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Create and manage cases

- configure cases
- manage case lists
- create and search for case records
- convert activities to cases
- perform case resolution
- implement parent/child cases
- merge cases
- set autonumbering for customer service entities

Configure and automate cases

- implement Advanced Similarity rules
- implement record creation and update rules
- implement case routing rules
- customize the Case Resolution form
- configure Status Reason transitions
- configure business process flows- capture customer feedback by using Customer Voice

Implement Knowledge Management

- configure the Knowledge Search control
- link an article with a case
- use knowledge management to resolve cases
- manage the knowledge management article lifecycle
- manage Knowledge management articles
- configure entities for Knowledge Management
- manage Knowledge article templates
- implement knowledge search
- enable Relevance Search
- configure categories and subjects
- convert cases to knowledge articles

Manage queues, entitlements, and service-level agreements (SLAs) (15-20%)

Create and manage queues

- describe use cases for each queue type
- configure queues
- add cases and activities to queues
- configure entities for queues
- perform queue operations

Create and manage entitlements
- configure entitlements
- define and create entitlements- manage entitlement templates
- activate and deactivate entitlements- renew or cancel an entitlement

Create and manage SLAs

- define and create service-level agreements (SLAs)
- configure SLA settings
- configure a holiday schedule
- configure a customer service schedule
- implement actions by using Power Automate
- manage cases that are associated with SLAs
- manually apply an SLA
- create and manage SLA items

Implement scheduling (10-15%)

Manage resources

- configure business closures
- configure organizational units
- configure resources
- configure work hours
- configure facilities and equipment

Manage services

- define services
- schedule a service activity
- configure fulfillment preferences
- create a schedule board
- schedule a service activity by using the schedule board



Implement Omnichannel for Customer Service (30-35%)

Deploy Omnichannel for Customer
Service

- provision Omnichannel for Customer Service
- define user settings
- configure application setting
- manage queues
- configure skills-based routing

Implement Power Virtual Agents
- describe Power Virtual Agents components and concepts
- integrate Power Virtual Agents with Dynamics 365 Customer Service- escalate
conversations to a live agent

Manage channels

- describe use cases for the Channel Integration Framework
- configure channels
- enable the chat widget on websites
- configure pre-chat surveys
- configure proactive chat
- configure Secure Message Service (SMS)

Distribute work

- describe difference between entity routing and channel routing
- configure work streams
- configure entity routing
- configure routing values
- implement context variables

Microsoft Dynamics 365 Customer Service Functional Consultant Sample
Questions (Q182-Q187):
NEW QUESTION # 182 
A company wants to use Power Virtual Agents chatbots to enable customers to solve their own issues whenever possible. You
create knowledge base articles.
You must ensure that the new articles are available through the chatbot.
You need to define the steps to integrate knowledge management with the chatbot.
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.

Answer:

Explanation:



Explanation
Step 1: Publish knowledge articles to a portal created in Power Apps
Step 2: Create a topic for the Power Virtual Agents bot, and add an action Step 3: Use a Power Automate template to add the
solution to the chatbot Step 4: Test the Power Automate cloud flow Test the flow to publish and share the bot.
Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/integrate-km-with-pva

NEW QUESTION # 183 
You are using Dynamics 365 for Customer Service. You have existing routing rules.
You need to create a routing rule for cases and bulk-import cases.
Which actions should you perform? To answer, select the appropriate action in the dialog box in the answer area.
NOTE: Each correct selection is worth one point.

Answer:

Explanation:



NEW QUESTION # 184 
You are a Dynamics 365 for Customer Service administrator.
You must track time against enhanced service-level agreements (SLAs).
You need to add a timer.
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/add-timer-forms-tracktim

NEW QUESTION # 185 
You are a Dynamics 365 for Customer Service administrator creating surveys for Voice of the Customer.
You need to create a customer service satisfaction survey and embed it on a website.
Which two actions should you perform? Each correct answer presents part of the solution.
NOTE: Each correct selection is worth one point.

A. Copy the URL from the Anonymous link field and paste it into your website.
B. Copy the portal web link and paste it into your website.
C. Copy the HTML code from the iFrame URL field and paste it on your website.
D. On the Voice of the Customer survey, select Run in iFrame.

Answer: C,D

Explanation:
Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/distribute-survey

NEW QUESTION # 186 
You are a Dynamics 365 for Customer Service administrator. Your company provides support between 9 a.m.
and 5 p.m.
You must add a warning to account records when service representatives do not contact an account within eight business hours of
the account being verified.
You need to enable service-level agreements (SLAs) for accounts.
In which order should you perform the actions? To answer, move all actions from the list to the answer area and arrange them in the
correct order.



Answer:

Explanation:

Explanation

NEW QUESTION # 187
......

We all realize that how important an Microsoft Dynamics 365 certification is, also understand the importance of having a good
knowledge of it. Passing the MB-230 exam means you might get the chance of higher salary, greater social state and satisfying
promotion chance. Once your professional ability is acknowledged by authority, you master the rapidly developing information
technology. With so many advantages, why don’t you choose our reliable MB-230 Actual Exam guide, for broader future and better
life? Our MB-230 exam questions won't let you down.
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