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QUESTION 1

DRAG DROP 

A company deploys Dynamics 365 Customer Service. 

A service manager requires a new classification ruleset for Bronze-type customers. The Bronze type customers require
an answer within five hours. 

You need to create the classification ruleset. 

In which order should you perform the actions? To answer, move all actions from the list of actions to the answer area
and arrange them in the correct order. 

Select and Place: 

Correct Answer: 

Step 1: Create a new ruleset in a workstream. 

To create a logical work classification ruleset, do the following steps: 

1.

 In Customer Service admin center, Omnichannel admin center, or Customer Service Hub, select a workstream, and in
the Routing rules area, for the Work classification (optional) option, select Create Ruleset. 

2.

 On the Work classification page, select Create new, and in the Create work classification ruleset dialog, select Logical
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rules in Rule type, and enter a name and description. By default, the root record is selected and displayed at the top of
the condition builder for ease of reference and visibility of the record for which you are creating the rule. 

Step 2: Create a new manual rule named Bronze. 

3.

 In the Decision list area, select Create Rule, and on the Create work classification rule dialog, enter a name. Step 3:
Create a condition for the Bronze rule. 

4.

 In the Conditions area, define the conditions according to your business needs. If you are creating classification rules
for records, then the top-level condition is automatically populated. You can define conditions for up to two levels of the
related records and attributes. 

5.

 In the Output area, select the attribute for which value needs to be set if the conditions are met. 

6.

 Repeat steps 3 through 5 to create the demand rules. Step 4: Create a rule named 5-hour response from the decision
list. Step 5: Create a demand rule for the Bronze rule. 

 

QUESTION 2

DRAG DROP 

You are implementing a new channel within Omnichannel. 

You need to enable an SMS channel. 

On which entity should you configure each task? To answer, drag the appropriate entities to the correct tasks. Each
entity 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: 
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Box 1: Workstream 

Configure work distribution 

In the Work distribution area of a workstream, you can either accept the default settings or select See more and update
the following options: 

Auto-close after inactivity 

Work distribution mode 

Capacity 

Block capacity for wrap up 

Etc. 

Box 2: SMS Number 

In SMS phone numbers, select Add, and enter the following details in Add SMS number: 

Number: Specify the support phone number that you purchased from TeleSign in the format, such as 14252306549.
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Make sure that you don\\'t enter blank spaces or special characters. 

Type: Select Geo, Short code, or Toll free. 

Description: Enter a description. 

Validate: Select to validate the customer ID and API key. 

 

QUESTION 3

You are a Dynamics 365 Customer Service administrator. 

You are configuring a case dashboard. 

You need to filter the dashboard to show only escalated cases and cases that are marked as Request. 

Which filter should you use? 

A. Timeframe 

B. Priority 

C. Global 

D. Visual 

Correct Answer: C 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-guide-
dashboard 

 

QUESTION 4

HOTSPOT 

A company that manufactures industrial heating, ventilation, and air conditioning units (HVAC) is implementing
Dynamics 365 Customer Service. 

The company requires a presales solution that handles presales inquiries and existing customer support calls. The
solution must meet the following requirements: 

Presales inquiry handling must be maintained separately from support call handling. 

Presales inquiries captured from the company website must be handled by dedicated teams for each country on a first-
come, first-served basis. Support calls for specific HVAC systems must be directed only to their respective certified 

technicians. 

You need to configure the solution. 

Which components should you configure? 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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Box 1: Queue 

Presales inquiries captured from the company website must be handled by dedicated teams for each country on a first-
come, first-served basis. 

The idea of FIFO queuing, also called first-come, first-served (FCFS) queuing, is simple: 

The first item that arrives at a router is the first item to be handled. 

Box 2: Workstream 

Presales inquiry handling must be maintained separately from support call handling. 

A workstream is a container to enrich, route, and assign work items. The workstream is associated with a channel, such
as live chat, voice, or case. 

The workstream can belong to multiple channels of the same type, like multiple chat channels. In this case, all the
conversations from these channels inherit the routing and work assignment settings of the workstream they belong to. 

Box 3: Assignment ruleset 

Support calls for specific HVAC systems must be directed only to their respective certified technicians. 

Assignment methods determine how a work item is assigned. You can use the out-of-the- box assignment methods or
build custom assignment rules by configuring the prioritization rules and assignment rulesets The following assignment
methods are available out of the box: 
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*

 Highest capacity: Assigns work item to the agent with the highest capacity, among those who have the skills identified
during the classification stage, and who have the presence as specified in the allowed presence option of the
workstream. In this assignment method, the work items are prioritized in the first in first out manner, that is, the work
item that was created first is assigned first. If more than one agent is available with the same capacity, the work item is
assigned randomly. 

*

 Round robin 

 

QUESTION 5

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

You are preparing to merge duplicate cases. 

Which of the following is TRUE with regards to the state of the case and the status after these duplicate cases have
been merged? 

A. The state of the case will change to Resolved and the state will change to Canceled. 

B. The state of the case will change to Merged and the state will change to Merged. 

C. The state of the case will change to Deleted and the state will change to Resolved. 

D. The state of the case will change to Canceled and the state will change to Merged. 

Correct Answer: D 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-guide-merge-
cases 
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