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R #120
What role do youneed to delete an incident record?

A. service_owner
B. incident_manager
C. itil admin

D. it
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In the standard ServiceNow security model for ITSM, the ability to delete records is highly restricted to prevent data loss and
maintain the audit trail. While the itil role allows users to create and update incidents, and the incident manager role allows for the
oversight of the incident process, neither has the out-of-the-box permission to delete Incident records. The itil admin role is
specifically designed to grant elevated permissions-including the deletion of incidents-without requiring the full system admin role.
This ensures a " least privilege " approach while still allowing administrative cleanup of the Incident table.

8 #121
Which of the following is NOT a type of Article feedback that may be submitted by users?

A. Endorsed

B. Helpful (Yes / No)
C. Flag Article

D. Rate Article

ER: A
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Explanation

The Knowledge Feedback [kb_feedback) table tracks all forms of feedback for Knowledge Articles, including Helpful (Yes/No),
Star Rating, Comments, and Flags

FRE #122
Even Though some catalog items approval workflow might be similar, it is recommended to have separate approval workflow for
each catalog item.

o A False
e B. True

ER: A

i RE LB -

Explanation

It is recommended to reuse the same workflow as much as possible for catalog items that have similar approval process. Maintaining
a lot of workflows can be difficult.

R #123
Which module is used to view a list of Knowledge Bases?

A. Knowledge Base > All

B. Knowledge Base > Administration > All

C. Knowledge > Knowledge Bases > All

D. Knowledge > Administration > Knowledge Bases
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P RE #124
It is important to define the VIP users in order to correctly calculate incident priority.

o A. False
e B. True
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Explanation
No logic is added for incidents received from VIP callers. The only change is that a decoration is added next to the Caller field and
the Caller text becomes red.
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