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H #50
Which of'the following steps are required to set up SAP Service Cloud Version 2? Note: There are 2 correct answers to this

question.

A. Create an organizational structure

B. Create business roles

C. Assign employees to organizational units
D. Log in with an initial user

IE%: A\ B

HM #51
‘Which object is mandatory to configure a case routing rule to a team?

e A Case Designer Step Assignment
¢ B. Enployee

e C. Party Role

e D. Case Type

Ef#: D

L2

To configure a case routing rule to a teamin SAP Service Cloud V2, the Case Type is mandatory. Case Type defines the category
and process flow of the case, serving as a primary condition for routing rules. According to SAP documentation, "The Routing rules
for Cases are maintained in SAP Service Cloud Version 2 by administrators in the following path: Settings — Cases — Case
Routing to Team — Case Routing to Employees," and Case Type is a key attribute used to determine routing conditions.

Party Role (A) is optional and used for specific scenarios. Employee (B) is the target of routing, not a mandatory object for
configuration. Case Designer Step Assignment (C) is part of the case designer but not required for team routing rules.

Reference:

SAP Learning: Configuring Case Routing Rules learning.sap.com

SAP Help Portal: Case Routing Configuration

HRE #52

Which of the following actions can a Service Agent execute from the case "More Action” button? Note: There are 3 correct answers
to this question.

Escatlate |

Mark as ufnead

Mark as Irrelevan

Summary

Copy Case

A. Handover

B. Mark as unread
C. Escalate

D. Summary

E. Delete


https://www.mogiexam.com/C_C4H56_2411-exam.html

Eﬁ: B\ C\ D

HP#53
What information can be maintained in the Related Objects facet of a case? Note: There are 3 correct answers to this question.

Mo Results

Mo Resulis

A. Installed bases

B. Registered products

C. Registered products and installed bases related to the account only
D. Installation points

E. Products

IEf#: A. B. D

H #54
Which features can you activate with Microsoft Teams integration?

A. Users can collaborate in shared workspaces
B. Create and share knowledge articles

C. Start a phone call with CTI

D. Send an email and link it to the case

IEfE: A

AR :

Microsoft Teams mntegration in SAP Service Cloud V2 enables users to collaborate in shared workspaces, allowing agents to share
case details, discuss issues, and coordinate within Teams channels. According to SAP documentation, "Microsoft Teans integration
supports collaboration in shared workspaces to enhance team communication.” Starting a phone call with CTI (A) is a separate CTI
feature, not Teams-specific. Creating and sharing knowledge articles (B) is part of knowledge base fimctionality, not Teans. Sending
an email and linking it to a case (C) is a standard Service Cloud feature, not tied to Teans.

Reference:

SAP Help Portal: Microsoft Teams Integration in SAP Service Cloud V2

SAP Learning: Collaboration with Microsoft Teams

B #55
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