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Ubrigens, Sie konnen die vollstéindige Version der It-Pruefing MB-230 Priifingsfragen aus dem Cloud- Speicher herunterladen:
https/drive.google.comvopen?id=1x3CNcPKBSPORk L1vmX XH7zIBxdaHoC

Die Schulungsunterlagen zur Microsoft MB-230 Zertifizierungspriifing von unserem It-Pruefing haben prézse und fliichendeckende
Inhalte. Diese Lernhilfe sind geeignet fiir Sie und werden die notwendigsten Ausbildungsmaterialien sein, wenn Sie die
Zertifizierungspriifing bestehen mochten. Hier versprechen wir, dass Sie einjahrige Aktualisierung kostenlos genie3en kénnen,
nachdem Sie unsere Schulungsunterlagen zur Microsoft MB-230 Zertifizierungspfiiifing gekauft haben. Wenn Sie die MB-230
Priifung nicht bestehen oder unsere Fragenkataloge irgend ein Qualitéitsproblem haben, geben wir Ihnen eine bedingungslose volle
Riickerstattung.

Die neuesten Schulungsunterlagen zur Microsoft MB-230 (Microsoft Dynamics 365 Customer Service Functional Consultant)
Zertifizierungspriifing von It-Pruefung sind von den Expertenteans bearbeitet, die vielen beim Verwirklichen thres Traums verhelfen.
In der konkurrenzfihigen Gesellschaft muss man die Fachleute seine eigenen Kemntinisse und Technikniveau unter Beweis stellen, um
seine Position zu verstérken. Durch die Microsoft MB-230 Zertifizierungspriifing kann man seine Fahigkeiten beweisen. Mit dem
Microsoft MB-230 Zertifikat werden grof3e Verénderungen in Threr Arbett stattfinden. Thr Gehalt wird erh6ht und Sie werden sicher
befordert.
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It-Pruefung ist eine gute Website, die effiziente Ausbildung zur Microsoft MB-230 Zertifizierungspriifing bietet. Und It-Pruefing
verspricht, dass Sie die Microsoft MB-230 Zertifizierungspriifung bestehen konnen. Sonst geben wir Thnen eine volle
Riickerstattung. Vorm Kauf unserer Produkte konnen Sie im Internet teitweise die Demo zir Microsoft MB-230
Zertifizierungspriifing von It-Pruefing kostenlos herunterladen. Dann werden Sie mehr Vertrauen in unsere Prodzkte setzen. Sie
kénnen sich dann gut auf Thre Microsoft MB-230 Zertifizierungspriifing vorbereiten.

Die MB-230-Priifung bewertet die Fahigkeit des Kandidaten, das Kundendienstmodul von Dynamics 365 zu konfigurieren und
anzupassen, Fille, Arbeitsaufirige und andere verwandte Unternehmen zu verwalten. Die Priifing umfasst auch Themen wie
Kundendienstanalysen, Integration in andere Anwendungen und Wissensmanagement. Das Bestehen dieser Priifing zeigt die
Fahigkeit des Kandidaten, Kundendienstlosungen mithilfe von Dynamics 365 zu entwerfen, zu implementieren und zu unterstiitzen.

Microsoft Dynamics 365 Customer Service Functional Consultant MB-230
Priifungsfragen mit Losungen (Q173-Q178):

173. Frage

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

and 5 p.m

Younust add a warning to account records when service representatives do not contact an account within eight business hours of
the 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.

©O

Customize the accounts entity to enable 5LAs. @
Add a status reason for unverified@ccounts. Set

the valye,fof thestits fedsofi T Verified.

Publish the account customizations. Set the

business hours for the support department.

Antwort:

Begrindung;
Actions {\_nswer Area

—————————————————— | Customize the accounts entity to enable SLAs. I

| Create an enhanced SLA on the account that I b
Add a status reason for unverified accounts. Set I
| tracks when the status reason changes to 1| | S5
the value for the status.reason to Verified. |

i
IConf}gure the SLA details and set a warning at six '
Ihou rs and a failure at eight hours. |

Create an énthanced SLA on the account that
tracks when'the status reasoh, chianges.to

__________________ | petified. = _ BRCH IVIIVI VOWU
ICustomize the accounts entity to enable SLAs. & | "] @ R N S S £ o S0 My NS
Add a status reason for unverified@accolints. Set | ! Configure the SLA details and set a warning at six

: hours and a failure at eight hours.

jPublish the account customizations. Set the 1 B R B L ST e s, T R, R Nl

\business hours for the support department. S R Publish the account customizations. Set the !
I I business hours for the support department.
I
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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 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.

Publish the account customizations. Set the
business hours for the_sup[por; departmerﬁltl.
VIicrosoft

174. Frage

You ate creating agent scripts that have macros for quick steps (or agents in a support center. Agents need to be able to open a
case fromone of'the steps in the agent scripts. You need to select a type of connector to use to create the macro.

Solution: Configure the macro by using an Onmichannel connector.

Does the solution meet the goal?

e A.No
e B. Yes

Antwort: A

175. Frage

A client wants to use the knowledge base in Dynamics 365 Customer Service.

