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Topic Break Down

Topic No. of Questions
Topic 1, SAP Service Cloud Overview |7
Topic 2, User Management 15
Topic 3, Business Configuration 33
Topic 4, Master Data 13
Topic 5, Service Process 17
Topic 6, Service Entitlement 3
Topic 7, Service Level Agreements 10
Topic 8, Registered Products 13
Topic 9, Installed Base 10
Topic 10, Knowledge Base 4
Topic 11, Service Analytics 7
Total 132
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QUESTION NO: 1

When a customer calls in with a problem with their product, which feature helps the service agent quickly identify the unique
product ?

A. Registered product
B. Installed base
C. Service contract

D. Service warranty

ANSWER: A

Explanation:

Registered product is correct because it represents a specific, individual product that belongs to a customer, rather than
merely the general product model or catalog entry. In SAP Service Cloud, a registered product record can hold identifying
details for the individual item, such as its serial number, product identifier, ownership information, installation-related data,
and relevant service history. This gives the service agent a reliable way to locate the exact product discussed during a
customer interaction and to use that product context while creating or processing a service request.

Associating a customer’s individual product with service processes supports faster issue qualification and more accurate
service delivery. Once the agent has identified the registered product, its related service information can be considered in the
interaction, helping ensure that the case is handled against the correct customer-owned item. SAP Service Cloud’s service
capabilities are designed to maintain this customer and product context across service engagements. See the SAP Service
Cloud documentation at SAP Help Portal: SAP Service Cloud and SAP’s service-cloud learning resources at Explore SAP
Service Cloud.

QUESTION NO: 2

Which of the following Data Workbench actions are supported for a complete business object? Note: There are 2 correct
answers to this question.

A. Delete
B. Update
C. Upsert

D. Insert

ANSWER: CD

Explanation:

For a complete business object in SAP Service Cloud Data Workbench, Upsert and Insert are supported. Insert is used to
create new instances of the complete business object from the import file. This is appropriate when the records being loaded
do not yet exist in the tenant and the file contains the data required to create the object, including its relevant dependent
information where applicable.

Upsert supports integration and migration scenarios in which an inbound data set may contain a mixture of new and existing
records. Data Workbench identifies an existing business object by its supported key information and updates it when a
match is found; when no matching object exists, it creates a new one. This makes Upsert particularly useful for repeatable
loads and synchronization processes, because the same import design can maintain existing data while also creating newly
introduced records.

SAP documents Data Workbench as the tool for importing and exporting business data and for selecting the relevant import
operation for a business object. See the SAP Service Cloud documentation and SAP’s SAP Service Cloud learning journey
for Data Workbench and data migration guidance.
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QUESTION NO: 3

You have configured the SLAs and their determination rules, but they are not derived in the service ticket. Which of the
following can be a reason for that? Note: There are 2 correct answers to this question.

A. The determination rules have been configured, but not activated.
B. The question related to SLAs must be activated in project scoping.
C. The system background job for SLA determination runs every 30 minutes and has not been executed yet.

D. A workflow rule has to be scheduled to trigger the determination.

ANSWER: AB

Explanation:

For SLA determination in SAP Service Cloud, the relevant SLA functionality must first be included in the tenant’s scoped
solution. Activating the project-scoping question related to SLAs makes the required business configuration and service-
ticket capabilities available. Without this scope, configured SLA content cannot be used for ticket processing. In addition,
SLA determination rules are configuration objects that must be activated before they are effective in runtime processing.
Activation publishes the maintained rule logic so that the system can evaluate the ticket data—such as service category,
priority, customer, or service team—and assign the applicable SLA when the ticket is created or changed. Therefore, both
the scoped SLA question and active determination rules are required prerequisites for an SLA to be derived in a service
ticket. SAP’s Service Cloud documentation describes SLA management as part of service-ticket processing and emphasizes
that business configuration must be set up for the relevant capabilities. See the SAP Service Cloud documentation and
SAP’s Service Cloud learning resources for configuration and ticket-management guidance.

QUESTION NO: 4

Which of the following features apply to time recording? Note: There are 3 correct answers to this question.
A. Automatic time recording can be done by clicking "Start recording" and "Stop recording".

B. You can activate the Microsoft Outlook integration for time recording.

C. Code list restrictions are not possible for the Time Type field.

D. Time recording can be done online or in offline mode.

E. Time sheets can be submitted for approval.

ANSWER: ADE

Explanation:

SAP Service Cloud time recording supports timer-based capture of effort directly from the relevant business context.
Consequently, “Automatic time recording can be done by clicking "Start recording" and "Stop recording".” is a supported
capability: a user starts the timer when work begins and stops it when the activity ends, allowing the elapsed duration to be
recorded as time. Time recording is also designed for field and service scenarios in which connectivity may not be
continuous. Therefore, “Time recording can be done online or in offline mode.” correctly reflects support for recording time
while offline and synchronizing the data once connectivity is restored. In addition, the application supports a controlled
timesheet process, so “Time sheets can be submitted for approval.” is correct. Submitted entries can be reviewed through
the configured approval process before being finalized for organizational reporting or follow-up processing. These
capabilities provide a practical end-to-end process: capture time while working, retain productivity during disconnected work,
and route recorded time for formal approval. SAP’s Service Cloud documentation is available through the SAP Service Cloud
Help Portal; SAP also provides product learning content at SAP Learning: Service Cloud.

