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QUESTION 1

HOTSPOT 

A client wants to use the knowledge base in Dynamics 365 Customer Service. 

You need to identify the state of a knowledge base article when an event occurs. 

What are the states of the articles? 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: Review 

Review - The draft version of the article is sent to reviewers to approve or reject. 

Mark a knowledge article for review 

To ensure that the content you\\'ve created is accurate, have someone review it. 

You can mark an article for review or directly assign it to a specific person or queue. When you mark an article for
review, it starts appearing in the knowledge manager\\'s dashboard. The knowledge manager can then assign the article
to 

specific team members or a queue for review. 

Box 2: Published 

When you approve the content of an article, it means that the content is ready to be consumed by other customer
service reps, and also ready to be published. 
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On the Business process bar, in the Review stage, in the Review field, select Approve. 

The article is now ready to be published. 

Box 3: Draft 

Draft - The article is in the process of being created. Note: A versioned knowledge article in the Draft state can be
modified only by the author or reviser with the contribute access to the knowledge base, owner of a knowledge base,
users with 

the admin and knowledge_admin role, and ownership group members, if ownership group is added to the article. 

 

QUESTION 2

An electrical engineering company is implementing Dynamics 365 Customer Service. 

Engineers schedule work in one-hour blocks. 

Engineers who complete a job before the end of the one-hour block must not be able to start a new job in that some
block. 

Engineers who require part of an additional one-hour block to complete a job must not be able to start a new job in that
additional block. 

You need to configure the fulfillment preference to meet the requirements. 

Proposed solution: Create a timegroup with the preference setting of one hour. 

Does the solution meet the goal? 

A. Yes 

B. No 

Correct Answer: B 

Time groups enable schedulers to search and view results as blocks of time when using the schedule assistant. Typical
examples include mornings, afternoon, nights, and 2-hour windows. Unlike intervals, time groups do not dictate the
start 

time of subsequent bookings. Time groups organize results, but leave the start time/arrival time as-is, based on the
particular resource\\'s schedule. 

Instead: Proposed solution: Create a fulfillment record and set the interval to one hour. 

Note: Fulfillment preferences are customizable entities that let you choose how schedule assistant results are displayed,
like with neat hourly appointments or morning and afternoon time windows. 

By default, the schedule assistant displays results based entirely on resource schedules and the earliest available time,
such as 10:39 AM. With fulfillment preferences set to hourly, the same resource\\'s availability shows as 11:00 AM. This 

makes it simpler for the scheduler to view and understand availability and communicate it to the customer. 

Intervals Intervals display schedule assistant results in neat time slots that dictate start time of subsequent bookings.
When configured as 30-minute intervals, the schedule assistant will display a resource available at 9:27 AM as available
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at 9:30 AM and will book the start time (arrival time) for 9:30 AM. This includes travel time for onsite requirements and
work orders, meaning travel time will begin before 9:30 AM, and a field resource will arrive and start work at 9:30 AM. 

Reference: https://docs.microsoft.com/en-us/dynamics365/field-service/set-up-time-groups 

 

QUESTION 3

You are employed as an administrator for your company\\'s Dynamics 365 for Customer Service implementation. 

Your company has several business process flows for managing contracts. 

You want to specify the default process flow. 

You configure the order of the business process flows. 

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/customize/business-
process-flows-overview 

 

QUESTION 4

DRAG DROP 

You need to configure the system to store answers about claims. 

Which four actions should you perform in sequence? To answer, move all actions from the list to the answer area and
arrange them in the correct order. 

Select and Place: 
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Correct Answer: 
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Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-guide-
knowledge-article 

 

QUESTION 5

DRAG DROP 

You are customizing a Dynamics 365 Customer Service implementation for a call center. 

The call center wants to enable SMS as a channel for the customer service department. 

You need to complete the SMS channel configuration. 

Which account information should you use for each provider? 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 need to drag the split bar between panes or scroll to view content. 

NOTE: Each correct selection is worth one point. 

Select and Place: 
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Correct Answer: 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-sms-channel-twilio 

https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-sms-channel 
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