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QUESTION 1

You have a Microsoft Dynamics 365 environment You implement Field Service. You need to check the work order
instructions in the Field Service mobile app. Which tab on the work order contains instructions? 

A. Incidents 

B. Other 

C. Info 

D. Booking 

Correct Answer: C 

 

QUESTION 2

What are three functions of the Unified Service Desk (USD) Global Manager hosted control? Each correct answer
presents a complete solution. 

A. Provide process flows to respond to agent request for help. 

B. Manage data for the session. 

C. Interpret window navigation rules. 

D. Provide escalation alerts to manage agents who need help. 

E. Provide data to the toolbar components and agent scripts. 

Correct Answer: CDE 

 

 

QUESTION 3

You create and activate an entitlement for a customer. The entitlement is set to decrease allotment on case creation.
The customer opens a case and you observe that the issue is caused by a bug on the software. 

You need to ensure the customer allotment is not affected by this case. 

What should you do? 

A. Delete the case. 

B. Cancel the case. 

C. Use the Do Not Decrement Entitlement Terms action. 

D. Use the Apply Routing Rule action. 
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Correct Answer: B 

 

QUESTION 4

You are a customer service agent in a call center. AH customer service agents use Unified Service Desk (USD) to
respond to calls. 

You need to respond to two calls from two different customers at the same time. What should you do? 

A. Create one session for each customer. 

B. Create two sessions and use connections to create a relationship between them. 

C. Create one session and add each customer to a separate section on the form. 

D. Create one session and add each customer to the related customer sub grid. 

Correct Answer: D 

 

QUESTION 5

Your organization\\'s Microsoft Dynamics 365 application is configured with the default setting for parent and child case
You need to resolve a parent case. Which statement is true? 

A. All child cases are automatically resolved when you resolve a parent case. 

B. You must resolve each child case before you can resolve the parent case. 

C. You must merge the parent and child cases before resolving the case. 

D. You can resolve the parent and child cases independently of each other. 

Correct Answer: B 

 

QUESTION 6

Which statement defines a User Interface Integration (UH) action? 

A. the data sent to the action 

B. the signature of the action to be performed 

C. the action to be performed 

D. the trigger for an action 

Correct Answer: D 

 

QUESTION 7
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Which two actions can you perform by using entitlement channels? Each correct answer presents a complete solution. 

A. Specify the number of customers allowed to use each channel ___ 

B. Restrict users from creating cases by using specified channels. 

C. Restrict the number of child cases allowed for each parent case with a specified channel. 

D. Specify the number of cases allowed for each channel. 

Correct Answer: AB 

 

QUESTION 8

You implement the Unified Service Desk (USD). Which three statements regarding the debugger are true? Each correct
answer presents a complete solution. 

A. The debugger allows you to review data parameters from static log files. 

B. The debugger allows you to review real-time data parameters. 

C. The debugger allows you to review action calls from static log files. 

D. The debugger is a USD hosted control. 

E. The debugger allows you to review real-time action calls. 

F. The debugger is a standalone tool. 

Correct Answer: ACE 

 

QUESTION 9

Your organization has a custom entity. 

You need to ensure that the custom entity is available from the interactive service hub. 

Which setting for the entity should you modify? 

A. Enable for knowledge management 

B. Enable for mobile 

C. Enable for interactive experience 

D. Enable for SLA 

Correct Answer: D 

 

QUESTION 10
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Which two statements regarding Microsoft Power BI dashboards are true? Each correct answer presents a complete
solution. 

A. Visualizations can display up to 5,000 records. 

B. You can use Microsoft One Drive for Business as a data connection. 

C. You can examine data by using natural language capabilities. 

D. You can add up to six visualizations. 

Correct Answer: BC 

 

QUESTION 11

You ship a replacement part to a customer. 

The customer reports that they receive the incorrect part. 

You need to initiate a process to return the product to the warehouse. 

What should you do? 

A. Create a new return merchandise authorization (RMA) record. 

B. Create a new return to vendor (RTV) record. 

C. Create a new Agreement record. 

D. Create a new Inventory Adjustment record. 

Correct Answer: A 

 

 

QUESTION 12

What are two examples of entitlement allotment options? Each correct answer presents a complete solution. 

A. Number of Channels 

B. Number of Products 

C. Number of Cases 

D. Number of Hours 

Correct Answer: CD 
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