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HA #214

A company is using Omnichannel for Customer Service.

You add a live chat button to your company's website for existing customers. Requests for chats are handled by the next available
representative. The chat must route the customer to the same representative if the customer is inadvertently disconnected.

You need to configure the chat.

‘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.

NOTE: More than one order of answer choices is correct. You will receive credit for any of the correct orders you select.

fif e«

1 - Create a work stream.

2 - Set the routing rule.

3 - Set the Enable Agent Affinity...
4 - Create context variables...

H #215
You are implementing a new channel within Onmnichannel.
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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.

RN -

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 nunber:

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

R #216

A service manager discovers a high number of cases in the agent queues. Cases are created manually but can be reassigned using a
workflow or custom APL.

The manager needs to know whether cases are getting duplicated because of simultaneous case creation or simultaneous case
assignment.

You need to identify the number of cases that are created in each scenario.

How many cases are created? To answer, drag the appropriate cases created options to the correct simultaneous actions. Each
cases created option 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.

R -
Reference:
httpsz/docs.microsoft.com/en-us/dynamics365/customer-service/set-up-queues-manage-activities-cases

HA #217

Youare a Dynamics 365 for Customer Service administrator creating surveys for Voice of the Customer (VoC).
Youneed to ensure that VoC survey responses trigger an escalation in support.

Which workflow should you use?

A. VoC - Process NPS Response
B. VoC - Process Survey Response
C. VoC - Close Survey Activity

D. VoC - Process Face Response

H
R

: B
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Reference:
httpsz//docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/plan-survey

HA #218

A customrer needs to know how data from third-party applications can be reported on in a Customer Service Insights dashboard.
You need to advise the customer on how to display the data.

‘What should the custorer use?

A. lead and opportunity data from Common Data Service

B. call intelligence data from Common Data Service

C. ding web search for data creation data in Common Data Service
D. data integration data maps With Common Data Service

Ef#: D
R -

Reference:
https:/docs.microsoft.com/en-us/dynamics365/ai/customer-service-insights/use-external-data-sources
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