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Which Business Rules are pant of the Customer Service Management baseline
configuration’ (Choose two.)

A. Apply Role by Customer

B. Auto Assessment

C. Change Updite to Close

D Update Case Entitlement - ANSWER-Auto Assessmient

Upsdate Case Entitlement

What are the Critscal Success Factors that wre relited (o C5M Suile
Implementations? (Choose four.)

A. Define the Business Pain Points

B. Provide consistent service o custonmers

C. Have a clear understanding of the use cases

D, Pefine the number of hours needed to develop the associated requirements

E. Implementation is only as good as the underlying process - ANSWER-Deline
the Business Pain Points

I'I"\l Jlull.- cOnssichl servicg [0 CuslORers
Huve a clear understanding of the use cases

Implementation 1s only a8 good as the underlying process
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138. Frage
What is required to enable the Follow the sun field on the Customer Service Case form?

A. The value property on the form must be set to true and the field added to the case form
B. The value property on the form must be set to true

C. The plugin 'comsnc.csm time_recording needs to be activated

D. Nothing, it is a standard field

Antwort: B

Begrindung;
Explanation

139. Frage
What feature does the Product Model and Catalog Itens Relationship plugin enable?

A. Tt provides a contextual service catalog based on the customer's subscribed services Most Voted

B. Agents are automatically proposed catalog items related to the chosen product on the case form

C. Customrer service managers can track the financial cost of customer's subscribed services and the related requests
D. Consumers can track what products they have purchased via the catalog

Antwort: A

140. Frage
Match the business rule to its function in the Self-Service Portal.
Hot Area:



Answer Area

After registration request submittal, shows v
info message to user Display rule -

Display request message
validate_registration

Update account based on reg code
Shows message to remind users to enter a \?) v
correct registration code Display rule

Display request message
validate_registration

Update account based on reg code
Validates registration code and assigns v
account based on the registration code Display rule

Display request message
validate_registration

Update account based on reg code
Checks if the registration is valid based on J v
the user's email address Display rule

Display request message
validate_registration

N [
Antwort:
Begrindung;
Answer Area
After registration request submittal, shows v
info message to user Lhsplay rule
isplay request message
validate_registration
Update account based on reg code
Shows message to remind users to enter a v
correct registration code Splay rule
isplay request message
validate_registration
Update account based on reg code
Validates registration code and assigns v
account based on the registration code Display rule
Display request message
validate registration
ate account based on reg code

Checks if the registration is valid based on v
the user's email address Display rule

LH5DiS que

service
Reference:

httpsz/docs.servicenow.comybundle/orlando- customer-service-management/page/product/custormer-
servicemanagement/reference/r BRIWCustomerService.html

141. Frage
Contextual Search framework is used for providing Knowledge search results in which of these scenarios?

A. Entering question in portal only

B. Both portal question entry and Record Producer
C. Record Producer only

D. Norne of the above

Antwort: C



142. Frage
Entitlerments specify the level of service provided to customers.

A. False
B. True

Antwort: B

143. Frage
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