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Questions # 1:

You need to configure entitlements for contracts.

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

NOTE: Each correct selection is worth one point.

Options:

Answer



Page 3 of 33

Answer: 
Explanation

Box 1: 25

Customers must have contracts that allow them to call Lamna Healthcare 10 times a year
for help.

In addition to the 10 free calls, customers must be able to send 15 emails a year for
support.

If you want to restrict support through the phone channel to 80 hours and email to 20
hours, create individual entitlement channel records and add their total terms.

Box 2: Entitlement Channel

The Entitlement Channel section specifies the support channel through which the
customer can reach the organization and seek support.

Use this section to define the channels your customers are entitled to and track the
customer support term for each channel. For example, you can add phone and email as
the channels through which you’ll offer support. If you want to restrict support through the
phone channel to 80 hours and email to 20 hours, create individual entitlement channel
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records and add their total terms.

Box 3: Auto-calculate

The remaining term is auto-calculated and shows the total number of hours or cases
remaining for the customer’s entitlement.

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define
-support-terms-customer, ]

Questions # 2:

You need to configure the system to meet the three-day and seven-day timeframes.

What should you configure?

Options:

 A.

Entitlement conditions

 B.

Workflows

 C.

Power Automate

 D.

Service Level Agreement conditions

Answer

D
Explanation

Cases that come in as phone calls must be resolved with seven business days.

Cases that come in as emails must be resolved within three business days.

Note: Service-level agreements (SLAs) enable businesses to track support policies and
ensure customers are being supported per the support policy to which they are entitled.
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Businesses use SLAs to govern support products that customers either receive as part of
their purchase or add on to their purchase. SLAs include policy details such as how quickly
a customer is entitled to receive support, how many support requests a customer can
make, and how long after purchases a customer can be supported as part of the
agreement.

Note 2: Create SLAs to define conditions and actions that are applicable when an SLA is
applied to an entity. The following steps are involved in creating the SLA:

Create an SLA.

Create an SLA item.

Configure actions for the SLA item.

Activate the SLA.

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-agre
ements, ]

Questions # 3:

You need to set up the system for cases going to supervisors.

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.
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Options:

Answer

Answer:
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Explanation

Step 1: In Service Management, create a Routing Rule set.

Scenario: If a case is open more than 30 days, the case must automatically be routed to
the supervisor.

Create routing rulesets to route cases.

Use routing rules in Customer Service to route cases to the right agents at the right time
without any manual intervention. You can also use routing rules to route cases that are
escalated to specific queues.

Step 2: Enter Name, Select Save, and select the plus sign to add a rule item

On the General tab, in Routing Rule Set Information, Enter Name and Description for the
routing ruleset.

Select Save. The routing ruleset is saved, and the Rule Items section is displayed.

In the Rule Items section, select the Add Rule Item button + to specify conditions for
routing cases to a queue.

Step 3: Add conditions

Under Then Conditions, specify the queue to which the cases will be routed or the user or
team to which the cases will be assigned if the conditions in the If Conditions section are
met.

Step 4: Save and activate.
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Select Save and Close.

In the routing ruleset record, select Activate so that the ruleset is applied to the cases
matching the conditions in the rule.

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-rules-automaticall
y-route-cases, ]

Questions # 4:

You need to add the confirmation step for cases.

What should you edit?

Options:

 A.

Common Data Service

 B.

Business process now

 C.

Workflow

 D.

Power Automate

 E.

Environment

Answer

B
Explanation

A confirmation section must be added before the resolve section.

Example: Add an on-demand action to a business process flow.
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The Dynamics 365 (online), version 9.0 update introduces a business process flow feature:
business process flow automation with Action Steps. You can add a button to a business
process flow that will trigger an action or workflow.

[Reference:,
https://docs.microsoft.com/en-us/power-automate/create-business-process-flow#add-an-o
n-demand-action-to-a-business-process-flow, , ]

Questions # 5:

You need to choose which tools need to be created and configured to meet the following
requirements.

Which tools should you configure? To answer, drag the appropriate tools to the correct
requirements. Each tool 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.

Options:

Answer

Answer:
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Explanation

Box 1: Interactive dashboard

Support representatives must have a real-time view of cases assigned to them, including
the status of each case.

