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QUESTION NO: 1
A company closes the business each year for nine business days.
You need to configure the system to reflect the business closure while minimizing the number of records that you must
create in the system.
What should you create?
A. nine customer service calendar records of a one-day duration
B. two holiday calendar records of a seven-day duration
C. three holiday schedule records of a three-day duration
D. one business closure record of a nine-day duration

ANSWER: D
Explanation:
Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/set-when-business-closed-csh

QUESTION NO: 2
Note: This question is part of a series of questions that present the same scenario. Each question in the series contains a
unique solution. Determine whether the solution meets the stated goals. Some question sets might have more than one
correct solution, while others might not have a correct solution.
After you answer a question in this section, you will NOT be able to return to it. As a result, these questions will not appear in
the review screen.
An electrical engineering company is implementing Dynamics 365 Customer Service.
Engineers schedule work in one-hour blocks.
Engineers who complete a job before the end of the one-hour block must not be able to start a new job in that some block.
Engineers who require part of an additional one-hour block to complete a job must not be able to start a new job in that
additional block.
You need to configure the fulfillment preference to meet the requirements.
Proposed solution: Create a timegroup with the preference setting of one hour.
Does the solution meet the goal?
A. Yes
B. No
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ANSWER: B
Explanation:
Time groups enable schedulers to search and view results as blocks of time when using the schedule assistant. Typical
examples include mornings, afternoon, nights, and 2-hour windows. Unlike intervals, time groups do not dictate the start time
of subsequent bookings. Time groups organize results, but leave the start time/arrival time as-is, based on the particular
resource's schedule.
Instead: Proposed solution: Create a fulfillment record and set the interval to one hour.
Note: Fulfillment preferences are customizable entities that let you choose how schedule assistant results are displayed, like
with neat hourly appointments or morning and afternoon time windows.
By default, the schedule assistant displays results based entirely on resource schedules and the earliest available time, such
as 10:39 AM. With fulfillment preferences set to hourly, the same resource's availability shows as 11:00 AM. This makes it
simpler for the scheduler to view and understand availability and communicate it to the customer.
Intervals
Intervals display schedule assistant results in neat time slots that dictate start time of subsequent bookings. When configured
as 30-minute intervals, the schedule assistant will display a resource available at 9:27 AM as available at 9:30 AM and will
book the start time (arrival time) for 9:30 AM. This includes travel time for onsite requirements and work orders, meaning
travel time will begin before 9:30 AM, and a field resource will arrive and start work at 9:30 AM.
Reference:
https://docs.microsoft.com/en-us/dynamics365/field-service/set-up-time-groups

QUESTION NO: 3
You are a help desk representative for an organization using Dynamics 365 Customer Service.
Users need to search within the system for similar cases. None of the out-of-the-box settings have been
changed.
You need to determine which search features are available for use by default.
Which two search features are available? Each correct answer presents a complete solution.
NOTE: Each correct selection is worth one point.
A. Advanced Find
B. Quick Find
C. Relevance Search
D. Full-text Quick Find

ANSWER: A B
Explanation:

DumpsBoss - Pass Your Next Certification Exam Fast!
dumpsboss.com

Reference:
https://docs.microsoft.com/en-us/power-platform/admin/configure-relevance-search-organization
https://docs.microsoft.com/en-us/powerapps/user/search

QUESTION NO: 4 - (HOTSPOT)
HOTSPOT
A company installs and services air filtering units for industrial manufacturing plants. The company is implementing
Dynamics 365 Customer Service.
Each regional location has only two advanced diagnostic units. The company charges customers a higher rate when the
company uses a unit.
You need to configure the system to optimize work scheduling.
What should you configure? To answer, select the appropriate options in the answer area.
NOTE: Each correct selection is worth one point.
Hot Area:

ANSWER:
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Explanation:
Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/resources-service-scheduling
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-edit-service-csh

QUESTION NO: 5
You are creating surveys for Voice of the Customer (VoC).
You need to configure VoC to ensure that recipients can unsubscribe to surveys.
Which two survey features should you use? Each correct answer presents a complete solution.
NOTE: Each correct selection is worth one point.
A. Add an Unsubscribe check box after each question.
B. Set the Allow unsubscribe setting to Yes.
C. Give users the option to unsubscribe from different features of the survey.
D. Configure the survey to display when Dynamics 365 customers receive email and enable the Unsubscribe option.

ANSWER: B D
Explanation:
References:
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https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/design-advancedsurvey#add-theunsubscribe-option-to-a-survey

QUESTION NO: 6
Note: This question is part of a series of questions that present the same scenario. Each question in the series contains a
unique solution that might meet the stated goals. Some question sets might have more than one correct solution, while
others might not have a correct solution.
After you answer a question in this section, you will NOT be able to return to it. As a result, these questions will not appear in
the review screen.
A company uses Dynamics 365 Customer Service Hub.
Customer service representatives must be able to perform a relevance search on name, phone number, email, and queue.
A customer service representative is not able to perform a relevance search for emails.
You need to ensure that the customer service representative can perform relevance searches for email addresses.
Solution: Enable smart matching.
Does the solution meet the goal?
A. Yes
B. No

ANSWER: B

QUESTION NO: 7
You make use of Dynamics 365 Customer Service. You have recently acquired Omnichannel for Customer Service.
You want to make sure that the system automatically asks questions prior to the chat beginning.
Which of the following actions should you take?
A. You should configure a pre-conversation survey.
B. You should configure Customer Voice.
C. You should configure a Teams channel.
D. You should configure an SMS channel.

