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What's more, part of that Exams4Collection MB-230 dumps now are free: https/drive.google.conmvopen?
id=1yj YKwsB9KujB1 TeMNdZHCK ex3zSv88zc

The precision and accuracy of Exams4Collection’s dumps are beyond other exam materials. They are time-tested and approved by
the veteran professionals who recommend them as the easiest way-out for MB-230 certification tests. MB-230 Exam Materials
constantly updated by our experts, enhancing them in line with the changing standards of real exam criteria. Therefore, our MB-230
dumps prove always compatible to your academic requirement.

Microsoft MB-230 examis designed to assess the skills of professionals who wish to become certified as Microsoft Dynamics 365
Custorrer Service Functional Consultants. Microsoft Dynamics 365 Customer Service Functional Consultant certification is essential
for those who aspire to work in customer service or customer relationship management roles within organizations that use Microsoft
Dynamics 365. Candidates who pass the MB-230 Exam will demonstrate a deep understanding of the Dynamics 365 platform, its
features, and how to configure themto deliver outstanding customer service experiences.
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We're committed to ensuring you have access to the best possible MB-230 questions. We offer MB-230 dumps in PDF, web-
based practice tests, and desktop practice test software. We provide these MB-230 questions in all three formats since each has
useful features of its own. If you prepare with Microsoft Dynamics 365 Customer Service Functional Consultant (MB-230) actual
dumps, you will be fully prepared to pass the test on your first attermpt.

Analytics Management: 10-15%

¢ Customer Service Insights Configuration: This section requires one’s knowledge of use cases and capabilities of Customer
Service Insights dashboards. It also measures the skills in managing workspaces and connecting to Customer Service Insights.

¢ Visualization Creation & Configuration: The candidates need to possess the expertise in designing and creating charts and
reports with the use of Design wizard. This subtheme will also evaluate the competence of the examinees in configuring
mteractive dashboards.

Microsoft Dynamics 365 Customer Service Functional Consultant Sample
Questions (Q168-Q173):

NEW QUESTION # 168

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
Treview screen.

Your company provides clients with Dynamics 365 for Customer Service Voice of the Customer employee satisfaction surveys. The
company has a standardized set of survey questions named Satisfaction Survey.

You need to customize the survey for each client.

Solution: Create custom question types. Add the custom question types to a new survey. Customize the questions.

Does the solution meet the goal?

e A Yes
e B.No

Answer: B

Explanation:
Section: Topic 4, Configure Voice of the Customer

NEW QUESTION # 169

You need to configure entitlements for contracts.

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


https://www.real4dumps.com/MB-230_examcollection.html
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Customers must have contracts that allow them to call Lamna Healthcare 10 times a year for help.

In addition to the 10 free calls, customers must be able to send 15 emnails a year for support.

If'you want to restrict support through the phone channel to 80 hours and email to 20 hours, create individual entitlement channel
records and add their total terns.

Box 2: Entitlerment Channel

The Entitlement Channel section specifies the support channel through which the customer can reach the organization and seek
support.

Use this section to define the channels your customers are entitled to and track the customer support term for each channel. For
example, you can add phone and email as the channels through which you'll offer support.

If you want to restrict support through the phone channel to 80 hours and email to 20 hours, create individual entitlement channel
records and add their total terns.

Box 3: Auto-calculate

The remaining term is auto-calculated and shows the total number of hours or cases remaining for the custormer's entitlement.
Reference:

https:/docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define- support-terms-custom

NEW QUESTION # 170

Youare a Dynamics 365 for Customer Service system administrator.

Youneed to create service-level agreements (SLAs) to meet company requireiments.

‘What SLA types should you use? To answer, drag the appropriate SLA types to the correct requirements. Each SLA type 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.

SLA types Answer Area
Standard Requirement SLA type
Enhanced | Track the status‘and times of an SLA SLA type
i
KPIs Add success actions to an SLA | SLA type
Answer:
Explanation:
SLA types Answer Area
'LSIandard -: Requirement \ SLA type
|"F_|-;H§ncle-d TR Track the status and times of an SLF\: KPls :
: KPIs I Add success actions to an SLA _EI‘EH—I’!CEd _______
Explanation

S

Answer Area
Requirement SLA type

Track the status and times of anSLA kpjs

Add Suggess atlions to an SLA Enhanced

References:
https:/docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/define-service-levelagree

NEW QUESTION # 171

You are the Dynamics 365 admmistrator for a help desk. You merge CaseB into CaseA. You need to examine each case and
determine what occurred.

What is the result of the merge? To answer, select the appropriate action in the dialog box in the answer area.

NOTE: Each correct selection is worth one point.



Answer Area

Answer:

Explanation:

Answer A:e'

Explanation
Answer Area
NEW QUESTION # 172
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A company is implementing Ommnichannel for Custormer Service.
You must set up the system to minimize human error and automate actions. The requirements to set up the systemare as follows:
* Representatives must create a new support record when a customer contacts them through chat.

* Knowledge base articles must open in a separate tab when representatives research answers.

* When a knowledge base article resolves a custommer issue, representatives must send the article to the customer via chat.

You need to set up the macros.
‘Which macro type should you use? To answer, drag the appropriate macro types to the correct requirements.

Each macro type may be used once, more than once, or not at all. You may need to drag the split bar between panes or scroll to

Merge outcome
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view content.
NOTE: Each correct selection is worth one point.

ilacro types Answer Area
Flow connector 1
Requirement Macrs type
Session connector i Open new form, and then cieate @ mﬁ
Omnichannel connector | Open a new application tab. IVIICT UOU
Productivily automation | Send a knowledge base article in chat. |
. —
Answer:
Explanation:

. ""H"_I\/Iicrosoft
Requirement

Macro type
: Session connector i Open new form, and then create a record. I Productivity automation i
T —
| Omnidu:\lel connector | Open a now application tab. 'l__ Session -connecmt _ :
| Productivity automation | Send a knowledge base article in chat. Omnichanne! connector

Explanation
Graphical user interface, text, application Description automatically generated

Macro types

| Flow connector
Macro type

I
[ Session connector [ Open new form, and then create a record. | Productivily automation |

1
1
. b —J

I Omnichannel connector Open a new application tab. | Session connector

Prod au ion

Send a knowledge base article in chat. Omnichannel connector |
rosgtt |

Box 1: Productivity automation

Productivity automation

As an admmnistrator, you can use the actions any number of times across different macros to automate and perform model-driven
app operations.



Productivity Automation

6 Search macro Action

Open a new form to create a record
Productivity,automation

" W= B Open an existing record
‘LJ] Productivity automation

E Open a record grid
Productivity automation
The following screenshot shows the actions that are explained in the subsequent sections.
Box 2: Session connector
Session connector

As an administrator, you can use the actions any number of times across different macros to automate and perform operations
related to a session in Customer Service workspace.

Session Connector

e Search macro Action

Trigger  Action

= Microstst

Open application tab
@ Session Connector

Graphical user interface, application Description automatically generated Box 3: Omnichannel connector Omnichannel connector As
an administrator, you can use the actions any number of times across different macros to automate and perform operations related to
Onmichannel for Customer Service.

Graphical user mterface, text, application, email Description automatically generated



Omnichihelgaineaet () 1

&~ Search macro Action

D Send KB article in chat
=9 Omnichannel Connector

ﬁ Link record to the conversation
(Sl Omnichannel connector

Unlink record from the conversation
Omnichannel connector

e

Don't see what you need?

© Let us know what you would like us to build next

Reference:
httpsz/docs.microsoft.conven-us/dynamics365/app-profile-manager/macros

NEW QUESTION # 173
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