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A2 #122

You are the Dynamics 365 Field Service technician manager for Contoso Ltd.

Your custorrers are indicating they are being double invoiced for certain work orders. They are receiving the quarterly invoice, and
another invoice after the service is performed.

You need the system to automatically handle these scenarios, while still sending out invoices for work orders that are not generated
from an agreement.

What should you do to avoid double billing your customers that have agreements?

A. Update the Invoice Journal lines to ensure the lines are $0.00.

B. Manually update the Invoice lines prior to sending to the customer.

C. Create a process using price lists and entitlements to ensure the work order subtotal and work order invoice is $0.00.
D. Tumn-off Invoice Generated on Closed-Posted work orders to avoid nvoice generation when a work order is Closed-
Posted.

He: C
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Your client wants to build some workflows to autormate certain approvals.

You need to enable Microsoft Power Automate flows in the Microsoft Dynamics 365 Field Service settings.

‘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.

Actions Order

urn on Track My Technician.

Turn on Remote Assist audit logging.

to Yes

Deagtivate the workflows @

O

Turgen figws fof Reld SerpcyNiobile

e
ME:
Actions . - P /OO oy nens s crer i cse g Cspeecnear Cseee spoe cuens s

urder

Turn on Track My Technitian! 1 Open FieldService Settings
Turn on Remote audit logging. 2 SetUse Enh. d Background P ing to Yes
Deactivate the workflows.

Turfi on the flows for Field Service Mobile

QO
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Drag and Drop Question

You are a new Dynamics 365 for Field Service Administrator for a manufacturing firm

Your manager has asked you to configure the system to enable scheduling for maintenance of equipment at customer sites. It is
against company policy to dispatch resources to sites with known issues such as credit or safety holds. Many site visits may require
more than one technician to be sent for the repair.

‘Which resource scheduling component should be used for each task? To answer, drag the appropriate resource scheduling
component to the appropriate task. Each resource scheduling component 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 the content.

NOTE: Each correct selection is worth one point.

Microsoft

Answer Area

Heavy machinery repair requires three
Resource Crew technicians as well as a safety

inspector to be sent to the site.
Additionally, power testing equipment
must be sent to complete the inspection.

Requirement Group

Dispatchers must be able to locate the resources
needed for the heavy machinery repair within
Schedule Board a single search to allow for efficient scheduling.

Dispatchers and scheduling administrators
Booki Rul must have a way to easily review all resource
ooking Rule availability and be able to schedule the work

order.

type When customers on credit hold request
Mot service, no technician can be sent and
dispatchers must be alerted of the credit hold
status.

Booking Resource Booking




Answer Area

Heavy machinery repair requires three
Resource Crew technicians as well as a safety Resource Crew
inspector to be sent to the site.
Additionally, power testing equipment
must be sent to complete the inspection.

Requirement Group

Dispatchers must be able to locate the resources
needed for the heavy machinery repair within Requirement Group
Bohadils Board a single search to allow for efficient scheéduling.

Dispatchers and scheduling administrators
must have a way to easily review all resource Schedule Board
Booking Rule availability and be able to schedule the work
order,

When customers on credit hold request
service, no technician can be sent and Booking Rule
dispatchers must be alerted of the credit hold
status.

Incident type

Booking Resource Booking
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Case Study 3 - Contoso Compressor Ltd

Company Overview. Company Structure

Contoso Compressor Ltd. is a large global manufacturer with 12,000 employees. Contoso Compressor produces, installs, and
services large B2B and small B2C gas and air compressors.

