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Topic Break Down

Topic No. of Questions

Topic 1, Service Cloud Overview 1

Topic 2, Business Configuration 38

Topic 3, User Management and Authorization 17

Topic 4, Master Data 26

Topic 5, Service Processes 29

Topic 6, Communication Channels 14

Topic 7, Knowledge Base 4

Topic 8, Analytics and Reporting 11

Topic 9, Integration and Extensibility 30

Total 170
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QUESTION NO: 1

Which field identifies a ticket as relevant for a field service scenario?

A. Leverage indicators

B. Organization

C. Requires Work

D. Processing Type

ANSWER: C 

Explanation:

Requires Work is the field that identifies a service ticket as relevant to a field-service scenario in SAP Service Cloud. 
Selecting this indicator denotes that resolving the customer issue involves work to be performed, rather than only 
communication or back-office handling. This classification makes the ticket suitable for the field-service-related processing 
flow, where required work can be planned, assigned, and tracked in connection with the ticket. It provides the business 
signal that the ticket has an execution aspect and therefore needs field-service attention.

Using this indicator also supports consistent downstream processing because field-service activities are associated only with 
tickets for which work is explicitly required. This helps service organizations distinguish service requests that require an 
onsite or operational work activity from requests that can be completed through standard ticket interaction. The field is 
therefore the relevant ticket-level marker for the field service scenario. SAP Service Cloud documentation and learning 
resources for service processes are available through the SAP Service Cloud Help Portal and the SAP Sales and Service 
Cloud learning journey.

QUESTION NO: 2

Which of the following elements is optional when you configure a service level?

A. Alert when overdue

B. Type of service

C. Milestone

D. Ticket priority

ANSWER: A 

Explanation:

Alert when overdue is optional because it controls whether the system sends an alert after the service-level deadline has 
been exceeded; it is not required to define the underlying service commitment. A service level is used to establish and 
monitor target processing times for service tickets, such as a response or resolution target, according to the relevant service 
context and priority. The overdue-alert setting is an additional notification mechanism that supports proactive monitoring and 
escalation when a target is missed. Administrators can enable it where agents, teams, or responsible parties need an explicit 
notification of an SLA breach, or leave it unset when monitoring is performed through worklists, reports, dashboards, or other 
escalation processes. This flexibility is important because organizations may have different operational procedures for 
handling overdue tickets while retaining the same service-level definition. SAP’s Service Cloud documentation describes 
service processes and service-level management as configuration-driven capabilities, while SAP Learning provides product 
learning content for service operations and ticket processing. See the SAP Cloud for Customer Help Portal and SAP Service 
Cloud learning offerings.

QUESTION NO: 3

You need to configure an automated e-mail response to your customer when a service
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technician is assigned to a ticket.

Which actions do you perform in SAP Cloud for Customer? Note: There are 2 correct answers to this question.

A. Build a workflow rule

B. Create social media channels

C. Configure e-mail channels

D. Set up notification of delegates

ANSWER: A C 

Explanation:

Build a workflow rule is required because workflow rules automate follow-up processing for business-object changes in 
SAP Cloud for Customer. For the ticket, the rule can evaluate the assignment-related change and then initiate an e-mail 
action when a service technician has been assigned. The workflow definition provides the event-driven logic needed to 
ensure that the customer receives the message at the appropriate point in the ticket process.

Configure e-mail channels is also required to make the e-mail communication available and correctly maintained for the 
service scenario. E-mail channel configuration establishes the relevant e-mail handling and addresses used by the solution, 
enabling ticket-related customer communication to be sent through the configured channel. Together, the workflow rule 
supplies the trigger and automation, while the e-mail channel provides the communication setup used for the outgoing 
customer response. SAP’s documentation for Cloud for Customer administration and service capabilities is available in the 
SAP Cloud for Customer Help Portal. SAP also provides learning content on service processes and configuration through 
SAP Learning: Service Cloud.

QUESTION NO: 4

What is the correct sequence of steps for the automatic service level agreement (SLA) evaluation process

when creating tickets?

