
MB-230 Exam Topics | New Exam MB-230 Braindumps

What's more, part of that DumpsFree MB-230 dumps now are free: https://drive.google.com/open?
id=1XLAWyamxLimvq_O_BB3677C98jPhDLnC

We have the free demo for the MB-230 study guide, it will help you to have a better understanding of the exam dumps, if you
decide to buy and pay for it, we will send the downloading link and password to you within 10 minutes, and if you don't receive it,
please contact to our service stuff, we will deal with the problem for you immediately. What's more, free update for the MB-230
Study Guide for 365 days, and the update version will send to you by email automaticially, therefore you can have the latest
information for the Microsoft Dynamics 365 Customer Service Functional Consultant.

We have three formats of MB-230 study materials for your leaning as convenient as possible. Our Microsoft Dynamics 365
question torrent can simulate the real operation test environment to help you pass this test. You just need to choose suitable version
of our MB-230 guide question you want, fill right email then pay by credit card. It only needs several minutes later that you will
receive products via email. After your purchase, 7*24*365 Day Online Intimate Service of MB-230 question torrent is waiting for
you. We believe that you don't encounter failures anytime you want to learn our MB-230 guide torrent.

>> MB-230 Exam Topics <<

100% Pass Quiz Efficient MB-230 - Microsoft Dynamics 365 Customer
Service Functional Consultant Exam Topics
After your purchase of MB-230 learning engine, our system will send a link to your email in 5 to 10 minutes. You can contact our
staff anytime and anywhere during the learning process. The staff of MB-230 study materials is online 24 hours a day, seven days a
week. Our staff is really serious and responsible. We just want to provide you with the best service. I hope you enjoy using MB-230
Exam Materials.

Microsoft Dynamics 365 Customer Service Functional Consultant Sample
Questions (Q11-Q16):
NEW QUESTION # 11 
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creates one survey from a blank project and others from a predefined project template.
When the company receives all the survey responses, a member of the service team must analyze the results. The member must
calculate satisfaction scores to help the service manager identify required efficiency changes for the department.
You need to determine which type of satisfaction metrics to use.
Which metrics should you use? To answer, drag the appropriate metrics to the correct scores. Each metric 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.

Answer:

Explanation:

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-voice/satisfaction-metrics

NEW QUESTION # 12 
You are a Dynamics 365 Customer Service administrator.
Your company provides standard support contracts for a total of 20 hours of support. All 20 hours are for email support only.
Phone support is offered as a premium service in allotments of 10 incidents.
You need to set up an entitlement template for the standard support.
What should you configure?

A. Set the value of the Total terms field for an entitlement to 20. Set the entitlement channel option to Email. Set the value of
the Total terms field to 0.
Add the Phone option.
Set the value of the Total Terms field to 10.
B. Set the value of the Total Terms field for an entitlement to 50. Set the entitlement channel option to Email.
Set the value of the Total terms value to 20.
C. Set the value of the Total Terms field for an entitlement to 20. Set the value of the entitlement channel option to Email.
D. Set up an entitlement record for each account. Set the value of the Total Terms field to 20. Set the entitlement channel to
Web.Set the value of the Total Terms field to 20.

Answer: C

NEW QUESTION # 13 
You are customizing an Omnichannel for Customer Service implementation.
You need to configure the escalation process to a human agent.
Which three actions should you perform? Each correct answer presents part of the solution.
NOTE: Each correct selection is worth one point.



A. In the Power Virtual Agent topic, add the Transfer to agent node.
B. Select a context variable in Omnichannel and update the information from Power Virtual Agents.
C. Set the operating hours to escalate a conversation.
D. Add a bot user to the Omnichannel queue.
E. Add a context variable in Power Virtual Agents to escalate the conversation.

Answer: A,D,E

Explanation:
Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-bot-virtual-agent

NEW QUESTION # 14 
A customer service manager needs a new business process flow to manage support for a product rollout for bicycles. There are two
bicycle models: standard and high performance.
Support representatives must be able to:
Specify the model of the bicycle.
Capture comments from customer support issues if the bicycle is the high-performance model.
You need to create the business process flow.
What should you configure for each requirement? To answer, select the appropriate options in the answer area.

Answer:

Explanation:

Explanation
Box 1: Categories only
Box 2: Categories and Subjects
Note:
* Using the Categories entity, you can create hierarchical categorical data to help group records. Categorizing entity records in
Dynamics 365 Customer Service helps you tag the records so that you can easily search them.
Use the entity to create and manage a logical structure of categories in Dynamics 365 Customer Service, and then associate entity
records to one or more categories.



Categories are useful for reporting, sorting, segmenting, and categorization of records.
* The customer engagement apps (Dynamics 365 Sales, Dynamics 365 Customer Service, Dynamics 365 Field Service, Dynamics
365 Marketing, and Dynamics 365 Project Service Automation), include a subject organizational structure that lets you mark and
categorize service cases, knowledge base articles, products, and sales literature. By using the subject hierarchy, you can classify
service cases to quickly provide service to your customer. You can also provide the appropriate sales literature. You'll also be able
to better understand gaps in your sales literature, evaluate service quality by subject area, and improve reporting on the performance
of your products.
Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-manage-categories
https://docs.microsoft.com/en-us/power-platform/admin/define-subjects-categorize-cases-products-articles

NEW QUESTION # 15 
You are a Dynamics 365 for Customer Service administrator.
You need to import cases from a file without applying routing rules.
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 the correct order.

Answer:

Explanation:

Explanation

References:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/create-rulesautomatically
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