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R #177
What role does the Engagement Manager play before the Workshop? (Choose two.)

¢ A. Project Manager
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¢ B. Acts as intermediary
o C. Assists with technical requirements
¢ D. Provides answers to technical problems

Eﬁ: A\ C

HA #178
‘Which of'the following is a required field in the Resolution Information tad in order to close a case?

A. Resolution notes
B. Closed by

C. Cause

D. Closed

EfE: A

H #179

Proactive Customer Service Operations works Event Management to proactively monitor and fix issues affecting customers. It can
also trigger case workflow's and enable organizations to notify customers whose services or products are impacted by an outage or
issue. What are the three main components that make up Proactive Customer Service Operations? (Choose three.)

A. Service Reporting

B. Service Monitoring

C. Service-Aware Install Base Most Voted
D. Service- Aware CMDB

E. Proactive Case Most Voted

F. Proactive Prevention

iFfg: B. C. E

H R #180
Which type of catalog item may be found in a Service Catalog?

A. Categories

B. Content Items Most Voted
C. Execution Plans

D. Requested Items

IEf#: B

E Y #181
Ifthe CSM Demo Data Plugin has been installed what are two options either of which will prepare that instance to be used as part
of the release path to production? (Choose two.)

A. Clone back to this instance froma valid instance
B. Zboot the instance

C. Disable the Case Interceptor

D. Remove the Demo Data via a HI Request

Ef#: AL D
%
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