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NEW QUESTION # 260
You manage Dynamics 365 for Customer Service.
You need to create a list of holidays and ensure that existing service-level agreements (SLAs) observe those holidays.

‘Which three 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 E“SVM fsosoft

Update the SLA and select the

customer service schedule &

Update the SLA and associate the o

holiday schedule @ \' o @
: *

Create an entitlement and select the 0

holiday schedule @

Update the SLA and associate the )

entitlements e&(

Create a customer service sche:ﬁ
and select the holiday sche

Create a holiday schedule and holiday

records
Answer:
Explanation:
Actions Answer Area
|Update the SLA and select the I il s i - _______ __ e
Icustomer service schedula I 1 Create a holiday schedule and holiday |
__________________________ = | records |
Update the SLA and associate the ' | T e, TR T TR e e »
 holiday schedule ' @ ———————————————— -@
| Create an entitlement and select the I Create a'customer service schedule
'huhday SERSHGIE ! @_ |and select the holiday schedule @
_____________ 1 LT R A I QR e U p e e
|Update the SLA and associate the I 7 S Sy ST ST SO o S S s S0y |
|entitlements | I Update the SLA and select the I
e e e g - i | customer service schedule |
| Create a customer service schedule | I e g raoreva SN 5
|and select the holiday schedule _'

{Create a holiday sched@nd hm
jrecords IC

rosoft




Answer Area

Create a holiday schedule and holiday
records

Create a customer sémvice schedule
and select the holiday schedule

: iiUpdate theSLA and select the
customer’service schedule

References:
https://docs.microsoft.comven-us/dynamics365/customer-engagement/customer-service/create-customerservice-s

NEW QUESTION # 261

Youneed to create and configure objects to support the requirements.

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

Setting Value
Total number of queues -
3
4
5
6
Number of automatic case creationrules -
i
2
{ 3
ViicrosQit 4
Number of routing rule sets v
3
4
5
6

Answer:

Explanation:



Setting Value
Total number of queues L
3 |
o
5
&
MNumber of automatic case crealion rules -
Al
Microsoft
3
4
Number of routing rule sets el
A
3
5
6
Explanation
Graphical user nterface, text, application Description automatically generated
SEUINAE \1icrosoft e
stal number of queues v
3
4
5
3]
Jmber of automatic case creation rules v
1
2
3
4
Jmber of routing rule sets hd
3
4
5
6
NEW QUESTION # 262

A company uses Dynamics 365 Customer Service. The company installs Dynamics 365 Customer Service Insights.
The company wants to use dashboards to report phone calls and emails to monitor the productivity of representatives.
Youneed to perform the configuration.

Which configuration should you use? To answer, select the appropriate configurations in the answer area.

NOTE: Each correct selection is worth one point.

Requirement Configuratisn
Connection to Customer Service Insights.

Go to the Dynamics 365 Customer Service Insights URL and choose Dynamics 365.

Go to the Dynamics 365 Customer Service URL and choose Dynamics 365 Customer Service Insights.

Go to the Power Platform admnistration URL and create a connection to Dynamics 365 Customer Service Insights.
Go to the Dynamics 365 Customer Service URL and choose the Dynamics 365 Cu Service Insights dashboard.

Dashboard for phone calls and emails only.

Channel
Product
Business unit
Assigned item

Answer:
Explanation:



Requirement Configuration
Connection to Customer Service Insights. L =

Go to the Dynamics 365 Customer Service Insights URL and choose Dynamics 365.
Go to the Dynamics 365 Customer Servicé URL and choose Dynamics 365 Customer Service Insights.

__________________________________________ x
I

Dashboard for phone calls and emails only. Tw
{Channel | . s
Product = Mi/AvVancAaAaTrT
s IVIICrOSOTt
Assigned item
Explanation:

Box 1: Go to the Dynamics 365 Customer Service URL and choose the Dynamics 365 Customer Service Insights dashboard.
Customer Service Insights is now embedded in Dynamics 365 Customer Service. After it is enabled, this experience allows you to
start seeing historical analytics directly within the Customer Service environment.

Several reports and dashboards can be viewed by your management team

Box 2: Channel

Reference:

https:/docs.microsoft.com/en-us/dynamics365/customer-service/mtroduction-customer-service-analytics

NEW QUESTION # 263

You are a Dynamics 365 for Customer Service administrator. Your company provides support between 9 a.m.

and 5 p.m

You must add a warning to account records when service representatives do not contact an account within eight business hours
ofthe account being verified.

You need to enable service-level agreements (SLAs) for accounts.

In which order should you perform the actions? To answer, move all actions from the list to the answer area and arrange them in the
correct order.

Actions Answer Area

Create an enhanced SLA on the account that
tracks when the status reason changes to
Verified.

Configure the SLA details and set a warning at six
hours and a failure at eight hours.

Customize the accounts entity to enable SLAs. @ @

Add a status reason for unverified accounts. Sét
the value for the status reason to Verified.

Publish the account customizations. Set the
business hours for the support department.

Answer:
Explanation:

Requirement

Set up individual working hours. v

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

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

Configure a fiscal year schedule .

Sonfendodbpen sy O T




Answer Area

Customize the accounts entity to enable SLAs.
Add a status reason for unverified accounts. Set
the value for the status reason to Verified.

Create anfenhanced SLA on the account that
tracks when the status reason changes to ‘A

Verified.
Configure the SLA details and set a warning at six @

hours and a failure at eight hours.

Publish the account customizations. Set the
business hours for the support department.

NEW QUESTION # 264

Note: This question is part of a series of questions that present the same scenario. Each question in the series contains a unique
solution. Determine whether the solution meets 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
TEeView screen.

An electrical engineering company is implementing Dynamics 365 Customer Service.

Engineers schedule work in one-hour blocks.

Engineers who conmplete a job before the end of the one-hour block must not be able to start a new job in that same block.
Engineers who require part of an additional one-hour block to complete a job must not be able to start a new job in that additional
block.

You need to configure the fulfilliment preference to meet the requirements.

Proposed solution: Create a fulfillment record and set the interval to one hour.

Does the solution meet the goal?

* A Yes
e B. No

Answer: A

NEW QUESTION # 265

Once you ensure your grasp on the MB-230 questions and answers, evaluate your learning solving the MB-230 practice tests
provided by our testing engine. This innovative facility provides you a number of practice questions and answers and highlights the
weak points in your learning. You can improve the weak areas before taking the actual test and thus brighten your chances of
passing the MB-230 Exam with an excellent score. Moreover, doing these practice tests will impart you knowledge of the actual
MB-230 exam format and develop your command over it.
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