A. 1. Determine Service Categories

2. Analyze incident categories

3. Determine SLA

4. Determine Key Dates

B. 1. Analyze Incident Categories

2. Determine Service Categories

3. Determine Key Dates

4. Determine SLA

C. 1. Determine Service Category

2. Analyze Incident Categories

3. Determine Key Dates

4. Determine SLA

D. 1. Analyze incident categories

2. Determine Service Categories
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3. Determine SLA

4. Determine Key Dates

ANSWER: A 

Explanation:

The correct sequence is: “1. Determine Service Categories; 2. Analyze incident categories; 3. Determine SLA; 4. Determine 
Key Dates.” During ticket creation, SAP Service Cloud first establishes the applicable service category from the ticket’s 
available context and determination rules. This supplies an essential classification used in subsequent processing. The 
system then analyzes the incident category information, including its hierarchy and any relevant categorization maintained 
for the ticket. With the service and incident categorization context available, SLA determination can select the appropriate 
service-level definition according to the configured rules, such as customer, service category, priority, and other ticket 
attributes. Finally, SAP Service Cloud calculates and sets the SLA-related key dates, including response and resolution due 
dates, using the determined SLA and its calendar, operating-hours, and milestone settings. This order is important because 
key-date calculation depends on the SLA that was selected, while SLA selection depends on the categorization context 
already determined for the ticket. SAP’s Service Cloud learning resources describe ticket processing, service levels, and the 
configuration concepts used for service management: SAP Learning: Explore SAP Service Cloud. SAP Help Portal is the 
official entry point for the product documentation and configuration guidance: SAP Help Portal.

QUESTION NO: 5

Which of the following objects are used as collectors when you release work tickets from SAP Cloud for customer to SAP

ERP?

Note: there are 2 correct answers to this questions.

A. Internal order

B. Debit memo request

C. Contract

D. Sales order

ANSWER: A D 

Explanation:

When a work ticket is released from SAP Cloud for Customer to SAP ERP, the receiving ERP process requires a cost-
collection object so that the costs arising from service execution can be assigned and settled appropriately. Internal order is 
a supported collector because it is an ERP controlling object designed to collect costs for a defined internal activity, project, 
or service effort. It provides the financial assignment needed for the work performed under the released ticket.

Sales order is also a supported collector. In a customer-facing service scenario, service-related costs and revenues can be 
associated with the relevant sales-order process. Using the sales order as the collector preserves the commercial 
connection between the customer demand, the service work, and downstream ERP processing. These collector 
assignments enable the released work-ticket information to be processed with the required ERP account-assignment 
context.

This behavior is part of the SAP Cloud for Customer integration approach for service processes with SAP ERP. SAP 
documentation for Cloud for Customer integration is available in the SAP Cloud for Customer Help Portal; related SAP 
learning content can be found on SAP Learning.

QUESTION NO: 6

What can you create using a workflow?
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A. Activity list

B. Appointment

C. Task

D. Phone call

ANSWER: C 

Explanation:

A workflow can create a Task as an automated follow-up activity when the workflow rule’s defined conditions are met. This 
supports consistent execution of business processes: for example, when a service ticket reaches a particular status, priority, 
or due-date condition, the workflow can generate a task and assign it to the appropriate responsible employee or team. The 
task contains actionable work for the recipient and can carry relevant contextual information, deadlines, and priority settings 
defined through the workflow configuration. By creating tasks automatically, workflow rules reduce manual coordination and 
help ensure that required service or sales follow-up activities are not overlooked. In SAP Cloud for Customer, workflow rules 
are configured for a business object and combine timing, conditions, and actions; task creation is one of the supported action 
types used to drive operational follow-up. SAP’s learning content on workflow configuration and automation provides the 
relevant product context: SAP Learning: Explore SAP Sales Cloud. SAP also provides product documentation and learning 
resources for SAP Service Cloud capabilities at SAP Help Portal: SAP Service Cloud.

