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QUESTION 1

What module is used to create Case Record Producers? 

A. Case Record Producers 

B. Edit Records 

C. Record Producers 

D. Maintain Records 

Correct Answer: C 

 

QUESTION 2

Out-of-box, which functionality handles state transitioning for case management? 

A. Workflows 

B. State Flows 

C. Business Rules 

D. Flows 

Correct Answer: B 

 

QUESTION 3

What are the types of units used to measure entitlements? (Choose two.) 

A. Hours 

B. Contract 

C. Cost 

D. Case 

Correct Answer: AD 

 

 

QUESTION 4

From which places in ServiceNow can a customer service agent [sn_customerservice_agent] create a case? (Choose
three.) 
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A. Account 

B. Incident 

C. Customer Service Application 

D. Special Handling Note 

E. Chat 

Correct Answer: ACE 

 

 

QUESTION 5

A customer service agent wants to escalate an account but is unable to use the Escalate Account related link on the
Account form. What could be the reasons why the customer service agent is not able to use it? (Choose two.) 

A. No escalation approval flow is configured 

B. The parent account of the account to be escalated is not active 

C. The customer service agent is not assigned with the escalation requester role 

D. The account already has an open escalation record 

Correct Answer: AC 
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