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Microsoft Dynamics 365 Customer Service Functional Consultant Sample
Questions (Q221-Q226):

NEW QUESTION # 221

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.
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Clear the Display on Schedule Board check box.
Clear the Enable for Avallabtllty check box.

Set the schedule to User is not working.
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[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 Senice Resiriction.

Reference:
https:/docs.microsoft.com/en-us/dynamics365/customer-service/resources-service-scheduling



NEW QUESTION # 222

You are an Omnichannel supervisor for a company.

The company wants to deploy an Omnichannel Insights dashboard.

You need to set up and monitor KPIs.

In which section is each KPI located? To answer, drag the appropriate sections to the correct KPIs. Each section may be used
once, more than once, of 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.

Sections Answer Area

' Agent ' KPI Section

- Top Sentiment Pulse - Section
Conversation ;

- Bot Insights Bot Resolution Time Section

- Average Customer Sentiment Pulse | Section
Channel : . -

M “ C i”@ ST{O?nﬁ{er Rate Section

Sections Answer Area NS~ e
Microsoft
: Agent l KPI Section
R S ——— | v
———————— ) Top Sentiment Pulse [ Agent |
| Conversatlon | i R el
_____________ o Bot Resalution. Tirre Bot lnsn hts il
, Botlnmghts | L o) i _g_ ek
________ - £ —_—————————
== | | Average Customer Sentiment Pulse Channel \
' Channel ! e y
_______ Transfer Rate Conversation
Explanation
Graphical user nterface, text, application Description automatically generated
KPI Section
Top Sentiment Pulse Agent
Bot Resolution Time  Botlnsights |

Average Customer Sértiment Pulse Chahmlc rosoft

Transfer Rate Comersalmn

Reference:
httpsv/docs.microsoft.conven-us/dynamics365/customer-service/omnichannel- insights-dashboard

NEW QUESTION # 223

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.
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NEW QUESTION # 224

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 n the correct order.
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Explanation

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:

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

NEW QUESTION # 225

A company uses Omnichannel for Customer Service.

The company experiences ncreased incoming live chats from the company website regarding several product recalls. To handle
these calls, the company designates agents who have specialized training to manage the conversations.
The conversations must meet the following requirements:

* Calls must be routed to the designated agents.

* Agents must follow legally approved standardized answers to customer questions.

* Agents must be able to reference several knowledge base articles associated with the recalls quickly.
* Greeting and sign off messages must be standardized.

You need to configure the system.

‘Which components should you configure? To answer, select the appropriate options in the answer area.
NOTE: Each correct selection is worth one point.
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NEW QUESTION # 226
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