QUESTION NO: 7

Which of the following components of computer Telephony Integration (CTI) are delivered by SAP Cloud for Customer? 
Note: There are 2 correct answers to this questions.

A. CTI client server

B. Live activity pane

C. CTI Client adapter

D. CTI desktop client

ANSWER: B C 

Explanation:

SAP Cloud for Customer delivers the Live activity pane as part of the agent-facing user interface. This pane makes 
telephony activity available in the business context in which the service representative works, allowing relevant call 
information and related customer interactions to be handled directly from the SAP Cloud for Customer workspace. It is 
therefore an SAP-delivered application component rather than a component that must be supplied by the telephony-provider 
landscape.

SAP Cloud for Customer also delivers the CTI Client adapter. The adapter is the SAP-provided integration component that 
enables communication between the cloud application and the locally deployed CTI environment. It supports the connection 
of telephony events and commands between SAP Cloud for Customer and a compatible CTI client or telephony system, 
while the underlying telephony infrastructure remains part of the customer’s or provider’s environment. SAP’s CTI integration 
documentation describes this division between the SAP-side UI and adapter capabilities and the external CTI landscape. 
See the SAP Help Portal documentation for SAP Cloud for Customer and SAP’s overview of CTI integration with SAP Cloud 
for Customer.

QUESTION NO: 8

What is the status of a knowledge article when it is available for use by service agents?

A. In Preparation

B. Released
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C. Obsolete

D. Blocked

ANSWER: B 

Explanation:

A knowledge article must be in Released status before service agents can use it as approved knowledge during ticket 
processing. The release status indicates that the article has completed the required authoring and review process and is 
available for productive use. Articles that are still being prepared or reviewed are not intended to be used as approved 
service knowledge. See the SAP Cloud for Customer documentation.

QUESTION NO: 9

Which of the following prepackaged mashups exist for SAP Cloud for customer?

A. Hotmail

B. Mind touch

C. SAP Jam

D. Google Maps

ANSWER: B C 

Explanation:

Mind touch and SAP Jam are prepackaged mashups delivered for SAP Cloud for Customer. A prepackaged mashup is 
SAP-provided content that embeds or connects a supported external application within the relevant business context in the 
Cloud for Customer user interface, rather than requiring an administrator or developer to design the integration from scratch. 
The MindTouch mashup supports service users by making knowledge content available in the context of service processing. 
This lets agents access relevant knowledge resources while handling customer issues. The SAP Jam mashup provides 
contextual collaboration capabilities, enabling users to work with SAP Jam content and collaboration artifacts from within the 
business application. Both integrations are recognized standard packaged mashup scenarios in SAP Cloud for Customer 
service and collaboration processes. SAP documentation describes mashups as UI integrations with external web 
applications and provides the configuration framework used to activate and manage delivered mashup content. See the SAP 
Cloud for Customer documentation at SAP Help Portal: SAP Cloud for Customer and SAP’s product documentation 
overview at SAP Cloud for Customer documentation.

QUESTION NO: 10

You enable email integration with SAP Cloud for Customer service request management Which partner types are supported 
for the email channels? Note: There are 2 correct answer to this question.

A. Individual customers

B. Group customer

C. Corporate customers

D. Competitors

ANSWER: A C 

Explanation:

Email channels for SAP Cloud for Customer service-request management support customer identification and matching for 
both individual and corporate customer partner records. Individual customers are supported because an inbound email 
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address can be associated with a person maintained as an individual customer, allowing the service process to identify the 
sender and relate the incoming message to the appropriate customer context. Corporate customers are also supported 
because service requests can be associated with an organizational customer, including emails received from contacts acting 
for that company. This lets agents process email-originated requests with the relevant customer relationship available in the 
request.

The configuration is intended to route and create service requests from communications sent by customers, while using the 
sender address and maintained business-partner data to determine the customer context. Proper maintenance of email 
addresses on the applicable individual or corporate customer master data is therefore essential for dependable email-
channel identification and processing. SAP’s Service Cloud documentation describes service-request handling and the 
supporting business-partner/customer data model in its product documentation: SAP Cloud for Customer Help Portal and 
SAP Service Cloud Documentation.

