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EE #32
Which of the following Al features can you activate in SAP Service Cloud Version 2? Note: There are 2 correct answers to this
question.

A. Product Proposal

B. Similar Case Recommendation
C. Email Drafter

D. Validation Rules

HE. B,C

3.

SAP Service Cloud V2 includes Al features to enhance agent productivity. The Email Drafter uses Al to generate draft email
responses based on case context, improving efficiency. Similar Case Recommendation leverages Al to suggest related cases, helping
agents resolve issues faster by referencing past solutions. According to SAP documentation, "Al features like Email Drafter and

Similar Case Recommendation are available to streamline service processes." Product Proposal (B) is a feature in SAP Sales Cloud,
not Service Cloud V2. Validation Rules (D) are not Al-driven but part of standard configuration.
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Reference:
SAP Help Portal: Al Features in SAP Service Cloud V2
SAP Community: Al Capabilities in Service Cloud

EE #33
Which elements can be used to determine the reaction time in Service Level Agreements? Note: There are 2 correct answers to this
question.

A. Case types

B. Sales contract

C. Priority

D. Maintenance plan

: AC
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HE #34
You want to assign a value to a specific field based on another field value calculation. Which of the following can you create to
enable the field calculation?

A. A field attribute
B. A determination
C. A workflow
D. An autoflow

e B

MH.

To assign a value to a field based on another field's value calculation in SAP Service Cloud V2, a determination is used.
Determinations are rules that automatically calculate and set field values based on predefined conditions or calculations. According to
SAP documentation, "Determinations are used to calculate and assign field values dynamically based on other field values or
conditions." A workflow (A) manages process flows, not field calculations. A field attribute (B) defines field properties, not
calculations. An autoflow (D) automates actions but is not used for field value calculations.

Reference:

SAP Help Portal: Determmation Rules in SAP Service Cloud V2

SAP Community: Field Value Calculations

HE #35

Service agents working on a specific case type in SAP Service Cloud Version 2 need to access and perform defined actions in an
external solution. What steps must an administrator perform to make this possible? Note: There are 3 correct answers to this
question.

A. Use the web page URL of the external solution for extracting input parameters in the mashup.
B. Define a custom screen for the mashup.

C. Create a mashup to embed the web page of the external solution.

D. Include a dedicated step pointing to the mashup in one of the phases of the case type.

E. Develop a custom business object.

qY: ACD

Y.

To enable service agents to access and perform actions in an external solution for a specific case type, administrators must create a
mashup to embed the web page of the external solution to integrate it into the Agent Desktop. They should use the web page URL
of the external solution for extracting input parameters in the mashup to pass case-specific data. Additionally, including a dedicated
step pointing to the mashup in one of the phases of the case type ensures agents can access the external solution during case
processing. According to SAP documentation, "Creating a mashup, configuring its URL parameters, and integrating it into the case
type via a dedicated step are required for external solution access." Developing a custom business object (A) is unnecessary for this
scenario. Defining a custom screen for the mashup (D) is not a standard requirerment.

Reference:



SAP Help Portal: Mashup Configuration in SAP Service Cloud V2
SAP Community: External Solution Integration

2 #36
Which of the following blocks are available in the validation editor? Note: There are 2 correct answers to this question.

A. Condition
B. Action

C. Message
D. Workflow

HE:. AB
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