What is an interactive dashboard?

An interactive dashboard is a data visualization tool that allows business teams to track,
analyze, and display metrics of various sorts. Dashboards feature charts, tables, maps,
and other visualizations to help viewers understand the story the data tells.

Box 2: Chart by account

Support representatives must be able to see a graphic view of cases by customer that are
assigned to them.

Questions # 6:

You need to determine the type of queues to create.

How should access to the queues be configured? To answer, select the appropriate options in
the answer area.

NOTE: Each correct selection is worth one point.
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Options:

Answer

Answer: 
Explanation

Box 1: Private

Miscellaneous queues must be visible to everyone
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The other queues must be visible only to the appropriate department.

In Customer Service, you can create two types of queues:

Private queues: Create with limited set of members to help those members easily view the
queue items in that queue. Private queues streamline queue items for the members of
that queue only and help to remove clutter from other user’s views.

Public queues: Create to let everyone in the organization view the queue and all of its
items.

Box 2: Public

Miscellaneous queues must be visible to everyone.

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-queues-manage-a
ctivities-cases, ]

Questions # 7:

You need 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.
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Options:

Answer

Answer:

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:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/automatically-create-cas
e-from-email,
https://docs.microsoft.com/en-us/dynamics365/customer-service/overview-unified-routing,
]

Questions # 8:
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You need to configure the chatbot.

Which two actions should you perform? Each correct answer presents part of the solution.
NOTE: Each correct selection is worth one point.

Options:

 A.

Enable a Microsoft Copilot Studio chatbot to end conversations.

 B.

Add the chatbot to an existing human agent queue.

 C.

Enable Al suggestions with the chatbot.

 D.

Create a chatbot queue and a human agent queue.

 E.

Configure context variables for the chatbot.

Answer

D, E

Questions # 9:

You need to configure the system to meet the requirements for external access and the portal.
What 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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Options:

Answer

Answer:

Questions # 10:

You need to configure the chat channel. What should you configure?

Options:

 A.

workstream



Page 16 of 33

 B.

proactive chat

 C.

persistent chat

 D.

quick replies

Answer

A

Questions # 11:

You need to configure the Microsoft Copilot Studio chatbot. What should you configure?

Options:

 A.

Assign each queue a workstream.

 B.

Add a chatbot to the workstream.

 C.

Embed a chat widget in the portal.

 D.

Assign chatbots to appropriate queues.

Answer

D

Questions # 12:
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You need to ensure users can search the knowledge base from a case record.

Which two actions should you perform? Each correct answer presents part of the solution.

NOTE: Each correct selection is worth one point.

Options:

 A.

Add Knowledge Base Search control to the dashboard.

 B.

Check Knowledge Management from the case entity in the solution.

 C.

Insert the Knowledge Base Search control on the form.

 D.

Select the Knowledge Base Search control from the entity.

 E.

Add the Quick Find option to the views.

Answer

B, C

Questions # 13:

You need to meet the automatic case creation requirements.

What should you do? To answer, select the appropriate options in the answer area.

NOTE: Each correct selection is worth one point.
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Options:

Answer

Answer:

Explanation

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/automatically-create-cas
e-from-email, ,
https://cloudblogs.microsoft.com/dynamics365/it/2017/07/25/convert-email-to-a-case-with-
a-few-clicks-in-dynamics-365-app-for-outlook/, , ]

Questions # 14:

You need to identify the productivity tools to use for the agents.

Which tools should you use? To answer move the appropriate tools to the correct
requirements. You may use each tool once, more than once, or not at all. You may need to
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move the split bar between panes or scroll to view content.

NOTE: Each correct selection is worth one point.

Options:

Answer

Answer:

Questions # 15:

You need to configure the SMS workstream.

What should you use?

Options:

 A.

the existing fallback queue

 B.

the work distribution mode set to push

 C.

a new fallback queue

 D.
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the work distribution mode set to pull

Answer

C

Questions # 16:

You need to select the minimum required security roles for sentiment analysis and Al
suggestions for contacts in Teams.

Which security roles should you use? To answer, move the appropriate security roles to the
correct requirements. You may use each security role once, more than once, or not at all. You
may need to move the split bar between panes or scroll to view

content.

