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Questions (Q16-Q21):

NEW QUESTION # 16

A company deploys Dynamics 365 Customer Service. The company plans to use IoT to collect information about manufacturing
equipment.

Work orders must be automatically generated when malfinctions are detected to ensure that malfunctions are corrected quickly.
You need to design a Connected Customer Service solution.

‘What should you use? To answer, drag the appropriate implementation types to the correct requirements. Each implementation type
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.

Implementation types Answer Area
| Azure lo1 Central I
Requirement Implementation type
T
[ i I Configure loT alerts in Dynamics 365 Customer Service. I I
I i~ ! Detect issues with manufacturing equipment. | I
s Create wo . ers when a malfunction is detected. l ’
\ LW
Answer:
Explanation:
Implementation types Answer Area
\[ Azure loT Central I . - 2 | gl riaien i
Requirement mpleme n
Azure loT Hub
| Arelot Ho | Configure loT alerts in Dynamics 365 Customer Service. || Azure loT Central |
I EGw Ao ] Detect issues with manufacturing equipment. | Azure loT Hub |
Create work orders when a malfunction is detected. I Power Automate l
Reference:

httpsz/docs.microsoft.com/en-us/dynamics365/customer-service/cs-iot-overview

NEW QUESTION # 17
You are an Omnichannel administrator for a company. The company is implementing a chat channel.
You need to route all chats relating to work orders to the field service queue.

In which order should you perform the actions? To answer, move all 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.




F | Create.a gueue named faedd Lemace

e e am e s s s s s s s s e

2 Create o ruew enbey routing Channed record for Seld senice and adc Work *

Crder a3 an tive enbity

Explanation

Actions Answer area

. P -
Microsoft:
2| | Create a quetie named field service.
@ - | Create's new entity routing channel record for field service and add Work @
@ 37| Order as an active entity. @
4| | Add a new rule routing set for work orders.
| | Create a Rule Item and specify the rule criteria and action to route to the

5 Field Service Queue.

NEW QUESTION # 18

You are configuring a Dynamics 365 for Customer Service instance.

Customer service manager cannot create new entitlements for customer service representatives.

You need toensure that customer service managers can add new entitlement templates and knowledge base records for customer
service representatives.

‘Which access levels should you apply? To answer, select the appropriate options in the answer area.

NOTE:Each correct selection is worth one point.

@WM iICros Oft Access level

Create entitlement templates. | v
Organization
Append

Create knowledgebase records. v
Append
Business Unit

Answer:
Explanation:
Action Access level

] Crﬁ}f-entit ement templates. e v

] 1C résor'ﬁ ﬁ[ﬁ@fﬂiiﬁaﬁ?‘
Append

Create knowledﬁébase records. | v

Append _ _
Business Unit




Action Access level
Create entitlement templates. . \ v
Organization
Append
Create knowledgebase records. v
Append .
Busireds Wnit) T

NEW QUESTION # 19

A company uses Dynamics 365 Customer Service. The company connects chatbots to its Omnichannel configuration.

The chatbot does not escalate calls to agents.

Youneed to troubleshoot the chatbot issue.

In which order should you perform the actions? To answer, move all actions from the list of actions to the answer area and arrange
them n 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.
Actions Angwtr e

Create the chathol applcation and susgn i i 11 1 -l' 1 L
A B Chathol 10 & vosie woriciineam .
Ak B chatbod 1o Bhe Quoues
']
Set escalateon nules
5

Answer:

Explanation:

ANswer Area

Create the chatbot application and assign..

Add the chatbot to a voice worksptream

Add the chatbot tot he gueues.

Set escalation rules.

Set code to engd@&the chatbot.

1 - Create the chatbot application and assign...
2 - Add the chatbot to a voice worksptream.
3 - Add the chatbot tot he queues.

4 - Set escalation rules.

5 - Set code to engage the chatbot.

NEW QUESTION # 20

Youare a customer service representative using Dynamics 365 Customer Service Hub.

Youneed to link the knowledge base records that relate to cases and send articles to customers.

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 them correct order.



Microsoft

nowledge-base article that answers the
problem. Copy and paste the article into the
resolution dialog box when closing the case

Open an existing case record

Locate the knowledge-base article. Select Link, and
then select Email

Type the search terms relating to the case issue in
the KB Records tab

Navigate to the knowledge base and assign the
article to the case

Email the knowledge-base article to the customer.
Set the Regarding field on the email to the case

. Open the knowledge-base article that answers the
problem. Copy and paste the knowledge base
article into the case notes

Answer Area

O

Answer:

Explanation:
Actions

I Open the knowledge- hase , that M&tgpo §

| problem. Copy and paste the article into the
| resolution dislog box when closing the case | |

! Locate the knowledge-base article. Select Link, and : e
__________________ I -

r Area

Type the search terms relating to the case issue in
the KB Records tab

i then select Email [ . W, T ———————

Type the search terms relating to the case issue in
'the KB Records tab N S

Navigate to the knowledge base and assign the I L
article to the case I

| Email the knowledge-base article to the customer. |
I5et the Regarding field on the email to the case |

Open the knowledge-base article that answers the |
problem. Copy and paste the knowledge base I
lLartIcIe into the case notes I

Locate the knowledge-base article. Select Link, and
then select Email




Answer Area

Open an existing case record

Type the search terms relating to the case issue in
the KB Records tab

@ Locate the knowledge-base article. Select Link, and
then select Email

NEW QUESTION # 21
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