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Topic Break Down

Topic No. of Questions

Topic 1, Service Cloud Overview 5

Topic 2, Service Cloud User Management and Business Roles 15

Topic 3, Service Cloud Configuration 38

Topic 4, Service Cloud Master Data Management 36

Topic 5, Service Cloud Service Process 29

Topic 6, Service Cloud Analytics 11

Topic 7, Service Cloud Integration 31

Topic 8, Service Cloud Extensibility 8

Total 173
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QUESTION NO: 1

What activities do you perform in the administrator work center to enable a new social media channel? There are 3 correct 
answers to this question.

A. Select the channel type

B. Set up service level determination for the social media channel

C. Create and schedule social media import run

D. Set up access to social media account

E. Set up ticket routing for the social media channel

ANSWER: A C D 

Explanation:

To enable a social media channel, the administrator first selects the channel type. This establishes which supported social-
media integration is being configured and makes the applicable channel settings available. The administrator then sets up 
access to the social media account, which authorizes SAP Service Cloud to connect to the organization’s account and 
retrieve the relevant interactions. Finally, the administrator creates and schedules a social media import run. The import run 
is the operational mechanism that periodically collects incoming social-media messages and creates the corresponding 
items in SAP Service Cloud so they can be processed by service teams. Together, these activities establish the channel 
definition, the authenticated connection to the external account, and the recurring inbound-data retrieval needed for the 
channel to operate. SAP Service Cloud administration and integration capabilities are documented in the SAP Help Portal at 
SAP Cloud for Customer documentation. For broader official learning content on Service Cloud configuration and 
administration, see SAP Learning: Service Cloud.

QUESTION NO: 2

A user reports an incident. The administrator determines that this incident needs to

be reviewed by SAP Support.

What is the NEXT STEP the administrator must perform in SAP Cloud for Customer?

A. Forward the incident to the provider

B. Respond to the requester

C. Take over the incident

D. Create a service request with SAP Support

ANSWER: A 

Explanation:

Forward the incident to the provider is the required next step. In SAP Cloud for Customer, an incident reported by an end 
user is initially handled within the customer tenant. After the administrator has assessed the issue and determined that SAP 
intervention is required, forwarding it to the provider routes the incident from the customer’s internal handling process to SAP 
Support. This action transfers the relevant incident context, such as the issue description, affected area, and diagnostic 
details collected in the tenant, so that SAP can investigate it through its support processes. The administrator remains the 
customer-side contact for communication and can monitor subsequent updates or requests for additional information. This 
workflow ensures that SAP receives a properly qualified support case rather than requiring the end user to engage SAP 
directly. SAP’s support guidance describes the customer incident process and the role of support cases in obtaining 
assistance from SAP: SAP Support: Incident Management. Product documentation for SAP Cloud for Customer is available 
through the SAP Help Portal.
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QUESTION NO: 3

Which objects are required when you configure a standard integration scenario in SAP Cloud for Customer? Note: There are 
3 correct answers to this question.

A. Communication scenario

B. Communication system

C. Communication arrangement

D. Business role

E. Service catalog

ANSWER: A B C 

Explanation:

A standard integration setup uses a communication scenario, a communication system, and a communication 
arrangement. The communication scenario defines the SAP-delivered integration capability. The communication system 
represents the external or connected system. The communication arrangement combines these elements and contains the 
concrete technical settings, such as communication users, authentication data, and service endpoints. A business role and 
service catalog are not required integration-configuration objects. See the SAP Cloud for Customer documentation for 
communication management and integration configuration concepts.

QUESTION NO: 4

What can you use to hide a single value of multiple value field?

A. Access rights

B. Code lists restrictions

C. Personalization

D. Key user tool (KUT)

ANSWER: B 

Explanation:

Code lists restrictions can be used to hide an individual value in a field that offers multiple predefined values. In SAP Service 
Cloud, a code list represents the set of selectable entries for a field, such as categories, statuses, priorities, or other 
business-specific classifications. A code list restriction controls which of those entries are available in a particular business 
context. This lets an administrator remove a specific value from users’ selection lists while retaining the field itself and its 
remaining permitted values.

This approach is appropriate when the requirement concerns the availability of one value rather than access to the entire 
field or screen. Restrictions can be configured with contextual conditions, allowing the selectable values to align with the 
relevant organizational, process, or business configuration. As a result, users see a cleaner and controlled list of valid 
choices, supporting consistent data entry without requiring the underlying field to be removed. SAP Service Cloud 
documentation is available in the SAP Service Cloud Help Portal; SAP’s learning content for Service Cloud configuration can 
also be found at SAP Learning: Service Cloud.

