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Topic Break Down

Topic No. of Questions
Topic 1, Cloud Applications Studio 3

Topic 2, Business Object Development 4

Topic 3, User Interface Development 3

Topic 4, SAP Hybris Cloud for Customer Integration 22

Topic 5, SAP Hybris Cloud for Customer Solution Business Scenarios | 59

Topic 6, SAP Hybris Cloud for Customer Implementation Basics 54

Total 145
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QUESTION NO: 1

Using rules in opportunity management, what is the prerequisite to determine the sales team? Please choose the correct
answer.

A. A Party Role
B. To Territory
C. A Work Distribution

D. A Workflow

ANSWER: C

Explanation:

A Work Distribution is the prerequisite for rule-based sales-team determination in Opportunity Management. Work
distribution provides the maintained distribution framework that identifies the appropriate sales resources for a business
document according to configured conditions. Once this framework is available, opportunity processing can use the relevant
determination logic to assign the appropriate employees to the opportunity sales team. This supports consistent assignment
across opportunities and reduces the need for users to manually build a sales team each time an opportunity is created or
changed. In practice, administrators first maintain the applicable work-distribution setup and its rules, including the
organizational and employee information required for assignment. The opportunity’s sales-team determination can then
consume that setup when the rule conditions are evaluated. This prerequisite is important because the determination
process needs a configured source for identifying and distributing responsibility to the relevant sales personnel. SAP Sales
Cloud documentation describes the configuration and business setup concepts for sales processes and employee
assignment in the Cloud for Customer solution; see the SAP Cloud for Customer Help Portal and SAP’s SAP Sales Cloud
learning resources.

QUESTION NO: 2

Where do you configure service levels in SAP Coud for Service? There are 2 correct answers to this question.
A. In Administrator Work Center

B. In Scoping

C. In the Service Control Center

D. In Fine-Tuning

ANSWER: AD

Explanation:

Service levels are maintained operationally in the Administrator work center, where an administrator can create and maintain
the service-level definitions used for service-request processing. These definitions establish the response and resolution
targets that the system uses when it determines due dates and monitors whether a service commitment has been met. This
is the central administration entry point for service-level master data.

Fine-Tuning is also a configuration location for service-level-related settings in SAP Cloud for Customer. Fine-tuning
activities are used to adapt the service process to the organization’s requirements, including maintaining the configuration
values and assignments that make service levels available and usable in the tenant. Together, these locations support both
the definition of the service levels and their process-specific configuration.

SAP Cloud for Customer documentation describes service management configuration and the administrative configuration
framework for SAP Sales and Service Cloud, version 1. See the SAP Cloud for Customer Help Portal and SAP’s SAP Sales
and Service Cloud learning resources for product documentation and configuration guidance.

QUESTION NO: 3
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Which of the following tasks can you perform using the fine-tuning activity for service processing? There are 2 correct
answers to this question.

A. Create or delete custom channels
B. Manage business tasks for employee support
C. Assign tickets to the last processor

D. Disable the profanity check for outbound responds

ANSWER: B D

Explanation:

In SAP Hybris Cloud for Customer, the Service Processing fine-tuning activity provides configuration settings that control
selected behaviors of service processing and employee-support scenarios. Manage business tasks for employee support
is available because business tasks support the internal handling of employee-support requests, enabling administrators to
maintain the relevant task setup used by service teams. This configuration helps standardize the work that is created,
assigned, and tracked while employees handle support-related issues.

Disable the profanity check for outbound responses is also a Service Processing setting. The profanity check is part of
the controls applied to text entered in outbound service communications. Fine-tuning lets an administrator determine whether
this validation is active, so the behavior can be aligned with the organization’s communication policies and service-process
requirements.

These settings are administrative configuration choices, maintained through Business Configuration rather than by an
individual service agent while processing a particular ticket. SAP documentation for Cloud for Customer configuration and
service capabilities is available in the SAP Help Portal for SAP Cloud for Customer. For broader SAP Sales and Service
Cloud learning material, see SAP Learning.

QUESTION NO: 4

What type of confirmation is received for an availability check when you use the Quotation Request External Pricing option
from SAP Hybris Cloud for Customer?

Please choose the correct answer.
A. Binding Confirmation

B. Future Confirmation

C. Semi-binding Confirmation

D. Non-binding Confirmation

ANSWER: D

Explanation:

Non-binding Confirmation is the confirmation type returned when an availability check is performed through the Quotation
Request External Pricing scenario in SAP Hybris Cloud for Customer. A quotation request is part of a pre-sales process: it
asks the connected SAP back-end system to determine pricing and product availability while the customer-facing document
is still being prepared. The availability result is therefore informational and supports the sales representative in creating a
realistic quotation, but it does not reserve inventory, create a delivery commitment, or establish a contractual obligation. The
response can include confirmed quantities and dates calculated by the external pricing and availability service, yet those
values remain subject to change until a subsequent sales order and its relevant confirmation process are completed. This
distinction is important when integrating Cloud for Customer with SAP ERP or SAP S/4HANA, because the external system
remains responsible for executing the availability logic and returning the result to the quotation-request flow. SAP’s Cloud for
Customer documentation is available at SAP Help Portal: SAP Cloud for Customer; related SAP sales-process guidance can
be found at SAP Help Portal: SAP S/4HANA Cloud.
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QUESTION NO: 5