QUESTION NO: 11

When a scheduling condition is evaluated for a maintenance plan, what entity is it based on?

A. Maintenance product measurement reading

B. Maintenance item counter reading

C. Maintenance item serial number

D. Maintenance product quantity value

ANSWER: B 

Explanation:

A scheduling condition for a maintenance plan is evaluated using the maintenance item counter reading. In SAP Service 
Cloud maintenance planning, a maintenance item represents the specific object or product to be maintained, and its counter 
provides the operational measurement used to determine whether a counter-based maintenance condition has been 
reached. For example, a plan can be scheduled when the counter reading reaches a defined interval or threshold. This 
makes the maintenance item counter reading the appropriate entity for evaluating usage-based scheduling conditions, 
because it records the accumulated value relevant to that individual maintenance item. The plan can therefore generate or 
propose maintenance activities according to actual utilization rather than only a calendar date. SAP describes maintenance 
planning and the related service capabilities as part of its cloud customer-service solution documentation; see the SAP 
Cloud for Customer documentation and the SAP Service Cloud learning resources. The counter-reading model supports 
maintenance intervals that depend on measurable consumption, runtime, distance, or similar operational values associated 
with the maintenance item.

QUESTION NO: 12

Which of the following tools in SAP Cloud for Customer can you use to assign a work item to a service technician?

A. Resource Planner

B. Resource Scheduler

C. Multiresource Scheduling

D. Visit planner

ANSWER: A 

Explanation:

Resource Planner is the SAP Cloud for Customer tool used by service managers and dispatchers to plan and assign 
service work to the appropriate service technician. It provides a planning-oriented view of available service resources and 
their assigned workload, allowing the dispatcher to select a work item and allocate it to a qualified employee. This supports 
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the core service-dispatching process: matching a service demand with the technician who has the required skills, availability, 
and organizational responsibility.

After assignment, the technician can access the work through the relevant service processes and complete the activity in 
accordance with the organization’s service execution setup. Resource planning is therefore the appropriate function when 
the business need is specifically to allocate a work item to an individual technician, rather than merely review appointments 
or manage a visit plan. SAP’s Service Cloud implementation learning content covers service-resource planning and 
dispatching capabilities; see the SAP Learning Journey for implementing SAP Service Cloud. Product documentation and 
implementation guidance are available in the SAP Cloud for Customer Help Portal.

QUESTION NO: 13

When would you use data migration templates instead of entering data manually? Note: There are 2 correct answers to this 
question.

A. When data must be loaded quickly

B. When integration has been scoped

C. When the data volume is low

D. When data is loaded from multiple applications

ANSWER: A D 

Explanation:

Data migration templates are appropriate when data must be loaded quickly and when data is loaded from multiple 
applications. In SAP Cloud for Customer, migration templates provide a structured, spreadsheet-based approach for 
preparing and importing business-object data in bulk. This avoids the time and inconsistency risks of creating a substantial 
number of records individually in the user interface. Templates also support a controlled migration process: the relevant 
fields, value formats, and object relationships can be prepared before the upload, then validated during import.

When an implementation must consolidate master or transactional data originating in several source applications, a 
migration template offers a practical staging format. Data can be extracted from each source, transformed and harmonized 
into the appropriate template structure, and loaded into the target cloud tenant in a repeatable way. This is particularly useful 
during initial deployment, organizational rollouts, and data-transition activities. SAP’s implementation learning material 
describes migration as a key setup activity for bringing existing business data into Sales and Service Cloud, while SAP Help 
provides the product documentation entry point for migration and data-management procedures. See SAP Learning: 
Implementing SAP Sales Cloud and SAP Service Cloud and SAP Help Portal: SAP Cloud for Customer.

QUESTION NO: 14

When a user creates service ticket, what product type is supported for determining the warranty?

