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QUESTION 1

You have an account record named Account1 that is owned by a user named SalesUser1. 

You have a private queue. The queue contains customer records that require annual maintenance. 

A team named CSRUsers manages the queue. Maintenance for the account records is performed by a user named
CSR1. 

You need to identify who will be the owner of Account1 when the queue item for the account record is added to the
queue. 

Who should you identify? 

A. the access team 

B. the CSRUsers team 

C. SalesUser1 

D. CSR1 

Correct Answer: C 

 

QUESTION 2

Your Dynamics CRM organization has the service level agreements (SLAs) configured as shown in the following table. 

A new case is opened for a customer named Customer1. SLA3 is applied to the case. 

After 20 minutes, you discover that Customer1 has an entitlement named Entitlement1, which is associated to SLA1 

You add Entitlementl1to the case. 

After another 30 minutes, you discover that since the case involves a product named ProductA, the case must be
associated to an entitlement named Entitlement2, which is associated to SLA2. 

You change the entitlement to Entitlement2. 

You need to identify how much time remains to resolve the ca 

What should you identify? 

A. three hours and 10 minutes 
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B. 10 minutes 

C. one hour and 10 minutes 

D. seven hours and 10 minutes 

Correct Answer: A 

 

 

QUESTION 3

You have a goal for a customer service representative that includes all of the representative s cases from the current
fiscal year. For the upcoming quarter, you need to modify the goal to include only cases associated to a specific subject.
Which three actions should you perform? Each correct answer presents part of the solution. 

A. Create a rollup query that filters the case list based on the subject and CreatedOn fields of the case. 

B. Create a rollup query that filters the case list based on the subject field of the case. 

C. Associate the rollup query to the goal record. 

D. Change the time period of the goal record. 

E. Update the rollup field on the goal record. 

Correct Answer: CDE 

 

 

QUESTION 4

Your company has a Dynamics CRM organization. 

The company employs 20 technicians who respond to service calls at more than 1,000 customer locations. 

You need to recommend changes to the organization to meet the following requirements: 

Improve the accuracy of the estimated technician arrival time at the customer locations. 

Collect real-time analytics about visits to the customer locations. 

What should you include in the recommendation? 

A. FieldOne 

B. Unified Service Desk 

C. the interactive service hub 

D. Microsoft Power BI 

Correct Answer: D 
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QUESTION 5

You plan to deliver several surveys to your customers. 

You need to identify which Dynamics CRM functionalities can be used for the surveys. 

What are two possible functionalities that you can use? Each correct answer presents a complete solution. 

A. Automatically generate survey questions based on CRM data. 

B. Place completed surveys on a marketing list. 

C. Compare survey results to CRM data. 

D. Pipe customer-specific data from CRM to personalize the surveys. 

Correct Answer: BC 
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