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QUESTION 1

Your company makes use of Dynamics 365 for Customer Service. You employed as a customer service representative. 

You have been given the task of managing several lists of cases. 

You want to create a list of cases that are open for a month. 

Which of the following actions should you take? 

A. You should create a system view. 

B. You should create a public view. 

C. You should create a personal view. 

D. You should create a shared view. 

Correct Answer: C 

Reference: https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/customize/create-edit-
views 

 

QUESTION 2

DRAG DROP 

You are implementing Omnichannel for Customer Service for a call center. 

The call center\\'s requirements for the implementation are as follows: 

1. 

When a new chat conversation is started, the Customer Summary and New Case form tabs must be open. 

2. 

The Customer Summary tab must be the primary tab during the conversation. 

3. 

Agents must be able to close the New Case form tab. 

4. 

Agents must not be able to close the Customer Summary tab. 

You need to configure the tabs. 

Which configuration should you use for each tab? To answer, drag the appropriate types of account information to the
correct SMS channel provider. Each type of account information may be used once, more than once, or not at all. You
may 
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need to drag the split bar between panes or scroll to view content. 

NOTE: Each correct selection is worth one point. 

Select and Place: 

Correct Answer: 
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Reference: https://docs.microsoft.com/en-us/dynamics365/app-profile-manager/session-templates 

 

QUESTION 3

Your company makes use of Dynamics 365 for Customer Service. 

You need to assign a case in the queue that is currently routed to you to a different user because you have booked time
off work. 

You release the case. 

Does the action achieve your objective? 

A. Yes, it does 

B. No, it does not 

Correct Answer: A 
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QUESTION 4

Your company makes use of Dynamics 365 for Customer Service. You employed as a customer service representative. 

You have been tasked with detecting and removing duplicate cases. 

You decide to make use of business rules to achieve your goal. 

Does the action achieve your objective? 

A. Yes, it does 

B. No, it does not 

Correct Answer: A 

 

 

QUESTION 5

HOTSPOT 

A company installs and services air filtering units for industrial manufacturing plants. The company is implementing
Dynamics 365 Customer Service. 

Each regional location has only two advanced diagnostic units. The company charges customers a higher rate when the
company uses a unit. 

You need to configure the system to optimize work scheduling. 

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

NOTE: Each correct selection is worth one point. 

Hot Area: 
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Correct Answer: 
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QUESTION 6

You are a Dynamics 365 for Customer Service administrator. The organization has multiple business process flows for
warranty management. 

You need to manage business process flows. 

What should you configure? To answer, select the appropriate configuration in the answer area. 

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 
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QUESTION 7

You are a Dynamics 365 for Customer Service administrator. 

You need to implement queues to manage cases. 

Which queue types should you use? To answer, drag the appropriate queue types to the correct scenarios. Each queue
type 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. 

Select and Place: 

Correct Answer: 

References: https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/set-up-queues-
manage-activities-cases 
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QUESTION 8

HOTSPOT 

A computer repair company employs technicians. Some technicians fix hardware issues and some fix software issues. 

A case is opened for each customer call. Technicians are sent to customers

Correct Answer: 

 

 

QUESTION 9

Your company makes use of Dynamics 365 Customer Service with the default settings unchanged. 

You want to find like cases in the system using a default search feature. 

You make use of Quick Find. 

Does the action achieve your objective? 

A. Yes, it does 

B. No, it does not 

Correct Answer: A 

Reference: https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/admin/configure-quick-
find 

 

QUESTION 10
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HOTSPOT 

You are a help desk support representative using Dynamics 365 Customer Service Hub case management with limited
permissions. 

You need to create a personal chart that meets the following requirements: 

Show the number of open cases assigned to you for each customer. Ensure that specific team members can view the
chart and view any changes as you update the chart. 

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

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 
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Box 1: Countall 

COUNT (Azure Stream Analytics) returns the number of items in a group. COUNT always returns a bigint data type
value. 

Syntax: 

-- Aggregate Function Syntax 

COUNT ( { [ [ALL | DISTINCT] expression ] | * } ) 

Arguments: 

ALL - Applies the aggregate function to all values. ALL is the default. 

Box 2: Share the personal chart and add the user giving each one read permission 

 

QUESTION 11

HOTSPOT 

You are creating a bar chart that displays the 10 help desk representatives who are resolving the most cases. 

You need to ensure that all team members can view the chart. You do not have share privileges. 

How should you configure the chart? To answer, select the appropriate options in the answer area. 

NOTE: Each correct selection is worth one point. 
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Hot Area: 

Correct Answer: 
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Reference: https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/developer/customize-
dev/understand-charts-underlying-data-chart-representation?view=op-9-1 

 

QUESTION 12

DRAG DROP 

You need to build a personal dashboard that displays the following charts and views: 

Charts: 

Number of cases by owner and priority 
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Products with most cases opened 

Views: 

Display the number of cases opened in a seven-day period 

Display the number of escalated cases 

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. 

Select and Place: 

Correct Answer: 
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Reference: https://docs.microsoft.com/en-us/powerapps/user/track-your-progress-with-dashboard-and-charts 

 

QUESTION 13

You use Dynamics 365 for Customer Service administrator. You plan to create Voice of the Customer surveys. 

You need to determine which survey question feature is needed to complete the design of the survey. 

Which survey features should you use? To answer, select the appropriate survey type in the dialog box in the answer
area. 

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 
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References: https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/design-advanced-
survey 

 

QUESTION 14

You are a Dynamics 365 for Customer Service system administrator for Contoso, Ltd. 

You need to automatically create cases from emails sent to the support@contoso.com email address. 

Solution: Create an automatic record creation and update rule. Set the Source type to Email, and then select the queue.
Configure autoresponse settings. 

Does the solution meet the goal? 

A. Yes 

B. No 
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Correct Answer: A 

References: https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/automatically-
create-case-from-email 

 

QUESTION 15

You are responsible for creating surveys via Voice of the Customer (VoC). 

You want to make sure that clients who currently receive surveys are able to unsubscribe when they no longer want to
receive them. 

You add an unsubscribe link to the email message. 

Does the action achieve your objective? 

A. Yes, it does 

B. No, it does not 

Correct Answer: A 

Reference: https://www.inogic.com/blog/2018/02/exploring-the-unsubscribe-survey-option-in-voice-of-customer-in-
dynamics-365-crm/ 
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