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QUESTION 1

Business rules require a Contact to always be created when a new Account is created. 

What can be used when developing a custom screen to ensure an Account is not created if the creation of the Contact
fails? 

A. Use the Database.Delete method if the Contact insertion fails. 

B. Use the Database.Insert method with allOrNone set to False. 

C. Disable Validation rules on Contacts and set default values with a Trigger. 

D. Use setSavePoint() and rollback() with a try/catch block. 

Correct Answer: D 

 

QUESTION 2

Which of the following statements is true regarding incidents created for a VIP caller? 

A. The priority field will automatically change to High. 

B. The caller color will change. 

C. An email will be sent to incident manager to follow up regarding this incident. 

D. Workflow will change to accommodate for the criticality of the incident. 

Correct Answer: B 

The only change for incidents created for a VIP caller is that the color of the caller field will change and decoration will
be added. 

 

QUESTION 3

If you modify base instance process, it will be skipped during upgrades. 

A. True 

B. False 

Correct Answer: A 

 

QUESTION 4

On an Incident form, Category and Subcategory fields include a drop-down list of potential field values to allow users to
categorize incidents. Which table stores the list of potential field values displayed in these two fields? 
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A. Category [category] table and the Subcategory [subcategory] 

B. Variable Category [item_option_category] 

C. Choice [sys_choice] 

D. Incident [incident] 

Correct Answer: C 

 

QUESTION 5

In the baseline configuration for service catalog workflows, which of the following statements are true? (Choose two.) 

A. Execution plans are used instead of workflows. 

B. Approvals will be skipped if there are no members in the approval group. 

C. All Requested items require manager approval. 

D. Requests with a value over $1000 require manager approval. 

Correct Answer: BD 

 

QUESTION 6

When the Caller field is populated on the incident form, the user can click on the reference icon to see fields on the User
table. 

If no sys-popup view is defined for the User table, which view is used instead? 

A. reference_view 

B. itil 

C. user_popup 

D. default 

Correct Answer: D 

 

QUESTION 7

What is the minimum role required to delete a CI? 

A. itil 

B. itil_admin 

C. ecmdb_admin 
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D. admin 

Correct Answer: A 

 

QUESTION 8

Which of the following statements are true? 

A. The change models on the Pinned tab on the change landing page is unique to the logged in user 

B. The change models on the Pinned tab on the change landing page is determined by change admins 

C. The change models on the Pinned tab on the change landing page disappear after 30 days 

D. The change models on the Pinned tab on the change landing page must be preapproved 

Correct Answer: D 

 

QUESTION 9

According to the OOTB implementation, you can only create normal change or emergency change from a problem, but
not standard change. 

A. True 

B. False 

Correct Answer: A 

 

QUESTION 10

Which of the following statements is true when an incident has several child incidents? 

A. Updates to State, Comments, Work Notes, and Resolution Code are reflected in child incidents. 

B. All updates to parent incident are reflected in child incidents. 

C. No updates are synchronized between parent and child incidents. 

D. All updates to child incidents are reflected in the parent incident. 

Correct Answer: A 

 

QUESTION 11

ServiceNow is very flexible platform. Therefore, it is encouraged to customize ITSM processes to match any
requirements from the customer. 

A. True 
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B. False 

Correct Answer: B 

Technical staff should keep quality attributes in mind when considering stakeholder desires and requirements. 

 

QUESTION 12

Which feature can Service Desk Agents use to ensure that Knowledge Articles they attach to Incidents are Article that
are appropriate to share with Callers? 

A. System Property - Restrict Articles to Callers 

B. Search Groups - Caller Restrictions 

C. Global Search 

D. Contextual Search - Search as 

Correct Answer: D 

"Administrators may enable Search As. This feature returns search results as both the current user as well as a user,
such as the Caller, specified on the current form. This allows Agents to be confident that Articles shared with Users are
appropriate to share with those users." 

 

QUESTION 13

Which of the following is set as the default value for Category in Incident form? 

A. Hardware 

B. Inquiry 

C. Software 

D. None of the listed values 

Correct Answer: B 

Inquiry is listed in the Data Dictionary as the default value for Category. If you want to delete all data in the Category
field, you should change this or otherwise the Inquiry will remain the default value. 

 

QUESTION 14

Once the "Request Approval" button is clicked in the normal change form, approval requests are sent to all members of
the "CAB Approval" group. 

A. True 

B. False 
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Correct Answer: B 

At this step, the approval requests will be sent to members of the group set in the "Assignment group" field. 

 

QUESTION 15

Which table is used to store catalog items? 

A. sc_catalog_item 

B. sc_cat_item 

C. sc_category_item 

D. c_item 

Correct Answer: B 
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