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Z| &l CIS-Customer Service Management CIS-CSM F 2 MEE Al (Q209-
Q214):

HE #209
From what places in SN can an agent create a case? (Choose three.)

A. Chat

B. Account

C. Contact

D. Customer Service Application

HE. B,CD
M.

Explanation/Reference: https://docs.servicenow.com/bundle/orlando-customer-service-management/page/product/ customer-
service-management/reference/r CustomerServiceCaseForm html

EE #210
What is a limitation regarding synchronization between a case and its associated work order?

¢ A If nformation changes on the Case form it is not updated on the Work Order form

¢ B. Updates on a case or work order will only synchronize after the work order is approved

e C. When creating a work order froma case only the Account field on the work order form s filed in but not the Company
field

e D. The data copied over to the Work Order form when creating a work order froma case cannot be configured or
customized

HE. A

A2 #2211
Which feature enables employees to request support for themselves and for external customers?

A. Responsibility Definitions
B. Business Locations

C. Contributor Users

D. Account Management

o
m

: C

AE #212
Which entity denotes the product instance that has been installed or provisioned for a customer?

A. Service Agreement
B. Contract

C. Install Base Item
D. Sold Product

02
m

: C



AE #213
Matching rules enhance assignment capability by

A. Matching best agent by skill

B. Determining if account is a customer or partner

C. Matching best agent by availability

D. Providing dynamic matching of cases to groups or individuals

HE: A

Y.
Reference:
customer-service-management/concept/c_CaseRouting html

HE #214
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