalogs may contain multiple catalog items Most Voted

B. Access to catalog itens is determned by the service catalog's assigned user criteria
C. A catalog item can be associated with one or more service catalogs Most Voted
D. A catalog item can only be associated with one service catalog

Eﬁ: A\ C

R #111
Froma service provider's perspective, is the following a product or an asset?
A cable modem model that the service provider sell.

o A. Asset
e B. Product

Ef#: B

W
Explanation

HMA #112

Using the out-of-the-box major issue management process flow, a consumer service agent proposes an existing case in the Open
state as a major case candidate. The major case candidate has a consumer defined and is approved by the customer service
manager What happens to the major case candidate?

e A. The major case candidate requires an approval from the major issue manager

¢ B. A new major case is created and the major case candidate Is added as a child to the major case
e C. The major case candidate becomes the major case

e D. The major case candidate is closed and a new major case is created

iIFf@g: B
R e«

httpsz/docs.servicenow.com/bundle/washingtondc-customer-service-management/page/product/customer-service-
management/concept/major-candidate-child-case-types.html

g #113
From what places in SN can an agent create a case? (Choose three.)

A. Contact

B. Customer Service Application
C. Chat

D. Account

IEf#: B.C. D

R -
Reference:
customer-service-management/reference/r_CustomerServiceCaseForm htmic
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