QUESTION NO: 5

Which of the following tasks can you perform using the fine-tuning activity for service processing? Note: There are 2 correct 
answers to this question.
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A. Create or delete custom channels

B. Disable the profanity check for outbound responses

C. Assign tickets to the last processor

D. Manage business tasks for employee support

ANSWER: B D 

Explanation:

Fine-tuning for service processing contains settings that control specific service-process behaviors without requiring a 
broader configuration project. Disable the profanity check for outbound responses is available because the service-
processing fine-tuning settings govern how outbound customer communications are processed, including whether the 
profanity-check mechanism is applied before an agent sends a response. This enables an organization to align message 
handling with its communication policy while retaining the standard service workflow.

Manage business tasks for employee support is also performed in this fine-tuning area. Employee support uses business 
tasks to structure and support internal service scenarios, and administrators can maintain the relevant task definitions and 
behavior as part of service-processing configuration. This allows service teams to make the appropriate internal support 
activities available for processing employee requests and cases.

These settings are part of the administrative fine-tuning capabilities of SAP Service Cloud, where service-process features 
are tailored to an organization’s operational requirements. SAP’s Service Cloud learning resources provide an overview of 
service configuration and process setup: SAP Service Cloud learning. Product documentation is available through the SAP 
Cloud for Customer Help Portal.

QUESTION NO: 6

Which actions can be configured in a workflow rule for a service ticket? Note: There are 3 correct answers to this question.

A. Send an e-mail

B. Create a task

C. Update a field

D. Create an implementation project

E. Release a service catalog

ANSWER: A B C 

Explanation:

Workflow rules can automate follow-up processing for service tickets. They can send an e-mail to a relevant party, create a 
task for a responsible employee or team, and update a field on the affected business object when the defined conditions 
are fulfilled. These actions support consistent ticket processing without requiring an agent to perform each step manually. A 
workflow rule does not create an implementation project or release a service catalog. See the SAP Cloud for Customer 
documentation for workflow automation information.

QUESTION NO: 7

Which object provides the business data that is used as the basis for a report in SAP Cloud for Customer?

A. Data source

B. Dashboard

C. Business role
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D. Workflow rule

ANSWER: A 

Explanation:

A data source provides the business data structure used for reporting and analysis. It exposes the available characteristics, 
key figures, and other reporting-relevant fields from which a report can be designed. Reports, KPIs, and dashboards 
consume analytical data, but the data source is the object that supplies the underlying business information. See the SAP 
Cloud for Customer documentation.

QUESTION NO: 8

Which object is used for representing work tickets from SAP cloud for customer in SAP Multi Resource Scheduling?

A. Internal order

B. Service order

C. Demand

D. Debit memo request

ANSWER: C 

Explanation:

Demand is the object used in SAP Multi Resource Scheduling to represent work originating from SAP Cloud for Customer, 
including work tickets. In Multi Resource Scheduling, a demand is the scheduling-relevant representation of work that must 
be performed. It carries the information required by dispatchers to plan and assign the work to appropriate resources, such 
as required dates, duration, location, skills, and organizational context. When SAP Cloud for Customer is integrated with 
Multi Resource Scheduling, service-related work is transferred into the scheduling environment as demand data so that 
planners can view it in the planning board and make assignments based on resource availability and qualifications. This 
separation allows SAP Cloud for Customer to remain the source system for the customer-facing ticket while Multi Resource 
Scheduling manages operational planning and resource allocation. SAP’s documentation describes Multi Resource 
Scheduling as supporting the planning and assignment of demands to resources, while SAP Cloud for Customer 
documentation covers service-ticket processing in the source application. See the SAP Cloud for Customer documentation 
and SAP’s Resource Scheduling documentation for the related scheduling concepts.

QUESTION NO: 9

What information is determinated from the registered product in a service ticket? Note: there are 2 correct answer to this 
question.

A. Pricing condition

B. Maintenance plan

C. Warranty information

D. Service entitlement

ANSWER: B C 

Explanation:

Maintenance plan and Warranty information are determined when a registered product is assigned to a service ticket. A 
registered product represents a specific instance of a product that is installed at, or owned by, a customer. Its master data 
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can contain service-relevant details that enable the service agent to understand the product’s support and maintenance 
context directly in the ticket.