They have manufacturing plants and service centers in:

North America (Canada, US, Mexico) Territories

- US - 600 Service Technicians, 60 Call Center Agents, 30 Dispatchers

- Canada - 300 Service Technicians, 30 Call Center Agents, 15 Dispatchers

- Mexico - 200 Service Technicians, 20 Call Center Agents, 10 Dispatchers Europe Territories
- Germany - 200 Service Technicians, 20 Call Center Agents, 10 Dispatchers

- France - 150 Service Technicians, 15 Call Center Agents, 7 Dispatchers

- Italy - 100 Service Technicians, 10 Call Center Agents, 5 Dispatchers South America Territories
- Brazil - 200 Service Technicians, 20 Call Center Agents, 10 Dispatchers

- Argentina - 100 Service Technicians, 10 Call Center Agents, 5 Dispatchers India Territories

- Mumbai - 100 Service Technicians, 10 Call Center Agents, 5 Dispatchers

- Chemnai - 150 Service Technicians, 15 Call Center Agents, 7 Dispatchers Contoso Contoso Compressor sales channels include
direct and via distributors.

Contoso Compressor service and installation channels include direct and via service partners.
Company Overview. Existing Systerms

Existing systens:

- SAP for ERP

- Siebel for Sales and Customer Service

- Home grown for Field Service and Installations

Dynamics 365 has been selected for Sales, Customer Service, and Field Service.

Azure IoT and Azare Machine Learning have been selected for Connected Field Service.

Sales and Service Overview. B2B Sales and Service Overview

Sales

- 70% of total Sales & Service Revenue

- 20% new sales revenue is through distributors

Installations



- Variety of large compressors

- Scheduled with Dispatch when equipment has been shipped
- Take a crew of 2-3 technicians

Service

- 95% of'service calls handled by Contoso Call Center

- All calls come to a regional service center

- Break Fix

- Planned/Preventive Maintenance

- Both Break Fix and Planned/Preventive Maintenance Work Orders require 1 technician
- Planned/Preventive Maintenance

- Requires a detailed Inspection prior to restart of equipment
Sales and Service Overview. B2C Sales and Service Overview
Sales

- 30% of'total Sales & Service Revenue

- 100% of new Sales revenue from distributors

No Installation

Service

- 95% of all service issues handled by partners/distributors

- Service calls to Contoso Call Center are routed to a partner/distributor for service
- Only 1% of all Service Revenue

Sales and Service Overview. Business Goals

Contoso Compressor desires to double both their Sales and Service Revenue over the next 5 years.
To achieve this, they have developed the following goals as part of implementing a new CRM Sales, Service, and Field Service
application:

1. New Acquisitions

2. Partner/Distribution network expansion for B2B and B2C
3. New B2B Service Offerings

4. Increase Customer Satisfaction/NPS

Current Challenges. Call Center

- Siloed systens

- Disconnected from other regions

- Poor Return tracking

- Poor partner visibility

Current Challenges. Work Order Management

- No visibility to truck stock

- No task breakdown on Work Orders

- Poor reconciliation to partners/distributors

Current Challenges. Resource Management

- No crew capability for installs

- No visibility across regions

Current Challenges. Contract/Agreement Management

- Service is often given away due to poor entitlement tracking
- No tickler system for renewals

Current Challenges. Asset Management

- No sub-asset tracking

- No work Order history

- No visibility to detailed location tracking

- No ability to connect to IoT

Current Challenges. Mobile Technician Capability

- No offline mode

- Inspections are done manually

- No quoting, signature, or job summary/print capability
Current Challenges. Scheduling

- Lack of status updates from technicians

- Manual crew scheduling for installs

- No ability to estimate travel time

- No filter capability to search for the best technician

Desired Functionality. Call Center

- Custormer 360 capability with Knowledge Base

- Visibility to Partner/Distributor information

- Portal capability for customer visibility to Knowledge, equipment owned, open work orders and cases Desired Functionality.



Work Order management

- Defined Work Order Tasks

- Inventory tracking

- Digital Inspections with Branch Logic and Reporting

- Integration to ERP for proper pricing and invoicing

Desired Functionality. Inspections

- Conditional logic for Gas Compressor pressure reading failure

- By looking at the reading, a technician can see if it's in the red, indicating failure. If fail, must shut down, clean or replace pressure
valve

- Impromptu Inspections - the ability to create inspections at a customer site on assets without a work order while working on
another work order at the customrer site.

