
Examen Certification SAP Service Cloud :
Guide Complet

Dans le monde des affaires d'aujourd'hui, la mise en œuvre de solutions efficaces est
primordiale. Le SAP Service Cloud est une plateforme qui aide les entreprises à gérer leur
service client et leurs opérations. Pour devenir un expert dans ce domaine, la certification
de Consultant SAP est essentielle.

Pourquoi la Certification SAP est-elle Importante ?

Obtenir une certification SAP valide vos compétences et connaissances. Cela renforce
votre CV et augmente vos chances d'emploi. Les employeurs recherchent des professionnels
qualifiés pour les guider dans la mise en œuvre SAP.

Comment se Préparer à l'Examen de Certification ?

La préparation est la clé du succès. Voici quelques étapes pour réussir :

1. Suivez une Formation SAP : Participez à une formation pour comprendre les concepts
de base.

2. Étudiez le Matériel Officiel : Assurez-vous de couvrir les sujets pertinents dans les
livres et manuels fournis par SAP.

3. Pratiquez avec des Examens Blancs : Familiarisez-vous avec le format de l'examen
et le type de questions. Vous pouvez aussi explorer des ressources externes telles que ce
lien pour un matériel d'examen complémentaire.

4. Rejoignez des Groupes d'Étude : Échangez des idées et des conseils avec d'autres
candidats.

Les Avantages du SAP Service Cloud

Le SAP Service Cloud offre plusieurs avantages pour les entreprises :

Centralisation des Données : Toutes les informations sont accessibles en un seul
endroit.

Amélioration de l'Efficacité : Rationalise les processus et réduit les temps d'attente.

Meilleure Satisfaction Client : Répond plus rapidement aux besoins des clients.
Consultez des ressources utiles comme ce lien pour plus d'informations.

https://www.certkillers.net/Exam/C_C4H56_2411
https://www.certkillers.net/Exam/C_C4H56_2411


Conclusion

La certification dans le SAP Service Cloud peut transformer votre carrière. En suivant une
formation et en vous préparant soigneusement, vous pouvez réussir votre examen et devenir
un Consultant SAP précieux pour toute organisation.
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Question: 1

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

Answer: B, D

Explanation:

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 teams
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.
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 team or 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

Question: 2

Which of the following describe how access restrictions are governed in SAP Service Cloud Version 2?

A. Unrestricted access rights override any restrictions you have defined.
B. Restricted access rights override any unrestricted access you have defined.
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C. End users can decide if access rights override any restrictions.
D. If the access rights are contradictory, the system automatically grants no access.

Answer: A

Explanation:

"The precedence is given to Unrestricted. For example, if a user is having 2 roles where one view is
unrestricted and the same view is restricted in another role, then the user will have unrestricted access.
In other words, if one role blocks the write access and another role allows it, the more permissive role
takes precedence."

Question: 3

Which milestone can you use for service levels?

A. Warranty validity
B. Created-on date
C. Initial review date
D. Status

Answer: B

Explanation:

Question: 4

Which elements can you use to define a service level? Note: There are 2 correct answers to this question.

A. Maintenance plan
B. Completion due on
C. Day of the week
D. Priority

Answer: B, D

Explanation:

Service levels in SAP Service Cloud V2 are defined to set timelines and priorities for case handling.
Completion due on is a key element used to specify the due date for case resolution within an SLA.
Priority is another critical element, as it determines the urgency of the case and influences the SLA
timeline. According to SAP documentation, "Service Levels are defined in the SAP Service Cloud V2 to set
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the timeline for different types of Case (Ticket) based on the situation and priority."
Maintenance plan (A) is related to service contracts, not SLAs. Day of the week (C) is part of operating
hours configuration but not a direct element for defining service levels.
Reference:
SAP Community: Set Up Service Level In SAP Service Cloud V2 community.sap.com
SAP Help Portal: SLA Setup in SAP Service Cloud V2

Question: 5

What can the categories in the service catalog be used for? Note: There are 3 correct answers to this
question.

A. To control validity of the service catalog
B. Service level determination
C. A filter option for the case summary
D. Business role assignment
E. Case responsibility determination

Answer: A, C, E

Explanation:
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