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NEW QUESTION # 206

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? Toanswer, move the appropriate actions from the list of actions to the answer

area and arrange them in the correct order.

Actions Answer Area

Enter a subject

Select an existing case record

Change the phone call Regarding ©

value to the case contact @ @

Select Add phone call activity |

Create a new case record 1% /1 C

Answer:
Explanation:
Requirement NMicracoft Option
Specify the default process flow. i v
"O_rdé'r';'" = ~
Stage
Step
Show actions that must be completed b 4
by the customer service representativeStep
staff. Stage :
Answer Area

Select an existing case record

Select Add phone call activity

© Change the phone call Regarding @

@ valué to the case contact




NEW QUESTION # 207

You are a Microsoft Dynamics 365 for Customer Service administrator. You create an article for a knowledge base. A reviewer
selects articles for review.

You approve some articles and revert some articles to draft status.

For each action, what should you do next? To answer, select the appropriate options in the answer area.

NOTE: Each correct selection is worth one point.

Action

Approve

Send back_fc:[_f[n_a! edits
Change to Active status

Publish the article

Revert to drait

Sent back for edits
Send to manager

Answer:
Explanation:
Action Next Step

Approve

Send back for final.edits
Change to Active status
Publish the article |

Revert to draft

Sent back for edits |

B \/1icEpR fpnaser

NEW QUESTION # 208

A company uses Dynamics 365 for Customer Service.

You need to document the case resolution process.

How are each of the cases resolved? To answer, select the appropriate options in the answer area.
NOTE: Each correct selection is worth one point.

Case Resolution
A case has activities owned by other
users and is in progress. Case is resolved. Open activities are closed.
Case is resolved. Open activities are canceled.
Case is not resolved. Open activities must be closed.
Case is resolved. Open activities are reassigned to case owner.

Total time for a case is set to four
hours. Billable time is set to six hours.  |Case is resolved. Entitlement is decremented by four hours.

Case is resolved. Entitlement is decremented by six hours.

Case is not resolved. Billable hours cannot be more than the total duration.
Case is resolved. Billable hours offset to six hours. Entitlement is decremented.

A parent case has four child cases. v
Open activities for child cases are merged into parent and canceled.
‘ Open activities of parent case are marked as completed.

M - r afil:ies of child cases remain open.
I C O ivities of child cases are canceled.




Answer:

Explanation:
Case Resolution
A case has activities owned by other v
users and is in progress. Case is resolved. Open activities are closed.
Case is resolved. Open activities are canceled.
Case is not resolved. Open activities must be closed. |
Case is resolved. Open activities are reassigned to case owner.
Total time for a case is set to four 4+ CUY" v

hours. Billable time is set to six hours. Case is resolyediEntitlement 1§ decremented by four hours.

j Gase Is resolved. Entitlement is decremented by six hours. |

Case is resolved. Billable hours offset to six hours. Entitlement is decremented.

A parent case has four child cases. ‘ v
Open activities for child cases are merged into parent and canceled.

) s gy okt o= compleed.

\Open activities of child cases are canceled. ”

Explanation
Case Resolution
A case has activities owned by other | v
users and is in progress. Case is resolved. Open activities are closed.

Case is resolved. Open activities are canceled.’
Case is not resolved. Open activities miust be closed.
Case is resolved. Open activities @re reassigned to case owner.

4 o Pl Y —_— - x
Total time for a case is set to four Ml_er_-gsgﬂ
hours. Billable time is set to sixhours. | Case is resolvedyEntitlement is decremented by four hours. -
Case is rgd@‘ntltlement is decremented by six hours.
Case s not resolved. Billable hours cannot be more than the total duration.

Case is resolved. Billable hours offset to six hours. Entitlement is decremented.

Y

A parent case has four child cases: | v
Open activities for child cases are merged into parent and canceled.

Open activities of parent case are marked as completed.

Open activities of child cases remain open.

Open activities of child cases are canceled.

References:
httpsz/docs.microsoft.conven-us/dynamics365/customer-engagement/customer-service/customer-service- hubuse

NEW QUESTION # 209

You are a Dynamics 365 for Customer Service admnistrator. You are using Voice of the Customer and are reviewing survey A
survey responder marked 10 percent for overall satisfaction.

Youneed 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.



Actions -

Add a response condition and the gquestion
for which you want to create a rule

Create a new response routing

Create a new survey

Add a value for the Answer tag field

Add a response action and scope

Select values for the Operator,
Comparison Value, and Answer fields

Explanation:
Actions
Iadd a response condition and the questiun:

Ifor which you want to create a rule
h===ﬂﬂ==‘=£=='ﬂ.=‘

| Create a new response routing
1

Select values for the Operator,
Comparison Value, and Answer fields

| Select values for the Operator,
Comparison Value, and Answer fields |

Explanation
- -
Answer Area m Microsoft

Create a new response routing

Add a response condition and thé questior

@fnr which you want to create a rule @

Select values for the Operator,
@ ComparisonValue, and Answer fields

‘ Add a response action and scope

References:
httpsv/docs.microsoft.conven-us/dynamics365/customer-engagement/voice-of-customer/design-advancedsurvey

NEW QUESTION # 210

You are a customer service schedule administrator for a company. The company hires an electrical engineer who will work remotely.
Youneed to set the resource to enable the engineer to work remotely.

‘Which three actions should you perform next in sequence? To answer, move the appropriate actions fromthe list of actions to the
answer area and arrange them in the correct order.



Actions Answer area

Set the skill on the éngin edord o Elec!ﬂcai Engineer.

On the resource record, set the Job Title to Electrical Engineer. @

On the engineer’s contact record, populate the address fields.

Q0

On the resource record, set the Resource Territory to Home.
Create a contact resource and select the engineer's contact record.
Create a user record named Electrical Engineer.

Create a user resource record and select the new engineer.

On the resource record, set the start and end location option list to
Resource Address.

Answer:

Explanation:
Actions Answer area

_________ e AVHCTOSOTT=-————===—1

| On the engineer’s contact record, populate the address fields. < Clr—eate a user respurce (¢cord and sefect the new engineer.
_____________________________________________________________ 4 ‘ v
'LO_” the resource record, set the Resource Ier_m_orz toHome. | On shelTesoUice record, set the start and end location option list to
———————————————————————————————— Resource Address.

_________________________________

1 On the resource record, set the start and end location option list to
! Resource Address.

Exp]anat10n
Actions Answer area
Set the skill on the engineer record to Electrical Engineer. 1. | Create a uSer gecofd named Electrical Engineer.
On the resource record, set the Job Title to Electrical Engineer. @ 21 NCreate's user resource record and select the new engineer. @
[ JA N
On the engineer’s contact record, populate the address fields. On the resource record, set the start and end location option list to
= Resource Address.
On the resource record, set the Resource Termory to Home. )
Create 2 contact resource and sek he engmeev s conn!(‘nc
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