C_C4H56 2411% R B & C_C4H56 241175 FE 8 i

Get Certified: How to Pass
the C_C4H56_2411 Exam on
Your First Try?

Behh, B Testpdf C_C4HS6 241175 A E K 2> WA R A& K. httpsv/drive.google.comopen?
id=10RtMsViNbX7wRPDQOBiyxs TNGVI9 oj

A T Testpdfi)C_C4H56 24115 &, BIEAR X AR K i ] SR B B 5, AR AT DUBRFEIBH . [H Ry Testpdfif)
FHEAT TERESHAPARERNTERE, FUMRRTELAEC CAHS6 241175 v B H B i B &
F, BT DERIEBER . ERBEEXRNOERT . WRARTRICEERGRHEEER, HEER

8C_C4H56 24118

R, B, VREBTEESEE TestpdfIC_CAHS6 24118 . B Al R IR IEE % R KR

W, MEME—RE.
SAP C_C4H56 2411 FE 3 K4 -

FE

L

FE1

Personalization and Extensibility: This part assesses the expertise of a Solution Customization Expert and
mvolves managing personalization, extension fields, validations, and determinations. It looks at how users
can tailor and extend the system to meet specific business needs.

FE 2

Scenario Based Questions: This section evaluates the problemsolving abilities of a Solution Consultant and
presents questions based on fictional scenarios to test comprehensive knowledge of SAP Service Cloud
Version 2 in real-world contexts.

FE3

Service Elements: This part of the exam is designed for a Service Process Designer and covers the
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.

FE 4

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

FES

Service Objects: This section targets the proficiency of a Service Operations Specialist and covers the
setup of service objects like Registered Products, Installed Base, and Warranty. It looks at how these
elements are configured to support service management processes.

FEE6

Cases: This domain measures the skills of a Business Process Analyst and focuses on the configuration of
document types, party roles, status schemas, and business flows. It evaluates the understanding of case
management and process structuring within the system.
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¢ 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
FET 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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‘Which objects can you use to route a case to an enployee?

A. Autoflow

B. Mashup

C. Source

D. Input fields in the Case Designer

ER: C
i RE S -

In SAP Service Cloud V2, the Source of a case (e.g., email, phone, social media) can be used as a condition to route a case to an
employee. According to SAP documentation, ""You can configure the rules to determine the Service Level for a certain ticket
depending on several parameters like Ticket Type, Service Category, Source, Channel ID etc." Source is a standard attribute in
routing rules to determine the appropriate employee or team.

Mashup (A) is used for external integrations, not routing, Autoflow (B) automates actions but does not route cases to employees.
Input fields in the Case Designer (C) collect data but are not used for routing.

Reference:

SAP Community: Service Level Agreement in SAP Cloud for Customer commumity.sap.com SAP Help Portal: Case Routing Rules

Configuration

i =8 #36
Which of the following options can be used to determine employees in cases based on conditions? Note: There are 2 correct
answers to this question.

A. Input step in the Case Designer

B. Assignment step in the Case Designer
C. Autoflow

D. Routing rules

Z%: BD

fE R A«

In SAP Service Cloud Version 2, determining employees for case assignment based on conditions is achieved through specific
configuration options. The Assignment step in the Case Designer allows administrators to define rules within the case process to
assign cases to specific employees or teans based on attributes like priority, case type, or account details. This step is part of the
dynamic case designer, which provides flexibility in routing cases to the appropriate employee.
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Additionally, Routing rules are a core feature in SAP Service Cloud V2 for case assignment. These rules enable administrators to
configure conditions (e.g,, case type, priority, or account) to route cases to either a teamor a specific employee. According to the
SAP documentation, "SAP Service Cloud Version 2 includes a flexible, easy-to-configure routing rule definition engine. You can
decide whether to route Cases to a team, or to a specific employee." The routing rules are maintained under Settings — Cases —
Case Routing to Team — Case Routing to Employees.

The Input step in the Case Designer is used to collect data or input from users but does not directly determine employee assignment.
Autoflow is used for automating actions like sending notifications or updating fields, not for employee determination.

Reference:

SAP Help Portal: Configuring Case Routing Rules learning.sap.com

SAP Learning; Configuring Case Routing Rules, SAP Service Cloud Version 2

8 #37

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

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

D. Develop a custom business object.

E. Define a custom screen for the mashup.

ZEZR: ABC
R RE RS -

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 requirement.

Reference:

SAP Help Portal: Mashup Configuration in SAP Service Cloud V2

SAP Community: External Solution Integration

FIRE #38
What can you do with Microsoft Teans integration? Note: There are 3 correct answers to this question.

A. Share workspaces.

B. Hand over cases.

C. Make outbound calls.

D. Send e-mails to customers.
E. Create appomtiments.

Z%: ACE

IR #39

Which services can be added to a business role? Note: There are 2 correct answers to this question.

A. Installed base

B. Measurements

C. Maintenance plan
D. Warranty

ZE: AD
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