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QUESTION 1

You create an entitlement that decreases the total terms when cases are created 

You need to identify what will cause the value of the remaining terms of an entitlement to be incremented or
decremented. 

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

A. when a case that is attached to the entitlement is resolved 

B. when the entitlement is attached to a new contact 

C. when a case that is attached to the entitlement is deleted 

D. when the entitlement is attached to a new case 

Correct Answer: C 

 

QUESTION 2

You have a Dynamics CRM organization. 

You need to recommend which technology can be used to integrate CRM to a telephony system and to provide call
scripts from within CRM cases. 

Which technology should you recommend? 

A. Microsoft Parature 

B. the Engagement Hub 

C. the interactive service hub 

D. the Integrated Desktop Agent 

Correct Answer: D 

 

QUESTION 3

You are responsible for all of the cases created for a customer named Fourth Coffee. The cases are entered by using
the customer portal. 

You need to ensure that any cases created for Fourth Coffee are assigned to you. 

What should you do? 

A. Create a service level agreement (SLA) item. 

B. Create a routing rule. 
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C. Update the entitlement. 

D. Change the owner of the account. 

Correct Answer: C 

 

QUESTION 4

You have an entitlement that has an allocation type of Hours. 

You need to identify what will cause the remaining terms of the entitlement to be decremented. 

What should you identify? 

A. A case that is associated to the entitlement is deleted. 

B. A case that is associated to the entitlement is canceled. 

C. A case that is associated to the entitlement is resolved. 

D. A case is associated to the entitlement. 

Correct Answer: A 

 

 

QUESTION 5

You plan to use surveys. 

You need to identify the number of entities that are used to store the survey responses. 

What should you identify? 

A. 1 

B. 2 

C. 3 

D. 4 

Correct Answer: C 

 

 

QUESTION 6

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. 
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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 7

You need to apply service level agreements (SLAs) to all of the cases that have a service level of Gold. If a case fails to
be resolved within 30 minutes, a manager must be notified by email. If the case fails to be resolved within two hours, an
executive must be notified by email. 

What are two possible ways to achieve the goal? Each correct answer presents a complete solution. 

A. Create one SLA that has one SLA item. 

B. Create two SLAs that each has two SLA items. 

C. Create two SLAs that each has one SLA item. 

D. Create one SLA that has two SLA items. 

Correct Answer: CD 

 

 

QUESTION 8

You are evaluating whether to use a standard or an enhanced service level agreement (SLA). 

You need to identify a characteristic of a standard SLA. 

What should you identify? 

A. JThe SLA can be paused-

B. The status can be tracked directly from the case form. 

C. Actions can be triggered based on specific success catena. 

D. The failure time is tracked. 

Correct Answer: D 
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QUESTION 9

You have an entitlement that has total terms of 15. 

For a customer, you create three cases that are associated to the entitlement. 

You discover that the remaining terms is a value of 12. 

You need to identify what the remaining terms will be if you merge the three cases. What should you identify? 

A. 9 

B. 11 

C. 12 

D. 14 

Correct Answer: C 

 

QUESTION 10

You have an on-premises deployment of Dynamics CRM, You plan to gather customer feedback by using several
surveys. You need to identify the prerequisite for the planned surveys. What should you identify? 

A. Microsoft Exchange Online 

B. a Microsoft Office 365 subscription 

C. Microsoft OneDrive for Business 

D. a Microsoft Azure subscription 

Correct Answer: A 

 

 

QUESTION 11

You use the interactive service hub for knowledge articles. 

You need to identify which information can be gathered from the Analytics tab of a knowledge article. 

What should you identify? 

A. the cases that use the article and the number of views per case 

B. the customer service representatives who viewed the article and the number of views per case 

C. a helpfulness rating for the article and the cases that use the article 
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D. a helpfulness rating for the article and the customer service representatives who viewed the article. 

Correct Answer: C 

 

QUESTION 12

You need to create a dashboard for the interactive priority, incident type, and resolution trend. Which type of dashboard
should you create? 

A. tier one 

B. multi-stream 

C. single-stream 

D. system 

Correct Answer: A 

 

QUESTION 13

Your customer service agents use two custom entities named Entity 1 and Entity2. 

You need to organize the records for Entity1 and Entity2 so that they appear together in a single location. 

What should you do first? 

A. Enable the entities for queues. 

B. Enable the entities for access teams. 

C. Create a system view. 

D. Create a personal view. 

Correct Answer: D 

 

QUESTION 14

You use Dynamics CRM for knowledge base articles. You do not use the interactive service hub. 

You add a section to an article template. You need to identify the impact to the existing articles that use the article
template. What should you identify? 

A. Draft articles and published articles will be updated. 

B. Draft articles and published articles will remain unchanged. 

C. Draft articles will be updated. A minor version will be created for published articles. 

D. Draft articles will be updated. Published articles will remain unchanged. 
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Correct Answer: C 

 

QUESTION 15

You have a Dynamics CRM organization that has one service level agreement (SLA) named SLA1. SLA1 is the default
SLA. SLA1 is not associated to any entitlements. 

A user edits one of the SLA items in SLA1. 

You discover that SLA1 is no longer applied to cases. 

You need to identify the possible causes of the issue. 

What are two possible causes? Each correct answer presents a complete solution. 

A. The SLA type of SLA1 is set to Standard. 

B. SLA1 is paused. 

C. A default SLA is missing. 

D. SLA1 is not activated. 

Correct Answer: AD 
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