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Which Business Rules are par of the Customer Service Management baseline
configuration? (Choose (wo.)

A. Apply Role by Customer

B. Aulo Assessment

C. Change Update o Close

. Update Case Enttlement - ANSWER-Auto Assessmient

Upsdate Case Entitlement

What are the Critical Success Factors that are related w C5M Suite
Implementations? {Choose four. )

A. Define the Businegss Pain Points

B. Provide consisient service Lo cuslomers

C. Have a clear undersianding of the use cases

. Prefine the number of hours needed to develop the associated requirements

E. Implemeniation is only as good as the underlying process - ANSWER-Deline
the Busingss Pain Points

Provide consistont serviee (o cusioniers
Huve a clear understanding of the use cases

Implementation is only a8 good us the underlying process
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The CIS-CSM Certification is an essential certification for professionals who wish to demonstrate their expertise in CSM
implementation and configuration. ServiceNow Certified Implementation Specialist - Customer Service Management Exam
certification helps professionals stand out in the job market and opens up new career opportunities. ServiceNow Certified
Implementation Specialist - Customer Service Management Exam certification also validates the professional's knowledge and skills,
giving employers confidence in their abilities.
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CIS-CSM study material is in the form of questions and answers like the real exam that help you to master knowledge in the process
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feel a headache for learning, let you find fim and even let you fall in love with learming. The content of CIS-CSM Study Material is
comprehensive and targeted so that you learning is no longer blind. CIS-CSM test answers help you to spend time and energy on
important points of knowledge, allowing you to easily pass the exam.

ServiceNow Certified Implementation Specialist - Customer Service
Management Exam Sample Questions (Q143-Q148):

NEW QUESTION # 143
What's the purpose of the Deactivate Special Handling Notes Scheduled Job?

¢ A. Runs daily at midnight, checks all active alerts and sets the status to Expired for those that have reached their expiration
dates

¢ B. Runs at the end of the month and deactivates all Special Handling notes more than 30 days old

¢ C. Runs on demand by the System Admin who must set specific weekly schedules and set only those that are priority 1-
critical to be deactivated

¢ D. Runs weekly and must have the Active checkbox unchecked in order for Special Handling notes to be deleted by the end
of the week

Answer: A

NEW QUESTION # 144
Entitlements are counted using two types of units:

A. Cases and products
B. Hours and cases
C. SLAs and contracts
D. Days and assets

Answer: B

NEW QUESTION # 145
What do blue circles in the timeline of a case form represent?

A. Note
B. State
C. Comment

D. Activity
Answer: B

NEW QUESTION # 146
From which one of the following can an agent create a CSM Case:

A. Chat

B. Human Resource Application
C. Incident Management

D. Special Handling Note

Answer: A

Explanation:
Source: https://docs.servicenow.com/bundle/sandiego- customer-service-management/page/product/customer-service-
management/concept/custormer-service-case-types. html

NEW QUESTION # 147
Advanced Work Assignment (AWA) pushes work to qualified agents using work item queues, routing conditions, and assignment
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criteria that you define. Which step would ensure the work was allocated to the appropriate agent?

A. Set the Agent Experience (What agents see in their Workspace nbox)
B. Configure Service Channels (What to route)

C. Define Assignment Rules (How to assign work iterns)

D. Define Work Item Queues (Where to route)

Answer: D

NEW QUESTION # 148

If we redouble our efforts, our dreans will change into reality. Although we might come across many difficulties during pursuing our
dreams, we should never give up. If you still have dreams, our CIS-CSM study materials will help you realize your dreams. Where is
a will, there is a way. And our CIS-CSM Exam Questions are the exact way which can help you pass the exam and get the
certification with ease. Just have a try on our CIS-CSM practice guide, then you will know you can succeed.
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