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HH #62
You are an administrator and want different user groups to have different fields access in the Ul in SAP Service Cloud Version 2.
Which functionalities would you use to enable this? Note: There are 2 correct answers to this question.

A. Autoflow

B. Page layout

C. Adaptation

D. Language adaptation

EME: B. C

HR #63

‘Which options can be used to control the access rights of a user? Note: There are 2 correct answers to this question.

A. Autoflow

B. Validation rules
C. Restriction rules
D. Business roles

Eﬁ: C\ D

A -

In SAP Service Cloud V2, Restriction rules are used to define specific access constraints, such as limiting access to certain accounts
or cases based on conditions. Business roles control user access rights by assigning permissions to objects, views, and fields.
According to SAP documentation, "Access rights are managed through Restriction Rules and Business Roles to ensure users have
appropriate permissions." Validation rules (A) enforce data integrity, not access. Autoflow (D) automates actions, not controls
access.

Reference:

SAP Help Portal: Access Management in SAP Service Cloud V2

SAP Learning; Business Roles and Restriction Rules

B #64

Where can you find existing cases in SAP Service Cloud Version 2? Note: There are 2 correct answers to this question.

A. In the cases settings view

B. In the My Cases Summary card available in the home page
C. In the case worklist by choosing the Case app from the menu
D. In the product page

Ef: B. C

B #65



What steps must the administrator performto give service agents access to knowledge base articles? Note: There are 2 correct
answers to this question.

A. Configure the relevant integration flow.

B. Set up knowledge base articles in SAP Service Cloud Version 2.
C. Integrate a knowledge base.

D. Purchase a license.

IE%: B\ C

TR

To give service agents access to knowledge base articles in SAP Service Cloud V2, administrators must set up knowledge base
articles within the system to create and manage content. Additionally, integrating a knowledge base (e.g., with SAP Knowledge
Management or a third-party solution) is required to make articles accessible. According to SAP documentation, "Setting up
knowledge base articles and integrating a knowledge base are key steps to enable agent access." Purchasing a license (C) may be
necessary for third-party solutions but is not a configuration step. Configuring the relevant integration flow (D) is part of integration
but not always mandatory, depending on the knowledge base solution.

Reference:

SAP Help Portal: Knowledge Base Configuration in SAP Service Cloud V2

SAP Community: Knowledge Management Setup

M #66
What can you do with Agent Desktop in SAP Service Cloud Version 2? Note: There are 3 correct answers to this question.

A. Create a service catalog,

B. Assign products to existing accounts.
C. Create an interaction log,

D. Display confirmed entities.

E. Create installed bases.

iFf#: C. D. E
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