QUESTION NO: 5
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Which business function in the account master will block the release of quotes to SAP
S/4HANA?

A. Sales support block

B. Prospect

C. Delivery block

D. Credit limit check

ANSWER: A

Explanation:

Sales support block is the relevant account-master business function because quotations are categorized as sales-support
documents in SAP Sales Cloud. When this block is maintained for an account, SAP Sales Cloud prevents sales-support
processing for that customer in the connected backend scenario, including releasing a quote to SAP S/4HANA. This allows a
business to keep account-level control over whether presales documents may be transferred to the ERP system, for
example while customer information is being reviewed or when the customer must not currently receive sales-support
activity.

The block is evaluated in the sales context of the account and is therefore appropriate for a quote release process. It
provides a deliberate business control before the quote reaches SAP S/4HANA, where subsequent follow-on processing and
document management could otherwise occur. SAP’s Sales Cloud documentation describes account and sales-process
configuration in the SAP Sales Cloud Help Portal, and SAP’s implementation learning content covers integration-relevant
sales processes: SAP Sales Cloud Help Portal and Implementing SAP Sales Cloud.

QUESTION NO: 6

What is required to set up the organizational structure correctly?

A. The root node/uppermost node must be defined as a service organization.
B. The root node/uppermost node must be defined as a company.

C. The root node/uppermost node must be defined as a sales organization.

D. The root node/uppermost node must be defined as an enterprise.

ANSWER: B

Explanation:

The root node/uppermost node must be defined as a company. In SAP Service Cloud, the organizational structure is a
hierarchical representation of the business and provides the foundation for organizational determination, employee
assignments, responsibility management, reporting, and business-document processing. The top-level organizational unit
represents the company and is created first when the organizational structure is set up. It establishes the highest level of the
hierarchy to which lower organizational units can be assigned.

After the company root is available, the structure can be expanded with units that reflect operational responsibilities, such as
sales organizations, service organizations, departments, teams, and individual organizational units. These lower-level units
support the routing and determination logic used by sales and service processes. Defining the uppermost node as a
company therefore ensures that the hierarchy has the required business context and that subsequent organizational units
can be modeled consistently beneath it. SAP’s documentation on organizational management describes the organizational
structure as the basis for assigning employees and modeling the company’s organizational units; SAP Help Portal
documentation for SAP Sales and Service Cloud is available at SAP Help Portal: SAP Cloud for Customer. SAP’s product
overview also identifies SAP Service Cloud as part of the customer-experience suite supporting service operations: SAP
Service Cloud.
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QUESTION NO: 7

What can you use to keep track of new knowledge base articles and changes made to the existing ones if you have set up
SAP Jam as a knowledge base?

A. Knowledge Base fine -tuning activity
B. Solution finder
C. Broadcast

D. Feed

ANSWER: D

Explanation:

Feed is correct because SAP Jam is designed around activity feeds that surface updates from the people, groups, and
content a user follows. When SAP Jam is configured as the knowledge base for SAP Service Cloud, knowledge content is
managed in SAP Jam and users can use the relevant feed to stay informed about newly published articles and updates to
existing articles. Feed entries provide a chronological, collaborative view of content activity, making it possible to notice
changes without manually reopening and checking each article individually.

This behavior supports knowledge sharing in service organizations: article authors and subject-matter experts can publish or
update knowledge, while service agents can follow the associated SAP Jam content or group and receive those activities in
their feed. The feed therefore acts as the update-awareness mechanism for the SAP Jam-based knowledge repository. SAP
describes feeds as a core SAP Jam collaboration capability for viewing and participating in current activities, content
updates, and discussions. See the SAP Jam Collaboration documentation and the SAP Service Cloud documentation for
product guidance.

QUESTION NO: 8

You plan a product recall with the help of automatically generated tickets. Which tool do you use?
A. Ticket routing rules

B. Maintenance plan

C. Realignment runs

D. Activity planner

ANSWER: B

Explanation:

Maintenance plan is the appropriate tool because SAP Service Cloud uses maintenance plans to automate the creation of
service tickets for a defined population of registered products or installed-base objects. In a product-recall scenario, the
organization first identifies the affected products and then uses a maintenance plan to generate the required follow-up tickets
systematically. The plan can define the relevant product selection, scheduling, and ticket-creation process, enabling service
teams to contact customers, arrange corrective work, and track completion consistently.

This approach supports a proactive, repeatable service process rather than relying on users to create a ticket manually for
every affected customer. Automatically generated tickets also preserve the operational record needed to monitor recall
execution, assign work, and ensure that each affected product is handled. SAP documents Service Cloud capabilities and
configuration guidance in the SAP Service Cloud documentation; the broader SAP Help Portal provides the current product
documentation and release-specific guidance.

