CIS-CSM Deutsch Priifung - CIS-CSM Priifung

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

Prowvide consistent service (o customers
Huve a clear understanding of the use cases
Implementation 1s only a8 good as the underlying process
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Echte CIS-CSM Fragen und Antworten der CIS-CSM Zertifizierungspriifung

Zertpruefung setzt sich aus den riesigen I T-Eliteteams zusammen. Sie alle haben hohe Autoritéit im IT-Bereich. Sie nutzen
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ServiceNow Certified Implementation Specialist - Customer Service
Management Exam CIS-CSM Priifungsfragen mit Losungen (Q124-Q129):

124. Frage

Which of the following allows you to install out-of-the-box Customer Service Management applications within your ServiceNow
mstance?

Choose 2 answers

A. Update Sets
B. Store APPs
C. XML unloads

D. Plugins

Antwort: B,D

Begrindung;

Store Apps: The exclusive source for Now Certified enterprise workflow apps from partners that complement and extend
ServiceNow.

- Plugins: Plugins are software components that provide specific features and finctionalities within a ServiceNow instance.
https/docs.servicenow.com/bundle/washingtondc-platform-administration/page/administer/plugins/concept
/c_ServiceNowPlugins.html

https/store.servicenow.convsn_appstore_store.do#!/store/aboutus

125. Frage

is a role for agents who assists consumers with questions, issues, and problens.

This user creates, views, and edits cases and works with consumers to resolve cases. Typically supports a specific set of products
across one or more communication channels. An agent can belong to one or more agent groups.

Options are :

A. Agent [sn_customerservice agent]

B. Consumer Agent [sn_customerservice.consumer _agent]

C. Partner [sn_customerservice.partner]

D. Customer case manager [sn_customerservice.customer case manager|
E. Agent manager [sn_customerservice manager|

F. Customer administrator [sn_customerservice.customer _admin]

Antwort: B

126. Frage
Configure chat for Agent Workspace so that agents can interact with their customers. Froma chat, agents can:
Options are :

A. Escalate the chat to another agent

B. Create a record, such as an incident or a case
C. Respond to questions

D. Escalate the chat to virtual agent


https://www.zertpruefung.de/CIS-CSM_exam.html
https://de.fast2test.com/CIS-CSM-practice-test.html

Antwort: A,B,C

127. Frage
What are the characteristics of Knowledge Categories?

A. Shareable across KBs: No ; Multi-Level: Yes
B. Shareable across KBs: No ; Multi-Level: No

C. Shareable across KBs: Yes ; Multi-Level: Yes
D. Shareable across KBs: Yes ; Multi-Level: No

Antwort: A

128. Frage
Users with the sn_customerservice.proxy_contact role can do which of the following? (Choose two.)

A. Create requests on behalf of customers

B. Create cases on behalf of customers

C. Manage major incident commumication on behalf of a customer service manager
D. Manage requests on behalf of customer service agents

E. Manage cases on behalf of customer service agents

Antwort: A,B
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