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QUESTION 1

DRAG DROP 

A company deploys Dynamics 365 Customer Service. The company plans to use IoT to collect information about
manufacturing equipment. 

Work orders must be automatically generated when malfunctions are detected to ensure that malfunctions are corrected
quickly. 

You need to design a Connected Customer Service solution. 

What should you use? To answer, drag the appropriate implementation types to the correct requirements. Each
implementation 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: 
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Box 1: Azure IoT Central 

Microsoft Azure IoT Central enables builders to configure rules and actions. Based on those actions, IoT alerts will be
created in Connected Customer Service. Also, based on service activities in Connected Customer Service, information
can 

be sent back to IoT Central. This is accomplished by using Power Automate, a SaaS offering for automating workflows
across applications and services. 

Box 2: Azure IoT Hub 

Connected Customer Services uses the IoT Hub to manage the state of registered devices. In addition, the IoT Hub
sends commands and notifications to connected devices--and tracks message delivery with acknowledgment receipts. 

Device messages are sent in a durable way to accommodate intermittently connected devices. 

Box 3: Power Automate 

 

QUESTION 2

You are a system administrator for Dynamics 365 for Customer Service. 

All child cases must inherit the product, customer name, case title, and case type from the parent case. Parent cases
must not be closed until all child cases are closed. 

You need to configure cases. 

Latest MB-230 Dumps | MB-230 Practice Test | MB-230 Braindumps                                3 / 7

https://www.certbus.com/mb-230.html
https://www.certbus.com/mb-230.html
https://www.certbus.com/mb-230.html


https://www.certbus.com/mb-230.html
2023 Latest certbus MB-230 PDF and VCE dumps Download

What should you do? 

A. Validate that customer and case title fields have not been removed as fields that child cases inherit from parent
cases. Add product and case-type fields to the list. Set the closure preference setting to Don\\'t allow parent case
closure until all child cases are closed. 

B. On the case entity, update the Parent case-Child case 1:N relationship field mapping to include the fields. Create a
business rule on the case entity to prevent the parent from closing if it has one or more open child cases. 

C. Create a business rule. 

D. Validate that customer and case title fields have not been removed as fields that child cases inherit from the parent
cases. Add product and case-type fields to the list. The closure preference setting does not need to be changed. This is
default behavior. 

Correct Answer: A 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/define-settings-parent-child-cases 

 

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 delete the case. 

Does the action achieve your objective? 

A. Yes, it does 

B. No, it does not 

Correct Answer: B 

 

 

QUESTION 4

You have been tasked with forwarding surveys to clients that opened cases in the last 30 days. 

You want to make sure that clients without a Dynamics 365 license still receives a summary of the survey results. 

Which two of the following are file formats that the summary can be sent in? 

A. .xlsx 

B. .exe 

C. .pdf 

D. .txt 
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Correct Answer: AC 

 

 

QUESTION 5

HOTSPOT 

A customer service manager needs a new business process flow to manage support for a product rollout for bicycles.
There are two bicycle models: standard and high performance. 

Support representatives must be able to: 

Specify the model of the bicycle. 

Capture comments from customer support issues if the bicycle is the high- performance model. 

You need to create the business process flow. 

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

Hot Area: 

Correct Answer: 
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Box 1: Categories only Box 2: Categories and Subjects Note: 

*

 Using the Categories entity, you can create hierarchical categorical data to help group records. Categorizing entity
records in Dynamics 365 Customer Service helps you tag the records so that you can easily search them. Use the entity
to 

create and manage a logical structure of categories in Dynamics 365 Customer Service, and then associate entity
records to one or more categories. 

Categories are useful for reporting, sorting, segmenting, and categorization of records. 

*

 The customer engagement apps (Dynamics 365 Sales, Dynamics 365 Customer Service, Dynamics 365 Field Service,
Dynamics 365 Marketing, and Dynamics 365 Project Service Automation), include a subject organizational structure
that 

lets you mark and categorize service cases, knowledge base articles, products, and sales literature. By using the
subject hierarchy, you can classify service cases to quickly provide service to your customer. You can also provide the 

appropriate sales literature. You\\'ll also be able to better understand gaps in your sales literature, evaluate service
quality by subject area, and improve reporting on the performance of your products. 
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