How does the integration of SAP Ham with SAP C4C benefit service agents? There are 2 correct answers to this question.
A. They can create a ticket directly from SAP Jam

B. They can attach Knowledge base articles to tickets

C. They can view Knowledge base group updates in the Feed pane

D. They can edit Knowledge base articles in the agent workspace

ANSWER: B C

Explanation:

The SAP Jam integration (the question’s “SAP Ham” is evidently referring to SAP Jam) makes collaborative knowledge
available in the service process without requiring agents to leave SAP Cloud for Customer. They can attach Knowledge
base articles to tickets because relevant knowledge content can be associated with a customer-service ticket, giving the
agent a reusable source of resolution information and making that information available as part of the ticket context. This
supports consistent service responses and helps agents apply knowledge gathered by subject-matter experts.

They can view Knowledge base group updates in the Feed pane because the integration surfaces activity from the
relevant SAP Jam knowledge-base group in the C4C feed. Agents can therefore stay aware of newly shared articles,
discussions, and other group updates while working on service records. The central purpose is to connect C4C service
execution with the collaborative knowledge maintained in SAP Jam, so that operational service work benefits from current
community expertise. SAP’s Cloud for Customer documentation describes the product’s service and knowledge-
management capabilities at SAP Help Portal: SAP Cloud for Customer, while SAP’s collaboration-product documentation is
available at SAP Help Portal: SAP Jam Collaboration.

QUESTION NO: 6

What happens during the lead aging notification process? There are 2 correct answers to this question.
A. The manager of the sales representative receives the natification.

B. The lead owner receives the notification.

C. By default the priority for the notification is set to high.

D. A new high priority notification is triggered after the first notification expires.

ANSWER: AC

Explanation:

Lead aging notifications are part of the sales-management follow-up process in SAP Hybris Cloud for Customer. They help
ensure that leads do not remain unattended or unchanged beyond the defined aging period. The notification is directed to
the manager of the sales representative, enabling the manager to monitor overdue lead handling, intervene when needed,
and maintain accountability for timely lead qualification and progression. This escalation-oriented recipient is important
because lead aging is intended to support managerial oversight rather than simply repeating the lead work item for the
assigned representative.

The notification is created with high priority by default. Assigning high priority makes an aging lead visible as an item
requiring prompt attention in the recipient’s notification worklist and supports timely sales-process follow-up. The lead-aging
configuration can be used alongside the organization’s lead distribution and responsibility processes to maintain an effective
response cycle. SAP’s Cloud for Customer documentation and product information provide the broader context for lead
management, sales activities, notifications, and management oversight: SAP Help Portal: SAP Cloud for Customer and SAP
Cloud for Customer product information.
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QUESTION NO: 7

Which of the following enhancements can you create in a business object extension using SAP Cloud Applications Studio?
There are 3 correct answers to this question.

A. Extension fields

B. Actions

C. Event handling logic

D. Standard business object nodes

E. Tenant upgrade schedules

ANSWER: ABC

Explanation:

A business object extension can be used to add extension fields, create actions, and implement event handling logic for
a standard business object. Extension fields add customer-specific data to the delivered object. Actions provide customer-
specific operations, and event handling enables logic to run when defined business object events occur. A business object
extension does not change the structure of SAP-delivered standard nodes by adding new standard nodes.

For SAP Cloud for Customer extensibility information, see the SAP Cloud for Customer Help Portal.

QUESTION NO: 8

You want to define the allowed response and resolution time for a service ticket. Which object do you use?
Please choose the correct answer.

A. Service level

B. Registered product

C. Warranty

D. Activity plan

ANSWER: A

Explanation:

You use a service level. A service level defines service commitments such as the expected response time and resolution
time for service tickets. Service levels support service organizations in monitoring whether customer issues are handled
within the agreed service targets and can be determined according to the configured service process.

For service-process documentation, see the SAP Cloud for Customer Help Portal.

QUESTION NO: 9

Which artifacts can you create using SAP Cloud Applications Studio? There are 3 correct answers to this question.
A. Business objects

B. ABSL script files

C. User interface components

D. Organization units
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E. Tenant upgrade schedules

ANSWER: ABC

Explanation:

SAP Cloud Applications Studio supports the development of customer-specific solution artifacts. You can create business
objects to model additional business data and processes. You can create ABSL script files to implement custom business
logic, such as validations and determinations. You can also create user interface components to provide screens and
views for solution functionality.

The studio is intended for extensibility and solution development. It is not used to create standard organizational structures
or to define tenant upgrade schedules. SAP development documentation is available through the SAP Cloud for Customer

Help Portal.

QUESTION NO: 10

Registered products are dependent on which of the following scoping options in Business Configuration Scoping? Please
choose the correct answer.

