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ServiceNow Certified Implementation Specialist - Customer Service
Management Exam 58 X CIS-CSM A 5% [ #E (Q182-Q187):

HA #182
‘Which predefined conversations are available for Customer Service Virtual Agent? (Choose two.)

¢ A. Get Help with an Order
B. Get Help with an Asset
C. Check Case Status

D. Close Case

E. Create Contact

Ef#: A C
fiE L

https:/docs.servicenow.comybundle/washingtondc-customer-service-management/page/product/customer-service-
management/concept/csmvirtual-agent-chatbot. html

ER #183
Predictive Intelligence improves triage quality by eliminating the guesswork. Predictive Intelligence supports which of the following
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decisions? (Choose two.)

A. Case Categorization
B. Case State

C. Case Prioritization
D. Case Escalation

Eﬁ: A\ C

E # 184
Which entities combined together make up the Service-aware Install Base?
Choose 3 answers

A. Install Base Items
B. Sold Products

C. Installed Products
D. Configuration Items
E. Ml Assets

IE%: B\ D\ E

B #185
Which roles are considered external?
Choose 2 answers

A. Partner Admin (sn_customerservice. partner_admin)

B. Consumer Support Agent (sn_customerservice.consumer_agent)
C. Customer Service Agent (sn_customerservice_agent)

D. Customer Admin (sn_cuslomerservice.customet _admin)

IEf#E: AL D

] #186

Which of'the following roles cannot update a consumer’s record?

A. sn_customerservice manager

B. sn_customerservice agent

C. sn_customerservice.consumer _agent
D. admin

IEf#: B

Reference:
customer-service-management/task/create-a-consumer-record. html

B #187
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