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B #10

You are setting up channels for Omnichannel for Customer Service.

You want to set up a channel for a WhatsApp app.

You need to configure the channel

‘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.
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Ef#:

-
Explanation:

HE#11

You need to select which setting needs to be configured for each setup.

Which settings should you select? To answer, select the appropriate options in the answer area.
NOTE: Each correct selection is worth one point.

RN -

Reference:

https:/docs.microsoft.com/en-us/dynamics365/customer-service/create-workstreams
https:/docs.microsoft.com/en-us/dynamics365/customer-service/enable- skill-routing-create-rating-model

HP #12

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 performa relevance search on name, phone number, email, and queue.

A customer service representative is not able to performa relevance search for emails.

You need to ensure that the customer service representative can perform relevance searches for email addresses.

Solution: Configure interactive experience global filter.

Does the solution meet the goal?

e A Yes
e B No

IEf#: B

R #13

You are implementing Onmnichannel for Customer Service for a call center.

The call center's requirements for the implementation are as follows:

When a new chat conversation is started, the Customer Summary and New Case form tabs must be open.

The Customer Summary tab must be the primary tab during the conversation.

Agents must be able to close the New Case form tab.

Agents must not be able to close the Customer Summary tab.

Youneed to configure the tabs.

Which configuration should you use for each tab? To answer, drag the appropriate types of account information to the correct SMS
channel provider. Each type of account information may be used once, more than once, or not at all. You may need to drag the split
bar between panes or scroll to view content.

NOTE:Each correct selection is worth one point.

Ef#:

A
Explanation
Graphical user interface, text, application Description automatically generated



R #14

You need to configure the correct settings.

Which settings should you configure? To answer, select the appropriate options in the answer area.
NOTE:Each correct selection is worth one point.

AR

Explanation
Graphical user interface, text, application, email Description automatically generated
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