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22. Frage
Which solution must be implemented to let a breakdown dashboard appear as a pop-up window on the case form?

A. Case Spotlight

B. Service Analytics

C. In-form Analytics Most Voted
D. CSM Prediction Results

Antwort: C

23. Frage
Which feature allows an agent to copy reusable messages to case or task forms to provide quick and consistent messages to users?

e A. Response Templates
¢ B. Quick Messages
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e C. Quick Actions
e D. Templates

Antwort: A

24. Frage
From which places in ServiceNow can a customer service agent [sn_customerservice agent] create a case?
(Choose three.)

A. Incident

B. Account

C. Chat

D. Special Handling Note

e E. Customer Service Application

Antwort: B,C,E

25. Frage
Match the business rule to its function in the Self-Service Portal.
Hot Area:

Answer Area

After registration request submittal, shows

info message to user [Display rule
Display request message
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Shows message to remind users to enter a

correct registration code isplay rule

Display request message
validate_registration

Update account based on reg code

L ]
ermgmn and assigns v
ac El the régistration code Display rule

Display request message
validate_registration

Update account based on reg code
Checks if the registration is valid based on v
the user's email address Display rule

Display request message
validate_registration

Update account based on reg code
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Explanation:

After registration request submittal, shows l v
info message to user Uisplay rule
Display request message
validate_registration

nt nr

Shows message to remind users to enter a
correct registration code

Display request message
walidate_registration

pdate account based on reg code
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account based on the registratioh code Display rule

Display request message
validate_registration

Checks if the registration is valid based on
the user's email address Display rule

Display request message
validate_registration

|Update account based on reg code |

26. Frage
Guided decisions is a decision authoring and execution capability that dynamically guides agents to resolve complex cases. Guided
decisions consist of decision trees. What is a decision tree?

A. A multi-step process consisting of a series of questions answers, and guidance Most Voted
B. A set of steps used to define a complex process

C. A detailed check list for customer service teams

D. A step-by-step methodology for creating and solving different case types

Antwort: A
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