You need to identify the state of a knowledge base article when an event occurs.

‘What are the states of the articles? To answer, select the appropriate options in the answer area.
NOTE: Each correct selection is worth one point.



Status
Article submitted for review

Searchable

Reviewer rejects article

Antwort:

Draft
Resolved
Review

Active

e® | TV F
OB Microsoft
‘Published \

Unpublished
Draft

Updated

Published
Unpublished
Draft

Updated




Status State
Article submitted for review v

Draft

'Resolved

Review

Active \ )
Searchable -

T — — —

[Published _!
'Unpublished |
Draft |
\ 'Updated |

Reviewer rejects article v

Published
|Unpublished
| Oraft | |
'Updated

Explanation

Box 1: Review

Review - The draft version of the article is sent to reviewers to approve or reject.

Mark a knowledge article for review

To ensure that the content you've created is accurate, have someone review i.

You can mark an article for review or directly assign it to a specific person or queue. When you mark an article for review, it starts
appearing in the knowledge manager's dashboard. The knowledge manager can then assign the article to specific team members or a
queue for review.

Box 2: Published

‘When you approve the content of an article, it means that the content is ready to be consumed by other customer service reps, and
also ready to be published.

On the Business process bar, in the Review stage, in the Review field, select Approve.

The article is now ready to be published.

Box 3: Draft

Draft - The article is in the process of being created.

Note: A versioned knowledge article in the Draft state can be modified only by the author or reviser with the contribute access to the
knowledge base, owner of a knowledge base, users with the admin and knowledge admin role, and ownership group members, if
ownership group is added to the article.

Reference:

https:/docs.microsoft.com/en-us/dynamics365/customer-service/customer-service- hub-user-guide-knowledge-ar

176. Frage
You are using Dynamics 365 Customer Service. You are viewing a knowledge base (KB) article froma case record. Knowledge
management is set up to use an external portal.



Youneed to link the article to the case and share the article with the customer.
‘What is the solution for each requirement? To answer, select the appropriate options in the answer area.
NOTE: Each correct selection is worth one point.

Requirement

Attach and email a KB article from a case.

Attach a KB article and email a link to the customer. </

SN licroseft .

Select Link article to the case and email content.

Link the KB article to the case."The system will automatically email the KB article to customer.
Link the KB article to the,case'Create an email activity and attach the KB article as a PDF.

v

For the published KB article, select Link the KB article to the case and email the link to the customer.
For ﬂ'_le a_pprwed KB article, select Link the KB article to the case and email the link to the customer.
Linkthe KB article to the case. Create an email activity and select Insert article.

Antwort:

Requirement

Attach and email a KB article from a case.

Solution

Microsoft .

|Select Link article to the case and email contesit’, |
Link the KB article to the case. The.system willkautomatically email the KB article to customer.

Link the KB article to the casé. Create an email activity and attach the KB article as a PDF.

Attach a KB article and email a link to the customer. -

For the published KB article. select Link the KB article to the case and email the link to the customer.
For the approved KB article, select Link the KB article to the case and email the link to the customer.
Link the KB article to the case. Create an email activity and select Insert article.

Reference:

https:/docs.microsoft.com/en-us/dynamics365/customer-service/find-knowledge-articles- within-record-dynamics- 365

177. Frage

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).
You need to configure SLAs based on the requirements.

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

Configure business hours. SLA applies
only during this time.

Pause and resume an SLA.

Configure KPl warnings and warning
action.

. B/
[Only stancgtﬁm iCrosof

|Only enhanced SLA
| Both standard and enhanced SLA

SLA options

r—3

2o WA SRS . 1
Ority standard SLA
Only enhanced SLA

Both standard and enhanced SLA |

Only standard SLA
Only enhanced SLA

Both standard and enhanced SLA |




Requirement SLA options

Configure business haurs. SLA applies v
only during this time. Ejnlv standard SLA S
IOnI\r_eﬂhgnc_ed_SLA ______
I Both standardiand enhanced SLA _
Pause and resume an SLA. _' v
'Onjv standard SLA
\Only enhanced SLAI
IBoth standard and enhanced SLA
Configure KPI warnings and warning T
action. Orllyr_stghnd,atgi &Lﬁ,\“

Both standard and enharnted SLA

Requirement SLA options

~onfigure business hours. SLA applies v
nly during this time. 'Only standard SLA

Only enhanced SLA

Both standard and enhanced SLA
ause and resume an SLA. ' v

Only standard SLA

Only enhanced SLA

Both standard and enhanced SLA
“onfigure KPI warnings and warning v
iction. Only standard SLA

Only enhanced SLA

Both standard and enhanced SLA

178. Frage

Sie haben schon die Priifngsmaterialien zur Microsoft MB-230 Zertifizierung von It-Pruefung gesehen. Es ist doch Zeit, eine Wahl
m treffen. Sie kénnen auch andere Produkte wihlen, aber unser It-Pruefing wird Thnen die gréfBten Interessen bringen. Mit It-
Pruefing werden Sie eine glinzende Zukunft haben, eine bessere Berufsaussichten in der IT-Branche haben und effizient arbeiten.
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