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QUESTION 1

A company uses manual processes to track interactions with customers. The company wants to use Power Platform to
improve productivity. The company has the following requirements: 

1.

 Provide customers with an online portal where they can submit and review cases. 

2.

 Ensure that customers can chat online with a customer service representative at any time. 

3.

 Route chats to customer service representatives based on skill and availability. You need to recommend a solution to
the company. 

Which three components should you recommend? Each correct answer presents part of the solution. NOTE: Each
correct selection is worth one point. 

A. Dynamics 365 Virtual Agents chatbots 

B. Customer self-service portal 

C. Dynamics 365 Field Service 

D. Business process flows 

E. Omnichannel for Customer Service 

Correct Answer: BDE 

B: Customer self-service portal: A customer self-service portal enables customers to access self-service knowledge,
support resources, view the progress of their cases, and provide feedback. 

Note: Based on the selected environment in Power Apps, you can create a Dataverse starter portal or a portal in an
environment containing customer engagement apps (Dynamics 365 Sales, Dynamics 365 Customer Service, Dynamics
365 Field Service, Dynamics 365 Marketing, and Dynamics 365 Project Service Automation). 

E: Omnichannel for Customer Service offers a suite of capabilities that extend the power of Dynamics 365 Customer
Service Enterprise to enable organizations to instantly connect and engage with their customers across digital
messaging channels. 

Incorrect Answers: 

A: The Dynamics 365 Field Service business application helps organizations deliver onsite service to customer
locations. 

C: Dynamics 365 Virtual agent is a no-code-required AI-based application that is focused on providing customer service
organizations the ability to engage in personalized conversations that go beyond the conversational search. Virtual
agents provide the ability to deploy and manage the automation of handling problems with specific solutions. 

Reference: https://docs.microsoft.com/en-us/powerapps/maker/portals/portal-templates https://docs.microsoft.com/en-
us/dynamics365/customer-service/embed-chat-widget-portal 
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QUESTION 2

You are designing a Power Platform solution. 

During quality assurance testing the API limits are reached. 

You need to identify and resolve the issue. 

Which two actions should you recommend? Each correct answer presents part of the solution. 

NOTE: Each correct selection is worth one point. 

A. Allocate Microsoft Dataverse capacity add-on subscriptions. 

B. Use the out-of-the-box User Summary report from the Reports section of the solution\\'s model-driven app. 

C. Review the Home tab Dataverse analytics dashboard. 

D. In the Power Platform admin center, review the Usage section of the Power Apps analytics dashboard. 

E. In the Power Platform admin center, review the Runs section of the Power Automate analytics dashboard. 

Correct Answer: AC 

A: When users exceed their limits, administrators can see this in the admin center (see below). You can do either one of
the following: 

1.

 Adjust the app or flow to use fewer API requests 

2.

 Purchase the Power Apps and Power Automate capacity add-on for your organization. 

C: Home (default) Dashboard. 

This is the default dashboard that provides information on the number of active Dataverse users, storage usage, the
most active workflows, and more. 
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API Calls: API Calls Number of API calls that were made by the Dataverse environment for the selected time period. 

Reference: https://docs.microsoft.com/en-us/power-platform/admin/api-request-limits-allocations
https://docs.microsoft.com/en-us/power-platform/admin/analytics-common-data-service 

 

QUESTION 3

You need to recommend a solution to collect the information required to meet reporting requirements. What should you
recommend? 

A. Business process flow 

B. Business rule 

C. Business event 

D. Business process modeler 

Correct Answer: B 

Business rule can create business recommendations based on business intelligence. 

Scenario: Analytics and reporting The solution must: 

1. 

Provide metrics including existing and upcoming demand by inspection station, average time spent per user at a station,
and average time a machine spends at each inspection point. 
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2. 

Provide metrics per inspector including number of inspections performed by month, and number of inspections per
rating type (pass, fail). 

3. 

Provide a printed quality certificate to be included with each machine. Incorrect Answers: 

D: Business process modeler (BPM) in Microsoft Dynamics Lifecycle Services (LCS) is a tool that you can use to create,
view, and modify repeatable implementations that are based on business process libraries. 

Reference: https://docs.microsoft.com/en-us/learn/modules/define-create-business-rules/ 

 

QUESTION 4

You need to provide the IT team and managers with a mobile solution. How many apps should you recommend? 

A. one app for each job role 

B. one app for each user 

C. one app for all employees of the team 

D. one app for each team of employees 

Correct Answer: A 

Scenario: IT staff needs a mobile solution to see IT cases at the top of the menu since this is their primary focus.
Managers need to see all customer dashboards at the top of their menu on their mobile device. 

 

QUESTION 5

A car dealership has a custom financing table. 

You are working with a developer to add a button to a ribbon that displays a hidden section of a form when specific
criteria are met. 

You need to recommend tools and technologies for the developer. 

Which two tools or technologies should you recommend? Each correct answer presents part of the solution. 

NOTE: Each correct selection is worth one point. 

A. Write a business rule. 

B. Write a JavaScript code. 

C. Use the Ribbon Workbench. 

D. Use the form editor. 

Correct Answer: BC 
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Client-side scripting using JavaScript is one of the ways to apply custom business process logic for displaying data on a
form in a model-driven app. 

You can use a community tool, Ribbon Workbench, to visually edit ribbons using the UI. 

Reference: https://docs.microsoft.com/en-us/powerapps/developer/model-driven-apps/client-scripting
https://docs.microsoft.com/en-us/powerapps/developer/model-driven-apps/customize-commands-ribbon 
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