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ServiceNow Certified Implementation Specialist - Customer Service
Management Exam 38 X CIS-CSM & 5% [ 72 (Q98-Q103):

HH #98
Information in the Case Field 'Contact' is copied to which Incident Field?

e A. Contact
e B. User

e C. Caller

e D. Customer
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EfE: A

HH #99
Viewing a customer's install base in the CSM Workspaces enables customer service agents to: (Choose two.)

e A. See the detailed configurations of the products and services deployed for a custormer to determine the action needed Most
Voted

¢ B. Close an upsell of related products and services not yet purchased by a customer Most Voted

¢ C. Monitor related operational services and configuration itenrs that affect service health

e D. Trace Information provided in a case to the right product or service to which it relates

Eﬁ: A\ B

M #100
Major Issue Management uses which one of the following capabilities?

A. Asset management

B. Governance Risk and Control
C. Record producers

D. Targeted Commumications

Ef#: D

HMA #101
In CSM Asset Management has a different meaning than in ITSM or Corporate Finance Which of the following defines Asset
Management in CSM?

A. Asset management has different use cases for tracking specific products or services customers are using Most Voted
B. It includes all of the data crucial to support customers as efficiently as possible

C. The process of developing, operating, maintaining, upgrading, and disposing of assets in me most cost-effective manner
D. A generic activity or process responsible for tracking and reporting the value and ownership of assets throughout their
lifecycle

EfE: A

Z R #102
To which entities can Special Handling Notes be applied out of the box?

o A. Consumrer
e B. Entitlement
e C. Sold Product

IEfE: A

M #103
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