- Inspection results are critical to review with the customer after the inspection is performed Desired Functionality. Resource
Management

- Flexible Work Hours

- Crews, equipment tracking as resources for scheduling

- Skills with proficiency levels

- Drip Scheduling for planned maintenance jobs

Desired Functionality. Asset Management

- Track Asset sub-components

- Connected Service for new equipment

- Azure Machine Learning to offer a new chargeable service for machine uptime

- Capture defined asset readings to feed the Azure Machine Learning model

- Many internal assets are used on jobs. We need to be able to schedule those assets with a technician on a job.

- We also perform our own maintenance on internal assets

- These would not be needed for RS

Desired Functionality. Contract/Agreement Management

- Generate Planned Maintenance jobs 3 months in advance for capacity planning

- Tickler system to notify customers of expirations

- Track covered equipment and related entitlerments

Desired Functionality. Mobile Technician Capability

- Offline

- Digttized Inspections

- Geo-fencing for no-touch arrival and departure

- "Uber-like" fnctionality, notifying customers when a technician will be arriving

- Remote Assist functionality to quickly get junior technicians in the field and increasing first time fix rate Desired Functionality.
Scheduling

- Schedule Boards visible to each region

- Assign resources based on skills and proficiency

- Visibility to access resources from other regions

- Drip Scheduling for inspection jobs

- Scheduling optimization for small jobs

- Automated crew assignment for installation jobs

Desired Functionality. Returns Management

- RMA's

- Tied to Customer Service

- Track open Returns to reduce part/asset leakage & charge for not returned items

- The biggest issue we face today is that we can't track an item that a customer has returned

-RTV

- Ability to send in-warranty parts back to vendor for credit or exchange Desired Functionality. IoT

- [oT devices will be place on all new and existing equipment.

- Devices will measure compressor temperature and motor pressure of the equipment.

- Azure Machine Learning is desired to predict failure based on trends of compressor temperature and pressure readings.

- Currently, there is no way to capture backflow pressure because it can only be measured during the onsite inspection by a
technician.

- Contoso Compressor would like to capture that value and feed it back to the machine-learning algorithmto better measure
performance and predict failure.

You are the lead consultant on a Dynamics 365 Field Service implementation for Contoso Compressor. The company uses internal
assets on jobs and also maintains them

‘What would be the most efficient way of handling the company's needs?

e A Enable the Customer Asset table for scheduling, then add it as a Resource Type.



¢ B. Create a Facility/Equipment for the Asset, then add it as a Resource Type.
e C. Set up the equipment as a Contact in the system, then add it as a Contact Resource.
e D. Set the internal assets up as a User so they can be used for Resource Scheduling Optimization (RSO) as well.

HE: D
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Drag and Drop Question

To improve communications with customers, your company has decided to implement Twilio, a third-party communication platform
that has call and messaging capabilities.

The Twilio solution includes a number of core components to deliver the capability, all of which need to be set up.

Which five steps should you take in sequence to prepare data for optimization? To answer, move the appropriate actions from the
list of actions to the answer area and arrange them in the correct order.

STEPS ORDER

Configure Microsoft Flow Account.

Set up a Twilio account.

Generate account SID and
authentication token.

Configure SMS and IVR workflows. @

Install a Twilio-managed solution.

© O

Obtain phone numbers.

ME:



STEPS ORDER

Configure Microsoft Flow Account. Set up a Twilio account.

Generate account SID and
authentication token.

‘ ) Obtain phone numbers. )

< < Install a Twilio-managed solution. ’

Configure SMS and IVR workflows.

Explanation:
https://www.microsoft.com/en-us/download/confirmation.aspx?id=53586
Check - Twilio Integration Guide
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