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NEW QUESTION # 215
What are features of Customer Service Management? (Choose four.)

A. Service Entitlements
B. Skills-based routing
C. Demand Management
D. Real-time SLAs

E. Service Prospecting
F. Timed Audits

G. Service Contracts



Answer: A,.B,C,D

NEW QUESTION # 216
Which predefined conversations are available for Customer Service Virtual Agent? (Choose two.)

A. Check Case Status

B. Get Help with an Order
C. Close Case

D. Create Contact

E. Get Help with an Asset

Answer: A,B

Explanation:
https/docs.servicenow.comybundle/washingtondc-customer-service-management/page/product/customer-service-
management/concept/csm-virtual-agent-chatbot. html

NEW QUESTION # 217
What are available matching criteria for case assignment in Customer Service Management?
Choose 3 answers

A. Certifications

B. Matching Skills
C. Partner Hours

D. Assigned Cases
E. Availability Today
F. Distance

Answer: B,D,E

Explanation:
https/docs.servicenow.com/bundle/washingtondc-customer-service-management/page/product/customer-service-
management/concept/case-assignment-matching-criteria. html

NEW QUESTION # 218
Which CSM Configurable Workspace feature enables agents to quickly view records in the contextual side panel without switching
tabs?

A. Dynamic Related Records
B. Contextual Search

C. Agent Assist

D. Record Information

Answer: A

NEW QUESTION # 219
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