The maintenance plan associated with the registered product provides the planned maintenance context for that individual 
product instance. This supports service processing by identifying applicable maintenance activities and the product’s 
maintenance history or schedule. Warranty information is also taken from the registered product, allowing the agent to see 
whether the product is covered and to process the ticket with the relevant warranty context. This determination helps ensure 
that service cases are handled against the correct customer-owned product and its applicable lifecycle data.

SAP Service Cloud documentation describes registered products as customer-specific product instances used in service 
processes and identifies warranty and maintenance-related data as relevant registered-product information. See the SAP 
Service Cloud documentation and the SAP Learning resources for Service Cloud.

QUESTION NO: 10

Which functionality do you use to schedule a preventive service?

A. Visit planer

B. Maintenace plan

C. Work distribution rule

D. Resource scheduler

ANSWER: B 

Explanation:

Maintenace plan is the functionality used to schedule preventive service in SAP Service Cloud. A maintenance plan defines 
recurring service requirements for an installed base or registered product, enabling service activities to be generated at 
planned intervals or according to defined scheduling parameters. This supports proactive servicing, such as periodic 
inspections, routine maintenance, and other contractually or operationally required preventive work. The plan provides the 
recurring scheduling framework so that the relevant follow-up service execution can be created in time and assigned through 
the organization’s normal service processes. Preventive maintenance is therefore managed from the maintenance-plan 
definition rather than being created only as an individual, reactive service request after an issue occurs. In practice, the 
administrator or service planner maintains the plan’s validity, recurrence details, and related product or installed-base 
information so the system can consistently identify when the next preventive service is due. SAP’s Service Cloud 
documentation covers service processes and installed-base-related service management in the SAP Service Cloud Help 
Portal. For broader SAP training material on Service Cloud capabilities and service operations, see SAP Learning: Service 
Cloud.

QUESTION NO: 11

in which of the following ways can a service technician record and manage time? Note: There are 2 correct answers to this 
question.

A. Manually using time entry screen

B. Manually using service entry screen

C. Automatically using background jobs

D. Automatically using start / stop buttons

ANSWER: A D 

Explanation:

Service technicians can maintain their effort manually through the “Manually using time entry screen” approach. The 
time-entry user interface is designed for entering the duration of work performed and maintaining the relevant time-record 
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details, allowing technicians to document work when a timer was not used or when an adjustment is necessary. This 
supports accurate recording of service effort for the associated service work.

They can also record time through “Automatically using start / stop buttons”. Starting the timer when work begins and 
stopping it when the work is complete enables the system to calculate the elapsed duration and create or update the 
corresponding time record. This is particularly useful for technicians performing work in real time because it reduces manual 
duration calculations while preserving a time-recording process that can be reviewed and managed.

These two mechanisms represent the supported manual-entry and timer-based approaches to technician time recording in 
SAP Service Cloud. SAP’s product documentation for SAP Cloud for Customer, including Service Cloud documentation, is 
available at SAP Help Portal: SAP Cloud for Customer. Additional SAP Service Cloud learning content is available through 
SAP Learning: SAP Service Cloud.

QUESTION NO: 12

You need to define an automatic field update in a service ticket based on certain conditions. Which object do you use?

A. Workflow

B. Approval

C. Task

D. Notification

ANSWER: A 

Explanation:

Workflow is the correct object because SAP Service Cloud workflow rules automate actions for business objects, including 
service tickets (service requests), when configured conditions are met. A workflow rule is defined for the relevant business 
object and contains both the triggering conditions and the action to be performed. For this requirement, the action can be 
configured as a field update, allowing the system to set a ticket field automatically when the ticket is created or changed and 
the rule conditions evaluate as true. For example, a workflow can update a ticket’s priority, status, service team, or a suitably 
enabled custom field when values such as ticket type, category, customer, or urgency meet the defined criteria. This keeps 
ticket processing consistent and eliminates the need for an agent to perform the same update manually. Workflow 
processing is therefore the standard configuration mechanism for condition-based updates of service-ticket data in Service 
Cloud. SAP’s Service Cloud documentation is available at SAP Help Portal: SAP Service Cloud, and the relevant 
configuration and automation concepts are also covered in SAP’s SAP Service Cloud learning journey.

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 because they provide a structured, 
repeatable way to prepare many business records outside the SAP Service Cloud user interface and then upload them in 
bulk. This is especially valuable during initial implementation, when master data and historical or setup-related records must 
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be available promptly for business readiness. Templates also support validation and consistent field mapping before records 
are created in the tenant.