NOTE: Each correct selection is worth one point.

Options:

Answer

Answer:

Explanation
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Questions # 17:

You need to select the steps to create a new macro that will automate opening a new case
creation form.

Which four actions should you recommend be performed in sequence? To answer, move the
appropriate actions from the list of actions to the answer area and arrange them in the correct
order.

Options:

Answer

Answer:
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Questions # 18:

You need to add the French language as a new skill. Where should you add the language?

Options:

 A.

in Resource Requirement

 B.

in Bookable Resource Type

 C.

in Rating Value

 D.

in Bookable Resource Characteristic Type

Answer

D

Questions # 19:

You need to implement a solution to provide the technician's utilization.

Which solution should you use?

Options:

 A.

Create multiple schedule board tabs.

 B.

Use custom web resources.

 C.
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Change the board view settings.

 D.

Use default schedule board with filters.

Answer

A

Questions # 20:

You need to assign the minimum required security roles to a bot for the customer service
supervisor. Which security roles should you use?

Options:

 A.

Omnichannel supervisor and customer service manager

 B.

Omnichannel supervisor and customer service representative

 C.

Omnichannel agent and customer service representative

 D.

Omnichannel agent and Omnichannel supervisor

Answer

D

Questions # 21:

You need to set up the analytics functionality.

What should you do?
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Options:

 A.

Select the System Management menus and configure them in the settings.

 B.

Connect the data through Dynamics 365 Customer Service to Dynamics 365 Customer Service
Insights.

 C.

Connect the data through Dynamics 365 Customer Service Insights to Dynamics 365 Customer
Service.

 D.

Install the solution and menu items that will appear in Dynamics 365 Customer Service.

 E.

Create a new dashboard in Dynamics 365 Customer Service and select the correct
information.

Answer

E
Explanation

Customer Service Insights is now embedded in Dynamics 365 Customer Service. After it is
enabled, this experience allows you to start seeing historical analytics directly within the
Customer Service environment. Several reports and dashboards can be viewed by your
management team.

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/introduction-customer-se
rvice-analytics]

Questions # 22:

You need to configure the system to meet the workspace requirements for case
representatives.

Which role should you assign to case representatives?
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Options:

 A.

Owner

 B.

Maker

 C.

Viewer

 D.

Customer Service Schedule Administrator

 E.

CSR Manager

Answer

C

Questions # 23:

You need to configure each escalation scenario.

Which configuration should you use for each scenario? To answer, select the appropriate
options in the answer area.

NOTE: Each correct selection is worth one point.
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Options:

Answer

Answer:

Explanation

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-bot-virtual-age
nt, ]

Questions # 24:
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You need to select the feature for each parameter.

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

NOTE: Each correct selection is worth one point.

Options:

Answer

Answer:
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Explanation

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-operating-hours, ,
]

Questions # 25:

You need to configure OmniChannel to route correctly.

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

NOTE: Each correct selection is worth one point.
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Options:

Answer

Answer:

Explanation

Box 1: Two

You must create two types of Omnichannel queues: regular and escalated.

Box 2: Add a routing rule for a push on owner assignment in Omnichannel

Tickets assigned to a representative must be automatically placed in that representative's
queue.

A customer initiates a conversation from the portal, and the conversation reaches the
Omnichannel system. Now, based on the routing rules condition defined in the routing
system, it starts routing the conversation to the appropriate queues.

When the conversation reaches to the queues, the work assignment system assigns the
conversation based on triggers.

[Reference:,
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https://docs.microsoft.com/en-us/dynamics365/customer-service/routing-work-distribution-
oca, ]

Questions # 26:

You need 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.

Options:

Answer
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Answer: 
Explanation

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/resources-service-schedu
ling, , , ]

Questions # 27:

What should managers use to perform weekly reviews with case representatives?

Options:

 A.

Tier 1 dashboard

 B.

Agent Insights

 C.

Connected Customer Service dashboard

 D.

Customer Service Performance dashboard

Answer

B
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Explanation

[Reference:,
https://docs.microsoft.com/en-us/dynamics365/customer-service/intraday-agents-insights,
, ]
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