QUESTION NO: 9
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Which options do you have to connect an existing ticket to another ticket? Note: There are
3 correct answers to this question.

A. Use the Subticket tabstrip to add a ticket.

B. Execute an action for grouping tickets.

C. Maintain the ticket hierarchy.

D. Select the relevant scoping item.

E. Define a multi-step approval process.

ANSWER: ACD

Explanation:

Ticket hierarchy functionality in SAP Service Cloud provides the structured parent-and-subticket relationship needed to
connect one existing ticket with another. The required configuration is enabled through the relevant scoping item in Business
Configuration; scoping makes the hierarchy capability and its related user-interface functions available in the tenant. Once
this capability is in scope, a user can use the Subticket tabstrip to add an existing ticket as a related subticket, thereby
establishing the parent/subticket connection directly from the ticket record. The hierarchy can also be managed through the
ticket-hierarchy maintenance function, which supports maintaining the structural relationship between the involved ticket
records. These capabilities support organized handling of related service issues while retaining the individual ticket records
and their processing data. SAP’s Service Cloud documentation is available in the SAP Cloud for Customer Help Portal;
configuration and scoping concepts are also covered in SAP’s SAP Service Cloud implementation learning journey.

QUESTION NO: 10

Which objects are required to create a service ticket? Note: There are 2 correct answers to this question.
A. Contracts

B. Service request

C. Maintenance plan

D. Customer

ANSWER: AD

Explanation:

A customer and a contract provide the essential business context for creating and processing a service ticket in SAP Service
Cloud. The customer identifies the party for whom the service issue is being recorded. This party relationship is fundamental
because it enables the ticket to be associated with the relevant account or individual customer and makes the customer’s
service history, installed base, interactions, and related service information available to the agent. The contract supplies the
service-entitlement context. It identifies the agreed service coverage and commercial conditions under which the reported
issue is handled, such as covered services, validity dates, response commitments, and entitlement-related checks.
Associating the ticket with the applicable contract therefore supports consistent fulfillment of the customer’s agreed service
terms and makes the ticket usable in a contract-based service process. SAP Service Cloud service capabilities are designed
around managing customer service interactions and fulfilling contractual service commitments; see the SAP learning
overview for SAP Service Cloud and the SAP Cloud for Customer documentation.

QUESTION NO: 11

Which feature is used to limit values in a drop-down list?

A. Extension fields
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B. Adaptation
C. Personalization

D. Code list restriction

ANSWER: D

Explanation:

Code list restriction is the feature used to limit the values available in a drop-down list in SAP Service Cloud. Many business
objects use code lists to supply standardized selectable values for fields, such as statuses, categories, priorities, or
countries. A code list restriction lets an administrator control which of those predefined values are available in a particular
business context. For example, values can be restricted based on the relevant sales organization, service organization, or
other configured scope, so that users see only entries that are appropriate for the record they are creating or editing.

This capability supports data quality and streamlined processing: users select from an approved, context-relevant set of
values rather than manually entering inconsistent data or choosing values that do not apply to their organizational area.
Restrictions are maintained as part of business configuration and are applied to the Ul field that is bound to the relevant code
list. SAP’s Service Cloud documentation describes code lists as predefined lists of values used by fields and explains that
scoping and configuration control the behavior of business-object fields. See the SAP Service Cloud documentation and the
SAP Service Cloud learning resources for configuration concepts and guided learning content.

QUESTION NO: 12

Which elements can be used to restrict access to views? Note: There are 2 correct answers to this question.
A. Business roles

B. Field extensions

C. Territories

D. Code list restrictions

ANSWER: AC

Explanation:

Business roles are used to control a user’s navigation and functional authorizations in SAP Service Cloud. A business role
can determine which work centers and work-center views a user can see and use. Administrators maintain these
assignments in the business role configuration, allowing the available Ul views to be tailored to the responsibilities of service
agents, managers, sales users, and other user groups. This is the primary mechanism for view-level access control.

Territories complement role-based access by applying organizational responsibility and data-access boundaries. When
territory management is enabled and maintained, users can be associated with territories and granted access based on the
territory structure. This ensures that the views and business information available in a user’s working context align with their
assigned geographic, product, or organizational responsibility. Together, business roles define the permitted application
areas and views, while territories help constrain access according to the relevant business scope. SAP’s Service Cloud
documentation is available at SAP Help Portal: SAP Cloud for Customer, and SAP’s learning resources for Service Cloud
are available at SAP Learning: Service Cloud.

QUESTION NO: 13

Which ticket field identifies the service commitment that is assigned to a service ticket?
A. Service category
B. Priority

C. Service level
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D. Processing status

ANSWER: C

Explanation:

Service level is correct. The service level identifies the applicable service commitment for the ticket and is determined from
the configured service level agreement conditions. The assigned service level provides the basis for calculating service
targets, such as the ticket due date, according to the relevant service calendar and defined response or resolution times.

Priority is used to indicate business urgency, while the service category classifies the requested service. Neither field itself
represents the contractual or operational service commitment. See the SAP Service Cloud documentation for service ticket
and service-level configuration guidance.
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