They are also appropriate when data is loaded from multiple applications. Data from separate legacy or source 
applications can be extracted, consolidated, transformed into the required template format, and imported in a controlled 
migration activity. This approach avoids repetitive manual creation and helps maintain a consistent data structure across 
records originating from different systems. SAP describes migration as an implementation activity for bringing existing 
business data into the cloud solution; template-based loading supports that controlled transition and is distinct from ongoing 
real-time integration. See SAP’s Implementing SAP Service Cloud learning journey and the SAP Service Cloud 
documentation for migration and implementation guidance.

QUESTION NO: 14

You have created a report and want users to open it from a specific work center view. To which object do you assign the 
report?

A. Work center view

B. Organizational unit

C. Communication arrangement

D. Service level

ANSWER: A 

Explanation:

Work center view is correct. Report assignment determines where a report is made available in the SAP Cloud for 
Customer user interface. Assigning the report to the relevant work center view lets authorized users access it in the business 
context in which they process the related data. Business roles control which users can access work centers and views, but 
the report itself is assigned to the work center view. See the SAP Cloud for Customer documentation for report assignment 
and analytics configuration information.

QUESTION NO: 15

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. The 
maintenance item represents the individual maintained object or service-relevant item within the plan, and its counter 
provides the operational value used to determine whether a planned maintenance activity has become due. For example, a 
maintenance plan can schedule work after an item has reached a specified number of operating cycles, kilometers, hours, or 
another counter-based threshold. When a new reading is recorded, the system evaluates the relevant scheduling condition 
against that maintenance item’s counter state and can generate or propose the next planned maintenance execution 
accordingly. This item-level approach is important because one maintenance plan can contain multiple maintenance items 
that have distinct usage patterns and counter values. SAP Service Cloud maintenance planning therefore uses the counter 
reading assigned in the maintenance-item context as the basis for counter-driven scheduling. SAP’s Service Cloud 

https://vtsimu.com/redirect?url=https%3A%2F%2Fdumpsarena.co
https://vtsimu.com/redirect?url=https%3A%2F%2Fdumpsarena.co%2Fid%2F4657
https://learning.sap.com/learning-journeys/implementing-sap-service-cloud
https://help.sap.com/docs/SAP_SERVICE_CLOUD
https://help.sap.com/docs/SAP_SERVICE_CLOUD
https://help.sap.com/docs/SAP_CLOUD_FOR_CUSTOMER


dumpsarena.co | Demo Exam - Page 10 of 10

documentation is available through the SAP Service Cloud product documentation; general maintenance-plan concepts and 
counter-based scheduling are also described in SAP’s Maintenance Management documentation.

QUESTION NO: 16

What can you do by using the Key User Tool in SAP Cloud for Customer? Note: There are 3 correct answers to this 
question.

A. Create extension fields

B. Create custom code lists

C. Enable extension fields for integration

D. Create communication arrangements

E. Define implementation-project scope

ANSWER: A B C 

Explanation:

The Key User Tool supports key-user extensibility without requiring custom development. You can create extension fields 
for supported business objects, create custom code lists to provide controlled values for relevant fields, and enable 
extension fields for integration when the field must be available in supported service interfaces. Creating communication 
arrangements and defining implementation-project scope are administration and business-configuration activities, not Key 
User Tool functions. See the SAP Cloud for Customer documentation for extensibility guidance.

QUESTION NO: 17

How can you prevent users from adding an installed base within a ticket?

A. Keep the installed base status as in Preparation

B. Download the installed base for offline editing

C. Use an action to block the installed base if it is active

D. Add a new inactive item to the structure of the installed base

ANSWER: A 

Explanation:

Keep the installed base status as in Preparation. In SAP Service Cloud, an installed base must be released for operational 
use before it can be selected and assigned in business processes such as tickets. The In Preparation status is intended for 
an installed base that is still being created, maintained, or reviewed. While it remains in that status, it is not available as a 
valid installed-base reference in ticket processing, which prevents service agents from adding it to a ticket. This is a useful 
control when master data must not yet be used in customer service—for example, while component assignments, serial 
numbers, customer ownership details, or warranties are incomplete. Once the installed base is ready for productive service 
processing, its status can be changed to the appropriate active or released state, making it available for use in tickets and 
other relevant transactions. This status-based availability control supports data quality by ensuring that agents work only with 
prepared, usable installed-base records. SAP’s product documentation for Service Cloud is available through the SAP 
Service Cloud documentation portal; SAP also provides product learning content at SAP Learning: Service Cloud.
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