Reliable MB-230 Test Passd4sure & Reliable MB-230
Exam Simulator

Actions Answer Area

| Opan the nowisdge-bate amicle that andveers the
1 peobiem. Copy and paste the article into the
| resolution dislog box when closing the case

' Dpen an exfsting cate rescrd

Typd thee seadch terms relating 1o the ease isue in

i | the KB Records tab
Locate the l'\-cln"odsn-h"\.u artiele. Salect Link, snd

i
than sebect Emadl
[

! Tirpe tha tharch 1arms relating 1o ths eate ifosin ) oF
!t KB Records tat Locate the incwledge-base ariicle. Solect Lisk, and
1 then salact Emall
© Naigate 1 the knowdedge Bate and assign the
artiche to the case

YEmail the incadedgo-base anicle to the cusicmer.
Viet the Reganding field on the emall to the case

| Open the knovwbedgo-baie article that snawers the |
probles. Copy and BRgtn the knoudedge baze
artiche inta the cade Ables e

BONUS!!! Download part of BraindumpsPrep MB-230 dumps for fiee: https//drive.google.comvopen?id=1bbSCZMBVEF3i-
jp6Y3rdlJCLVBZWEcgZ

The content of our hree versions of MB-230 exam questions is the absolute same, just in different ways to use. Therefore, you do
not worry about that you get false information of MB-230 guide materials. According to personal preference and budget choice,
choosing the right goods to join the shopping cart. The 3 formats of MB-230 Study Materials are PDF, Software/PC, and
APP/Online. Each format has distinct strength and advantages to help you pass the exam.

The Microsoft MB-230 exam consists of 40-60 multiple-choice questions which must be completed within 180 minutes. To pass the
exam, individuals must achieve a score of at least 700 out of 1000. MB-230 exam can be taken at any Pearson VUE testing center
worldwide.

Microsoft MB-230 examis designed to test the skills and knowledge of individuals who are looking to become Microsoft Dynamics
365 Customer Service Functional Consultants. Microsoft Dynamics 365 Customer Service Functional Consultant certification is
ideal for professionals who are interested in enhancing their expertise in the field of customer service management and improving their
career prospects.

Microsoft MB-230 Certification Exam covers a range of topics that are essential for individuals seeking to become Dynamics 365
Customrer Service Functional Consultants. These topics include customer service concepts, case management, service level
agreements, queue management, knowledge management, and analytics. MB-230 exam also covers how to configure and customize
Dynamics 365 Customer Service applications, including configuring security, creating and managing forms, views, and charts, and
configuring workflows and business rules.

>> Reliable MB-230 Test Passdsure <<

Free PDF 2026 Microsoft MB-230: Perfect Reliable Microsoft Dynamics 365
Customer Service Functional Consultant Test Pass4sure

We take responses from thousands of experts globally while updating the MB-230 content of preparation material. Their feedback
and reviews of successful applicants enable us to make our Microsoft MB-230 dumps material comprehensive for exam preparation
purposes. This way we bring dependable and latest exam product which is enough to pass the Microsoft MB-230 certification test
on the very first take.

Microsoft Dynamics 365 Customer Service Functional Consultant Sample
Questions (Q336-Q341):

NEW QUESTION # 336
A customrer has a Customer Service deployment.
The customer needs to implement macros.
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You need to identify the security roles that are required to configure and use macros.
Which security roles are required? To answer, move the appropriate security roles to the correct requirements. You may use each
security role once, more than once, or not at all. You may need to move the split bar between panes or scroll to view content

NOTE: Each correct selection is worth one point.
Security Roles Security Roles

Customer g\ app access Reqdremenu sem"ty roles

Configure macres.
Use macres.

Omnichannel administrator |
| Productivity tools administrator ‘

Productivity tools user |

1

Sequence manager I

Answer:

Explanation:
Security Roles Security Roles

I(‘ustmrpr SeViEE app access Requirements Security roles

Configure piacrcs. Productivity 1ools administrator

| Omnichannel administrator
Use matros: Productivity tools user

‘ Productvity tools administrator

l Praductivity tools user

I Sequence manager

NEW QUESTION # 337

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.

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: Clone the satisfaction survey and customize the questions.

Does the solution meet the goal?

o A Yes
e B.No

Answer: A

Explanation:
References:
https://docs.microsoft.comven-us/dynamics365/customer-engagement/voice-of-customer/design-basicsurvey#clo

NEW QUESTION # 338

A conpany uses Dynamics 365 Customer Service.

Help desk representatives must be able to open multiple sessions. Each representative must have the same application experience
when logging into the application. Agents must provide a standard response depending on what the customer issue is when someone
calls in for support. The standardized response must use the same language each time.

Youneed to configure the required features.

What should you configure? To answer drag the appropriate configurations to the correct requirements. Each configuration 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.



