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Microsoft MB-230 Examis a certification exam that is designed for individuals who want to become a Microsoft Dynamics 365
Customrer Service Functional Consultant. MB-230 exam measures the candidate's ability to configure, customize, and implement
various custorrer service solutions using Microsoft Dynamics 365. Passing MB-230 Exam demonstrates that the candidate has the
necessary skills and knowledge required to work as a functional consultant in the customer service domain.

Microsoft Dynamics 365 Customer Service Functional Consultant Sample
Questions (Q76-Q81):

NEW QUESTION # 76

You are a Dynamics 365 for Customer Service administrator.

Your company is trying to determine whether it needs to use standard or enhanced service-level agreements (SLAs).
Youneed to configure SLAs based on the requirerments.

Which type of SLAs should you use? To answer, select the appropriate option in the answer area.

NOTE: Each correct selection is worth one point.

Requirement SLA options
-onfigure business hours. SLA applies v
anly during this time. [Only standard SLA
:Only enhanted SLA
|Bothystaridard and enhanced SLA
Pause and resume an SLA. A v
_:Only standard SLA
'Only enhanced SLA
|Both standard and enhanced SLA
Zonfigure KPI warnings and warning v
action. |Only standard SLA
Oily ghenced SLA ¢
Both standardand enhianced SLA
Answer:
Explanation:

Requirement SLA options

Configure business hours. SLA applies
only during this time. lomy standard SLA

+Qoth standard and enhanced SLA |

Pause and resume an SLA. v
Only standard SLA

Both standard and enhanced SLA

Configure KPIl warnings and warning v

action. |Only standard SLA '
{Only enhanced SLAJ'

I\ /Bothstanderdand enhanced SLA |

e e e —— = —

Explanation:
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Requirement SLA options

Configure business hours. SLA applies . i
only during this time. [Only standard S|WF99&

Onlyerthanced SLA
jlﬁh‘s’tandard and enhanced SLA

Pause and resume an SLA. tU | v

Only standard SLA
Only enhanced SLA
Both standard and enhanced SLA |

Configure KPl warnings.andwarning i v
action. Only standard SLA

Only enhanced SLA

Both standard and enhanced SLA

NEW QUESTION # 77

Drag and Drop Question

A company implements Dynamics 365 Customer Service.

You are setting up scheduling to dispatch repair technicians. You encounter the following issues:

- You are unable to create a new organizational unit.

- Repair technicians are accidentally scheduled to work on days when

company is on holiday.

- RepairTechnicianA does not appear on the schedule for Fridays for any issue.

Youneed to resolve the issues.

‘What should you modify to correct the issues? To answer, drag the appropriate resolutions to the correct issues. Each source 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.

Resolutions | AaniGlfe)S Oft

Issue Resolution

Resources
You are unable to create a new

organizational unit

Security roles

Repair technicians are scheduled to work
Working hours on dayswhen company is on holiday

RepairTechnicianA does not appear on
Business closures the schedule for Fridays

Answer:

Explanation:



Recclinlons answer 25 Microsoft |
Issue Resolution
Resources v bl
ou ante ur\a e to create a new Security roles
organizational unit
Repair technicians are scheduled to work :
= 3 Business closures
on days when company is on holiday
RepairTechnicianA does not appear on
Working h
the schedule for Fridays orking hours
NEW QUESTION # 78

You use Dynamics 365 for Customer Service administrator. You plan to create Voice of the Customer surveys.

You need to determine which survey question feature is needed to complete the design of the survey.

Which survey features should you use? To answer, select the appropriate survey type in the dialog box in the answer area.
NOTE: Each correct selection is worth one point.

Scenario Survey type
“reate a theme for the survey with the v
:ompany logo and colors. Basic survey
Response routing
Piping
Tagging /N
‘reate aﬂﬂqre]t-tjtg -up ; v
juestions depending onthe answer the  [Basic survey
:andidate selects., Client“side routing
{Respdnse routing
{Piping
{ide questions depending on the answer R
he candidate selects. Basic survey

:Response routing

Client-side routing

Tagging
‘opulate the second question with v
nswers from the first question. \Piping

Response routing

:CIient—side routing
T armrine

Answer:

Explanation:



Scenario

Create a theme for the survey with the
company logo and colors.

Create a different set of follow-up
questions depending on the answer the
candidate selects.

Hide questions depending@n the answer
the candidate seleCts. = .

Populate the second question with
answers from the first question.

Explanation

Micresafbe

Response routing
Piping
Tagging

Basic survey
Cllent-5|de r

%ﬁhﬁ‘m rout g'

Basic survey
Res esponse routirlg

Tagglng

Piping

Response routing
Client-side routing
'Tagglng |




Scenario Survey type

Create a theme for the survey withthe | v
company logo and colors. [Basic survey

Response routing

Piping P. N

Tagging
Create a different set of follow-up | @ v
questions depending on the answer the  [Basic survey
candidate selects. Client-side routing

Mnse routing

Piping
Hide questions depending on the answer. ‘ v
the candidate selects. Basic survey

Response routing .

Client.side routings~ IVI1CrOSOT1

Tagging
Populate the second question with ‘ v
answers from the first question. Piping

Response routing
Client-side routing
Tagging

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

NEW QUESTION # 79

You are implementing a new channel within Omnichannel.

Youneed to enable an SMS channel

On which entity should you configure each task? To answer, drag the appropriate entities to the correct tasks.

Each entity 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.

| SMS Number Task
Configure the work distribution mode. |

| Workstream

Validate the API key. |

| Sessions

Microsoft

Answer:

Explanation:



Entities Answer Area

Entity record

| SMS Number Task Entity
Configure the work distribution mode. Workstream J

Workstream

Validate the API key. | SMS Number

Sessions

Explanation

Box 1: Workstream

Configure work distribution

In the Work distribution area of a workstream, you can either accept the default settings or select See more and update the following
options:

Auto-close after inactivity

Work distribution mode

Capacity

Block capacity for wrap up

Etc.

Box 2: SMS Number

In SMS phone numbers, select Add, and enter the following details in Add SMS number:

Number: Specify the support phone number that you purchased from TeleSign in the <phone number> format, such as
14252306549. Make sure that you don't enter blank spaces or special characters.

Type: Select Geo, Short code, or Toll free.

Description: Enter a description.

Validate: Select to validate the customer ID and API key.

Reference:

httpsz/docs.microsoft.com/en-us/dynamics365/customer-service/configure-sms-channel

NEW QUESTION # 80
You need to enable the Map view for the schedule board. What should you do first?

A. Enable the connection to Bing Maps.
B. Enable service territories.

C. Select a resource details view.

D. Enable Custom Geolocation.

Answer: A

Explanation:
https://docs.microsoft.comven-us/dynamics365/customer-engagement/field-service/configure- schedule-board

NEW QUESTION # 81
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