A. Registered product

B. Entitlement product

C. Individual product

D. List product

ANSWER: C 

Explanation:

Individual product is the supported product type for warranty determination when a service ticket is created. In SAP Service 
Cloud, an individual product represents a specific, identifiable instance of a product owned or used by a customer, rather 
than merely a generic catalog product. It can carry instance-specific information such as serial-number-related details, 
installation context, and warranty data. When the individual product is entered or identified on a service ticket, the system 
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can use its associated warranty information to determine whether the reported issue is covered and to support subsequent 
service processing.

This model is important because warranty eligibility is normally tied to the particular product instance delivered to or 
registered for the customer. The individual-product record provides the business context needed to evaluate the applicable 
warranty for that exact product in the ticket scenario. SAP Service Cloud documentation describes individual products as 
product instances used in customer and service processes, including service-related handling. See the SAP Service Cloud 
documentation and SAP’s Service Cloud support portfolio for product and service-process guidance.

QUESTION NO: 15

Which configuration object contains the endpoint and authentication settings for a communication scenario with an external 
system?

A. Communication arrangement

B. Business role

C. Service catalog

D. Code list restriction

ANSWER: A 

Explanation:

A communication arrangement contains the configuration for a communication scenario, including the assigned 
communication system, endpoint-related settings, and authentication information. It activates the defined integration scenario 
between SAP Cloud for Customer and the external system. Communication systems represent the technical external 
system, whereas the communication arrangement applies the required scenario-specific configuration. See the SAP Cloud 
for Customer documentation.

QUESTION NO: 16

What is the difference between a business user and employee? Note: There are 2 correct answers to this question.

A. Employee can be assigned access rights and business roles; business user cannot

B. Employee need to be assigned directly to the organizational structure; business users must not

C. Business users can be created using the data migration template: employee cannot

D. Business users can be assigned access right and business roles: employees cannot

ANSWER: B D 

Explanation:

In SAP Service Cloud, an employee is master data representing a person in the company and is maintained within the 
organizational model. Consequently, the employee must be assigned directly to the organizational structure, such as an 
organizational unit, so that the person’s company affiliation, reporting context, and organizational responsibility can be 
represented correctly. A business user is the technical application-user record associated with a person who needs to log on 
to the system. It is not itself the organizational-model object that requires a direct organizational assignment.

Business roles and access rights are authorization concepts assigned to business users. The business user receives the 
business roles that define available work centers, views, business-object access, and permitted actions. The associated 
employee record supplies the person-related and organizational master-data context, while the business user supplies the 
logon and authorization context. This separation allows an employee to exist in the organizational structure without 
necessarily being enabled as a system user, while users who require access can be governed through assigned business 
roles and access rights. SAP documentation on the SAP Service Cloud organizational model and user/authorization 
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administration is available through the SAP Service Cloud Help Portal and the SAP Customer Relationship Management 
learning offerings.

QUESTION NO: 17

What can you use to control use privileges in Sap Cloud for Customer Note: There are 3 correct answers to this question.

A. Code list restriction

B. Business role

C. Work center view

D. Business configuration

E. Approval process

ANSWER: A B C 

Explanation:

In SAP Cloud for Customer, Business role, Work center view, and Code list restriction work together to control users’ 
effective privileges. A business role is assigned to users and serves as the central authorization framework. It determines 
which work centers and business functions a user can access, while also allowing access restrictions to be maintained for 
relevant business data. Within the role, work-center and work-center-view assignments control the areas of the application 
that are available in the user interface. This lets administrators provide access appropriate to a user’s job responsibilities, 
such as service processing, account management, or administration.

Code list restrictions provide an additional, field-level control. They limit the values a user may select from specific code lists, 
helping ensure that users can work only with values applicable to their organizational responsibility or process scope. 
Consequently, role assignment, work center view availability, and code list restrictions form complementary controls for 
application access and permitted user actions in SAP Cloud for Customer. SAP’s product documentation and 
implementation learning materials describe business-role-based access management and related restriction concepts: SAP 
Cloud for Customer documentation and SAP Sales and Service Cloud implementation learning journey.
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