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NEW QUESTION # 307
A customrer service manager wants to find out how agents describe the reasons that customers call in for support. The manager also
wants topics to be automated.

You need to ensure that the manager's requirements are met.
‘What should you configure?

A. Last interaction for data mapping and automation of topic by using a bot.

B. Case title for data mapping and automation of topic by using a bot.

C. Case age for data mapping and automation of topic by using Power Virtual Agents.

D. Last interaction for data mapping and autormation of topic by using Power Virtual Agents.

Answer: C

NEW QUESTION # 308

You are a Dynamics 365 for Customer Service administrator.

You need to implement queues to managecases.

‘Which queue types should you use? To answer, drag the appropriate queue types to the correct scenarios. Each queue 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.

Queue types Answer Area

Private Scenario Queue type
Set up a product defect queue.’Add the

Public defect group as the members for the queue. quede type
Set up an unknown gueue for anyone to
review tickets that are not classified. queue type
Set up.an escalation queue that. enables queue type
only:upper management to review the
tickets.

Answer:

Explanation:



Field Text Option type

Resolution type j v
| |__(")pticm set

Calculated

<

Resolution

'Option set

T

I-T‘.e..xt-.. -
Calculated

Total time : v

Option set

e —

Calculated |

Billable time v
Option set |

T — —

Whole number
Calculated

Remarks v
Option set
Text |

{Cakdlatedosoft |

Explanation

Scenario || M icro Soft Queue type

Set up a product defect queue. Add the I

defect group as the members for the queue. ; Private
Set up an unknown queue for anyone to r -
review tickets that are not classified. _ Public
Set up an escalation queue that enables DRiate

only upper management to review the
tickets.

References:
https://docs.microsoft.comven-us/dynamics365/customer-engagement/customer-service/set-up-queuesmanage-ac

NEW QUESTION # 309

Youneed to configure the options for the schedule.

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



Setting = Miestesoft

Resource Type -
User .
Account We
Contact
Facility
Vice Presidents’ schedule N -

Clear the Display on Schedule Board check box.
| Clear the Enable for Availability check box.

Set the schedule to User is not working.

Set the Service Restriction.

Answer:
Explanation:
Setting Option
Resource Type N e v
1| User , [] .
At S Microsoft
Contact . o0
Facility
Vice Presidents’ schedule N
Clear the Display on Schedule Board check box. |
[Clear the Enable for Availability check box. — 7
Set the schedule to User is not working.
Set the Service Restriction.
Explanation:

Graphical user interface, text, application Description automatically generated
setm 1VIICrOSOTL

Resource Type

Account
Contact %/
Facility,

Vice Presidents’ schedule -
| Clear the Display on Schedule Board check box.
Clear the Enable for Availability check box.

Set the schedule to User is not warking.

Set the Service Restriction.

Reference:
httpsv/docs.microsoft.conven-us/dynamics365/customer-service/resources-service-scheduling

NEW QUESTION # 310

A company installs and services air filtration units for industrial manufacturing plants. The company is implementing Dynamics 365
Customer Service.

Each regional location supports a specific geographic region. Installers and service technicians are dispatched from these regional
locations.

Youneed to configure the system to optimize work scheduling,



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

Requirement Option
Limit the service area of each regional dispatching ’ v
location to a 50-mile radius. R T e Eotes T
(Sites |
| Service activity

| Resource category
Organizational unit
Ensufe/that-the-corppdny only assigns a technician v

that 1s certified to service a spegific Unit. _hesource group

|
' Bookable resource |
' Resource category I
Resource charactenstic :

Answer:
Explanation:
Requirement Option
Limit the service area of each regional dispatching v
location to a 50-mile radius. | gi—tési‘-—‘f e —-——r—rl
Service activity

'Resource category
'Organizational unit
Ensure that the company only assigns a technician v
that is certified to service a spegific unit.

'Resource group |
Bookable resource j
|
|
}

e e
1

Resource category |

Explanation:

Box 1: Service activity

Avoid disruptions in service by making sure that your resources are scheduled optimally and efficiently. Using Scheduling in
Customer Service Hub, you can plan and schedule service activities for your customers by bringing together all your resources.
Note: Create a service activity

A service activity is defined to look for the next available time slot to schedule the service and align resources as per requirement.
Box 2: Resource category

Create resource groups

The resources are aligned in resource groups or resource categories.

For exanple, Bert Hair and Gilda Moss are grouped as Technicians and Bike repair workbench - 1 and Bike repair workbench - 2
are grouped as Workbenches.

With bookable resource categories, you can group your bookable resources by type. For example, you can create categories like
technician, supervisor, subcontractor, vehicle, or equipment.

Reference:

httpsv/docs.microsoft.conven-us/dynamics365/customer-service/basics-service-service-scheduling
httpsv/docs.microsoft.conven-us/dynamics365/customer-service/resource-categories-service-scheduling



NEW QUESTION # 311

A company uses Dynamics 365 Customer Service.

Telemetry on agent case resolution time reveals that agents spend 20 minutes on average resolving cases. Analysis determines that
resolution duration is increased because agents are often required to view and modify data on the related account.

The company requires a solution that allows agents to enter data in a single screen and edit multiple records without navigating to
each record.

Youneed to create the solution.

Which two actions should you perform? Each correct answer presents part of the solution.

NOTE: Each correct selection is worth one point

A. Configure the Nested grid view.

B. Add an editable grid of the account on the case form.

C. Configure the editable grid of the case view to include account details.
D. Add an editable grid control to the case view.

Answer: B

NEW QUESTION # 312
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