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¢ Personalization and Extensibility: This part assesses the expertise of a Solution Customization Expert and
FA1 mnvolves managing personalization, extension fields, validations, and determinations. It looks at how users

can tailor and extend the system to meet specific business needs.

e Master Data: This part evaluates the knowledge of a Data Management Specialist and focuses on setting
up master data within the system. It includes configuring essential entities such as Account, Contact,
Product, Organization, and enployees to support business operations.| User Management: This domain

F=H 2 tests the abilities of an Access Control Manager and involves managing the creation of users and business

roles, including assigning the appropriate authorizations. It ensures the secure and efficient administration of

user access within the platform.
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¢ Service Elements: This part of the examis designed for a Service Process Designer and covers the
=x 3 configuration of Service Level Agreements (SLAs), categories, and case routing, It assesses the ability to
define and manage service elements that impact customer support workflows.

¢ Managing Clean Core: This part of the exam is designed for a Platform Optimization Lead and focuses on
=X 4 evaluating and applying clean core principles to customer experience solutions. It measures the ability to
maximize business process agility, reduce adaptation efforts, and accelerate mnovation.

¢ Basic Setup This section of the exam measures the skills of a System Administrator and covers the mnitial
configuration steps required to set up the SAP Service Cloud Version 2 system for the first time. It

=5
T assesses the ability to perform foundational setup tasks to ensure the system is ready for use.
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HE#54
What is the only way to change an active case type?

A. Use the Draft status.

B. Perform the Create New Version action.

C. It is not possible to change an existing case type.
D. Copy an existing case type.

He:. B

ME:

In SAP Service Cloud Version 2, once a case type is active, it cannot be directly modified. The only way to change an active case
type is to perform the Create New Version action. This action creates a new version of the case type, allowing administrators to
make changes while preserving the original. According to SAP documentation, "To modify an active case type, you must create a
new version using the Create New Version action, as direct changes to active case types are not permitted." It is not possible to
change an existing case type (A) is incorrect, as creating a new version is allowed. Using the Draft status (B) applies to new case
types, not active ones. Copying an existing case type (C) creates a separate case type, not a modification of the active one.
Reference:

SAP Help Portal: Case Type Configuration in SAP Service Cloud V2

SAP Learning: Managing Case Types

EE #55
What is one of the main uses for warranty management in SAP Service Cloud Version 2?
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A. The warranty is assigned to a regjstered product.

B. The warranty is assigned to a contract.

C. The system can be set up so that certain service levels are not covered.
D. Routing rules can be applied to warranties.

Heg: A

EHE #56
Which of'the following standard charts are available in the All Cases worklist? Note: There are 3 correct answers to this question.

Cases by Sourcel Channel Cases by Priority Cases by Category (Top 5)
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A. Cases by Service Team
B. Cases by Priority

C. Cases by Category

D. Cases by Source/Channel
E. Cases by SLA
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HEE #57
What steps must an administrator perform to enable the phone channel in Agent Desktop? Note: There are 2 correct answers to this
question.

e CTI Configuration
General Setti
S SeEY Live Interaction Widget Settings
Live Interaction Widget Settings
Timeline Settings Provider Details
active @@
Provider Name * Proviger D *
T Provider URL * ‘\ Q
€ Channets 6 E 3
o y [ Active Identify Customer By
PHONE © Phone 3
MSG_WAPP o) Ehone -

e A. Add the phone channel to the live interaction widget.
e B. Obtain API token credentials from the CTI provider.




¢ (. Add a mashup service in Agent Desktop.
¢ D. Integrate with a third-party Computer Telephony Integrator (CTT) provider.

He: AD

EE #58
‘What functionality can you use to trigger an SAP S/4AHANA transaction from the Agent Desktop? Note: There are 2 correct
answers to this question.

A. Action

B. Custom entity
C. Mashup

D. Business flow

HE: AC

MY

To trigger an SAP S/AHANA transaction from the Agent Desktop in SAP Service Cloud V2, Action can be configured to initiate
specific transactions or processes in SAHANA, such as creating a service order. Mashup is another functionality that allows
embedding or linking to external S/AHANA transactions within the Agent Desktop interface. According to SAP documentation,
"Actions and mashups enable seamless integration with SAP S/AHANA by triggering transactions directly from the Agent Desktop."
Business flow (B) is not a standard term in Service Cloud V2 for this purpose. Custom entity (D) is used for data modeling, not
triggering transactions.

Reference:

SAP Help Portal: Agent Desktop Integration with SAP S/AHANA

SAP Community: Mashup and Action Configuration
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