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Note: This question is part of a series of questions that present the same scenaric. Each question in
the seres containg a unigue salution that might meet the stated goals. Some question sets might
have more than one correct solution, while ethers might not have a correct solution.

Aftar you answer a question in this section, you will NOT be abbe to return to it As a result, these
questions will not appedr in the review screen.

Your company provides clients with Dynamics 365 for Customer Service Voice of the Customer
employes satisfaction surveys, The company has & standardioed set of survey questions named
Satisfaction Survey.

You need to customize the survey for each client.

Solution: Create custom question types, Add the custam question Lypes 1o & new Survey,
Customize the questiens.

Dawes the solution meet the goal?

* A Ko
« B. Yes

A5

A #206

You are using Dynamics 365 for Customer Service,

You need to create the entitlements for your customers.
What should you do?

= A Create an entty for each channel and configure the relationship with the entitement.
& B, Configure e ment channels.

w tfun!i,gur\e: routing mles,

» Ir. Create guewes for each channel.

AsHB

A4 o207

You make a phone call reqarding an existing case record.

You need to create a phone call wctivity that appears on the case recond timeline,

Which three actions should you perform in sequence? To answer, move e appropriate actlons [rom
the list of actions to the answer area and ammange them in the correct order.

AP A EN-T10 W F AN S
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A2 #221

A company uses Dynamics 365 Customer Service.

The schedule shows working intervals of 45 minutes. The intervals cause customer service representatives to have too much free
time during working hours. The company wants to change the intervals to every 30 minutes.

You need to configure the intervals.

‘What should you configure?

A. Schedule within time constraints

B. Resource crew scheduling

C. Schedule with travel time and distance
D. Requirement groups

E. Fulfillment preferences

HY: E
AN,
Reference:

https//docs.microsoft.comyen-us/dynamics365/field-service/set-up-time- groups

AE #222

A company is implementing Omnichannel for Customer Service.

The company plans to release a new product in the following markets: Germany, Spain, and France.

Before the product launches, one agent from each country/region will receive training on the new product. The agents are included as
part of a new team for the product. Each agent is part of a team specific to the country/region that they serve.
Inquiries about the new product must be routed as follows:

1. Route inquiries to an agent who knows the new product and is fluent in the language of the caller.

2. Route inquiries to an agent who knows the new product but speaks only a bit of the language of the caller.
3. Route inquiries to an agent who speaks all caller languages but does not know the new product.

You need to configure the system.

Which feature should you use? To answer, select the appropriate options in the answer area.

NOTE: Each correct selection is worth one point.

HE-

MY
Explanation:
Graphical user interface, text, application, email Description automatically generated

Reference:
https:/docs.microsoft.com/en-us/dynamics365/customer-service/setup-skills-assign-agents

AE #223

A company deploys Dynamics 365 Customer Service.

A service manager requires a new classification ruleset for Bronze-type customers. The Bronze type customers require an answer
within five hours.

Youneed to create the classification ruleset.

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.

He:

CEE
Explanation:


https://www.dumptop.com/Microsoft/MB-230-dump.html

Step 1: Create a new ruleset in a workstream.

To create a logical work classification ruleset, do the following steps:

1. In Customer Service admin center, Omnichannel admin center, or Customer Service Hub, select a workstream, and in the
Routing rules area, for the Work classification (optional) option, select Create Ruleset.

2. On the Work classification page, select Create new, and in the Create work classification ruleset dialog, select Logical rules in
Rule type, and enter a name and description. By default, the root record is selected and displayed at the top of the condition builder
for ease of reference and visibility of the record for which you are creating the rule.

Step 2: Create a new manual rule named Bronze.

3. In the Decision list area, select Create Rule, and on the Create work classification rule dialog, enter a name.

Step 3: Create a condition for the Bronze rule.

4. In the Conditions area, define the conditions according to your business needs. If you are creating classification rules for records,
then the top-level condition is automatically populated. You can define conditions for up to two levels of the related records and
attributes.

5. In the Output area, select the attribute for which value needs to be set if the conditions are met.

6. Repeat steps 3 through 5 to create the demand rules.

Step 4: Create a rule named 5-hour response from the decision list.

Step 5: Create a demand rule for the Bronze rule.

Reference:

https:/docs.microsoft.com/en-us/dynamics365/customer-service/configure-work-classification

HE #224

Youneed to configure the queues.

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

He:

MH.

Explanation

Box 1: Record Creation and Update rule

Reduce the need for manually creating cases from incoming emails and increase the efficiency of customer service agents by creating
automatic case creation rules in Dynamics 365 Customer Service.

Box 2: Routing Rule

Unified routing is an intelligent, scalable, and enterprise-grade routing and assignment capability that can direct the incoming work
item to the best-suited queue and agent by adhering to work item requirements and matching them with the agent's capabilities.
Reference:

httpsz/docs.microsoft.com/en-us/dynamics365/customer-service/automatically-create- case- from-email
httpsz/docs.microsoft.com/en-us/dynamics365/customer-service/overview-unified-routing

B2 #225

You need to configure the correct settings.

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

He:

dY:
Explanation:
Graphical user interface, text, application, email Description automatically generated
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