A. Installation Point
B. Installed Base
C. Equipment

D. Product Category

ANSWER: B

Explanation:

Installed Base is correct because registered products are managed as part of the installed-base business object in SAP
Hybris Cloud for Customer. An installed base represents products or assets associated with a customer, including their
registration and lifecycle information. Consequently, the related capabilities are made available only when the Installed Base
area is selected during Business Configuration scoping. This scope decision activates the required configuration and
business-object support so users can maintain registered-product records in the solution and use them in service-related
processes, such as identifying the customer’s product during service interactions. Scoping is significant in SAP Cloud for
Customer because it determines which business processes and configuration activities are enabled for a tenant; the system
exposes functionality according to the selected scope rather than merely displaying every possible feature. The installed-
base scope therefore provides the functional foundation for working with registered products. SAP’s Cloud for Customer
documentation is available through the SAP Help Portal for SAP Cloud for Customer, and SAP’s product learning content
provides further context for the installed-base and service processes in SAP Sales Cloud learning journeys.

QUESTION NO: 11

What must you define to enable upsell and downsell product recommendations in sale quotes? Please choose the correct
answer.

A. Product categories
B. Product groups
C. Product hierarchies

D. Product lists

ANSWER: D
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Explanation:

Product lists must be defined to support upsell and downsell recommendations in sales quotes. In SAP Hybris Cloud for
Customer, a product list is more than a simple classification of products: it provides the maintained business relationship
used by the system to suggest alternative or additional products during selling. Recommendation behavior can be configured
through product-list content and associated recommendation settings so that a sales representative receives relevant
proposals while creating or editing a quote. This supports cross-selling and guided selling by presenting suitable products
based on the product currently being considered. The list can be maintained for the relevant sales context and used by
quote processing to determine which products are proposed as upsell or downsell candidates. Product master data must of
course exist, but the recommendation capability specifically relies on the defined product-list relationship rather than only on
organizational grouping or hierarchy information. SAP’s Cloud for Customer product and sales documentation is available
through the SAP Cloud for Customer Help Portal; SAP also provides current learning content for sales processes in SAP
Sales Cloud learning journeys.

QUESTION NO: 12

Where can you monitor the processing status of web service messages in SAP Hybris Cloud for Customer?
Please choose the correct answer.

A. Web Service Message Monitoring

B. Data Workbench

C. Business Configuration

D. Application and User Management

ANSWER: A

Explanation:

The Web Service Message Monitoring view is used to monitor inbound and outbound web service messages. It enables
administrators to review message status, examine errors, and access message-related details when analyzing integration
processing.

For integration monitoring information, see the SAP Cloud for Customer Help Portal.

QUESTION NO: 13

Your customer needs information from multiple internal and external sources. The result must be shown on an Opportunity
Overview in SAP Hybris Cloud for Customer.

Which mashup type do you recommend? Please choose the correct answer.
A. Data mashup

B. URL mashup

C. Custom mashup

D. HTML mashup

ANSWER: A

Explanation:

Data mashup is the appropriate choice because it is designed to consolidate and present information obtained from several
sources in the context of a Cloud for Customer business object. In this scenario, the Opportunity Overview is the relevant
object page, and the requirement is not merely to open a single external page or render static embedded content. A data
mashup can retrieve and combine relevant internal and external data, then display the resulting information directly within
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the opportunity context. This gives sales users access to supporting data while they review or work with the opportunity,
without requiring them to leave the overview or manually correlate results across separate systems. The mashup
configuration associates the content with the target business object and its available parameters, allowing the displayed
result to be contextual to the current opportunity. SAP Cloud for Customer documentation describes mashups as a
mechanism for integrating external web content and services into the application Ul; data-oriented mashups are suited to
displaying returned, contextual information in the object view. See the SAP Cloud for Customer documentation landing page
at SAP Help Portal: SAP Cloud for Customer and SAP’s product information at SAP Sales Cloud.

QUESTION NO: 14

To which of the following entities must you assign the Phone Call work Center view to access the live activity pane for
computer telephony integration (CTI)? There are 2 correct answers to this question.

A. Business user
B. Employee
C. Business role

D. Organizational unit

ANSWER: AC

Explanation:

The Phone Call work center view must be made available through both the Business role and the individual Business
user. In SAP Cloud for Customer, a business role controls the work centers and work center views that a group of users is
entitled to access. Assigning the Phone Call work center view to the relevant business role establishes the authorization and
navigation availability required for CTl-related phone functions. The affected user must also have that role assigned in the
business-user master data so that the authorization is effective for that person’s interactive session. This user-level
assignment is what allows the agent to open and use the live activity pane while working with the CTl integration. CTI setup
therefore combines role-based access design with assignment of that role to the users who handle calls. SAP’s Cloud for
Customer documentation describes work-center access as role-based and explains that business users receive permissions
through their assigned business roles. See the SAP Cloud for Customer Help Portal and SAP’s SAP Learning content for
Cloud for Customer for the relevant administration and access-management guidance.
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