Configurations Answer Area

Agent scnpts Requirement Configuration
App profile manager Uniform application experience
Standard response
Smart assist
Answer:
Explanation:
Configurations Answer Area
i
A 4 errinde o
| AgENT scnpis Requirement Configuration
| App profile manager | Uniform dpplication experience App profile manager
; Sfapdard response
Smart assist

NEW QUESTION # 339

Case Study 4 - Lanmna Healthcare

Background

Lamna Healthcare Company has a call center for the city. They receive roughly 5,000 calls a day on health issues.

They have the following three departments that take calls daily:

- Chronic illnesses

- Flu-type illnesses

- Geriatric illnesses

There is a fourth area that monitors for miscellaneous issues.

They are implementing Dynamics 365 Customer Service.

Requirerments. Queues

A queue has to be set up for each department.

Emails must automatically be routed to the appropriate queue.

Miiscellaneous queues must be visible to everyone.

The other queues must be visible only to the appropriate department. Ifa case is open more than

30 days, the case must automatically be routed to the supervisor. There must be a button on the queue list screen to route a case to
a supervisor if requested.

Requirements. Visualizations

Support representatives must have a real-time view of cases assigned to them, including the status of each case.

Support representatives must be able to see a graphic view of cases by customer that are assigned to them

Requirements. Knowledge Base

Support representatives must use the knowledge base first to try to solve issues. Support representatives must be able to reference
the knowledge base when it is used to resolve the case.

The knowledge base article that is used to resolve a case must always be sent to the customer. Ifthe answer is not in the knowledge
base, a support representative needs to create a knowledge base article.

Requirements. Cases

The cases must follow a process that includes identify, research, and resolve. A confirmation section must be added before the
resolve section. Customers must have contracts that allow themto call Lamna Healthcare 10 times a year for help. In addition to the
10 free calls, customers must be able to send 15 emails a year for support. Cases that come in as phone calls must be resolved with
seven business days. Cases that come in as emails must be resolved within three business days.

Requirements. Surveys

Lamna Healthcare sends out about 100,000 surveys a month.

Lamna must use Microsoft Forms Pro for their surveys.

All surveys must have the company logo.

The logo's company colors must not be changed. Any modifications to the graphic or colors is a breach of company policies.

A survey must automatically be sent once a case is resolved.

A manual survey must be sent if a case is escalated.

A survey must not be sent without confirming that it is accurate.

Supervisors must test a survey before it is finalized.

Drag and Drop Question

You need to set up the system for cases going to supervisors.



‘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 Answer Area
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rule item

Publish

In Service Management, create a Routing Rule
set
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sign to add a rule item

Select Service Management, select Automatic
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New

Add conditions
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Save and activate

Explanation:
Actions Answer Area
In Service Management, create a Routing Rule
set
Publish Enter Name and select the'plus sign to add

rule item

@ Add conditions

Enter Name, select Save, and select the plus
| Sign to a

mlect : agBment, Select Automatic |
Record creation and Update Rules, and select
| New

| Save and activate

Explanation:

Step 1: In Service Management, create a Routing Rule set.

Scenario: Ifa case is open more than 30 days, the case must automatically be routed to the supervisor.

Create routing rulesets to route cases.

Use routing rules in Customer Service to route cases to the right agents at the right time without any manual intervention. You can
also use routing rules to route cases that are escalated to specific queues.

Step 2: Enter Name, Select Save, and select the plus sign to add a rule item On the General tab, in Routing Rule Set Information,
Enter Name and Description for the routing ruleset.

Select Save. The routing ruleset is saved, and the Rule Itenns section is displayed. In the Rule Itens section, select the Add Rule Item
button + to specify conditions for routing cases to a queue.

Step 3: Add conditions

Under Then Conditions, specify the queue to which the cases will be routed or the user or team to which the cases will be assigned if
the conditions in the If Conditions section are met.

Step 4: Save and activate.

Select Save and Close.

In the routing ruleset record, select Activate so that the ruleset is applied to the cases matching the conditions in the rule.



Reference:
httpsz/docs.microsoft.com/en-us/dynamics365/customer-service/create-rules-automatically-route- cases

NEW QUESTION # 340

A customer has three cases in process and two cases for the current calendar year.
You need to determine how many cases the customer has left on their entitlerment.
How many cases are left?

A0
B. 1
C.2
D.3

Answer: C

Explanation:
Reference:
https://docs.microsoft.comven-us/dynamics365/customer-service/create-entitlement-define- support-termscustomer

NEW QUESTION # 341

Our MB-230 practice materials are suitable for a variety of levels of users, no matter you are in a kind of cultural level, even if you
only have high cultural level, you can find in our MB-230 study materials suitable for their own learning methods. So, for every user
of our study materials are a great opportunity, a variety of types to choose from, more and more students also choose our MB-230
Study Materials, then why are you hesitating?
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