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Microsoft MB-230 Exam Syllabus Topics:

Section
Topic 1: Implement Connected Customer Service

Topic 2: Implement routing and work distribution

Topic 3: Implement scheduling

Weight Objectives
2-6% - Setup loT and field service integration
- Configure unified routing
null e 1. Set up workstreans and queues
e 2. Define routing rules and decision trees
- Configure service scheduling
10- e 1. Set up resources and resource groups
14%

e 2. Implement scheduling rules and availability
e 3. Define service activities and requirements
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Topic 4: Implement Microsoft Power Platform integration

Topic 5: Manage analytics, visualizations, and insights

Topic 6: Manage entitlements and service level agreements
(SLAs)

Topic 7: Manage cases and knowledge management

Topic 8: Implement Custormer Service muilti-session experience 5-9%

- Integrate Power Apps and Power Automate

e 1. Create custom forms and workflows
e 2. Connect Customer Service with other apps

2-6%

- Create and manage dashboards and reports

e 1. Build custom dashboards and visualizations

_Qo
3-9% e 2. Use out-of-box Customer Service reports

- Implement Customer Voice surveys and feedback
- Implement SLAs

e 1. Define SLA KPIs and tinmelines
e 2. Manage SLA calculations and pauses
15- e 3. Configure SLA actions and warnings

0,
9% Configure entitlements

e 1. Associate entitlements with customers and cases
e 2. Define entitlement terms and restrictions

- Configure Dynamics 365 Copilot for Service
- Create and manage cases

e 1. Configure case types and statuses
e 2. Manage case hierarchies and relationships
e 3. Implement case routing and queues

51-

550, " Implement knowledge management

e 1. Configure knowledge search and
recommendations

e 2. Create and manage knowledge articles

e 3. Integrate knowledge with cases and portals

- Configure Customer Service workspace

e 1. Set up app profiles and session templates
e 2. Integrate channels and productivity tools
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A company has a Customer Service deployment. The company plans to implement the following;

* Al suggestions for contacts in Tears.
* Traning information about the capabilities of suggestions.

Youneed to identify the scenarios where the relevant contacts will be provided to users.

Solution: The users that are in the Teams channel.
Does the solution meet the goal?
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e A Yes
e B.No

HE: A

AE #204

Hotspot Question

A company uses Omnichannel for Customer Service.

The company experiences increased incoming live chats from the company website regarding several product recalls. To handle
these calls, the company designates agents who have specialized training to manage the conversations.
The conversations must meet the following requirements:

- Calls must be routed to the designated agents.

- Agents must follow legally approved standardized answers to customer

questions.

- Agents must be able to reference several knowledge base articles

associated with the recalls quickly.

- Greeting and sign off messages must be standardized.

You need to configure the system

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

Answer Area

Requirement Component

Standardize greeting and sign off messages. . ‘ v

Macro
Agent script
Quick replies

Combine knowledge base articles, standardized \ v

scripts, and other relevant recall information. Custom presence

. Session template
F’*ﬁﬂ ICrosoOT T | Communication panel

B N




Answer Area

Requirement Component

Standardize greeting and sign off messages.

: Agent script
Mic FOSOft Quick replies

Combine knowf‘étfgeqf)ase articles, standardized
scripts, and other relevant recall information. Custom presence

Session template
Communication panel

B2 #205
You need to search for answers to customer clains.
Which type of search should you perform?

A. Related

B. Detail

C. Case Relationships
D. Quick Find

E. Timeline

HE: D

Y.
Reference:
httpsz//docs.microsoft.conven-us/dynamics365/customer-service/search-knowledge-articles-csh#tknowledgebase- search-control

EE #2006

You are implementing Dynamics 365 for Customer Service.

You need to set up available working hours to help desk representatives who have varying schedules.
‘What should you do? To answer, select the appropriate options in the answer area.

NOTE: Each correct selection is worth one point.

Requirement Action

Set up individual working hours. v
Configure security settings and define hours for each user account

Configure service management and all customer service calendars
Configure administration settings and system settings

Set up new weekly schedule and =~ v
recurring work hours. Configure days off to vary by day |

core I GE @S OT t




ME:

Requirement tion
Wc rosoft

Set up individual working hours. v

\Configure security settings and define hours for each user account_
Configure serwc,e management and all customer service calendars |

Set up new weekly schedule and v
recurring work hours. l[i:onflgure days off to vary by day |

Configure a fiscal year schedule
Configure individual days off

Explanation:
Requirement Action
Set up individual working hours. : v
Configure security settings.and define hours for each user account
Configure sewicemage@”all customer service calendars
Configure administration settings and system settings
Set up new weekly scheduleand = = v
recurring work hours! Configure days off to vary by day
. figure a fiscal year schedule
M I C ro S O onfigure individual days off
AE #207

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.

Setup Setting
rlcket in -
$O soft Workstream

Rating Model
Bookable Resource Charactenstlc Type
Resource Categery.

epresentative specialty Y+ -
Waorkstream
Rating Model
Bookable Resource Characteristic Type
Resource Category

Spanish -
Workstream
Rating Model
Bookable Resource Characteristic Type




Setup Setting

Ticket routing

Workstream |

Rating Model
Bookable Resource Characteristic Type
Resource Category

Representative specialty

Warkstream

Rating Model |

Bookable Resource Characteristic Type
Resource Category

Spanish

Workstream
Rating Model
Bookable Resource Characteristic Type

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
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