ANSWER: A
Explanation:
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Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-pre-chat-survey

QUESTION NO: 8 - (DRAG DROP)
You are a Dynamics 365 for Customer Service administrator. You are using Voice of the Customer and are reviewing survey
A survey responder marked 10 percent for overall satisfaction.
You need to ask additional questions based on the response.
Which four actions should you perform in sequence? To answer, move the appropriate actions from the list of actions to the
answer area and arrange them in the correct order.

ANSWER:

DumpsBoss - Pass Your Next Certification Exam Fast!
dumpsboss.com

Explanation:

References:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/design-advancedsurvey

QUESTION NO: 9
A company has a service level agreement (SLA) that they will get a call back from the call center within three business days.
The call center regular hours are Monday through Friday 8:00 a.m.-11:00 p.m. Eastern time.
The call center is closed on New Year's Day and the day after New Year's. New Year's Day is on a Thursday this year.
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The company calls for support on the Tuesday before New Year's Day at 8:00 a.m.
You need to determine the call center's deadline for the SLA.
When will the call center miss their SLA?
A. The Monday after New Year's Day at 8:00 a.m. Eastern time
B. The Friday after New Year's Day at 8:00 a.m. Eastern time
C. The Tuesday after New Year's Day at 8:00 a.m. Eastern time
D. The Saturday after New Year's Day at 8:00 a.m. Eastern time

ANSWER: C
Explanation:
Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-agreements

QUESTION NO: 10 - (DRAG DROP)
DRAG DROP
You make a phone call regarding an existing case record.
You need to create a phone call activity that appears on the case record timeline.
Which three actions should you perform in sequence? To answer, move the appropriate actions from the list of actions to the
answer area and arrange them in the correct order.
Select and Place:
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ANSWER:

Explanation:

QUESTION NO: 11
A company uses Dynamics 365 Customer Service. A client purchases a premium support package that allows six support
incidents over two years.
You need to set up support entitlement enforcement.
Which three attributes should you configure? Each correct answer presents a part of the solution.
NOTE: Each correct selection is worth one point.
A. Specify the remaining item
B. Specify the total term
C. Specify the end date
D. Set the Restrict based on entitlement terms value
E. Specify the service-level agreement (SLA)

ANSWER: B C D
Explanation:
Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define-support-termscustomer
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QUESTION NO: 12
You are describing Power Virtual Agents to executives at a company.
The executives want to know which features are available out of the box.
You need to describe these features.
Which three features are available? Each correct answer presents a complete solution.
NOTE: Each correct selection is worth one point.
A. Monitor bot conversations in real time.
B. Assign cases to specific users.
C. Escalate to a live person.
D. Use bots in post-chat surveys through routing rules.
E. Display a view of customer cases to users.

ANSWER: A C E
Explanation:
A: Smart assist is an intelligent assistant that provides real-time recommendations to agents, helping them take actions while
interacting with customers. It allows organizations to build a custom bot and plug-in to their environment. These custom bots
interpret conversations in real time and provide relevant recommendations such as knowledge articles, similar cases, and
next-best steps to the agent's user interface.
C: With Power Virtual Agents, you can hand off conversations to live agents seamlessly and contextually.
When you hand off a conversation, you share the full history of the conversation (the context) as well as all user-defined
variables. Having access to this context means live agents that are using any connected engagement hub can be notified
that a conversation requires a live agent, see the context of the prior conversation, and resume the conversation.
Reference:
https://docs.microsoft.com/en-us/dynamics365/app-profile-manager/smart-assist
https://docs.microsoft.com/en-us/power-virtual-agents/advanced-hand-off

QUESTION NO: 13
You are using Dynamics 365 Customer Service.
You need to ensure that customers request support by using email, phone or web, based on their signed contracts with your
company.
What should you do?
A. Configure entitlement channels.
B. Create an entity for each channel and configure the relationship with the entitlement.
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C. Create queues for each channel.
D. Configure routing rules.

ANSWER: A
Explanation:
Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define-support-termscustomer

QUESTION NO: 14 - (HOTSPOT)
HOTSPOT
You are a Dynamics 365 Customer Service administrator.
Users inform you about situations in which child cases are not working correctly.
You need to configure the system to correct the issues.
What should you do in each situation? To answer, select the appropriate options in the answer area.
NOTE: Each correct selection is worth one point.
Hot Area:

ANSWER:
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Explanation:
Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/define-settings-parent-childcases
Manage cases and Knowledge Management

QUESTION NO: 15
You are a Dynamics 365 Customer Service administrator.
You need to add a new status reason to the case entity.
What are two possible ways to accomplish the goal? Each correct answer presents a complete solution.
NOTE: Each correct selection is worth one point.
A. Navigate to Cases in the Customer Service Hub app. Open a record, edit the form, and then edit the Status
reason field.
B. Modify the existing solution and the case entity. Edit the status reason and add an additional status reason
value.
C. Create a new solution and add the existing Case entity. Select Status Reason and add a new value.
D. Modify the existing solution. Add another entity named Status. Then, create a status reason field with
additional options.

ANSWER: B C
Explanation:
Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/define-status-reason-transitions-casemanagement
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