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QUESTION 1

A company plans to implement Dynamics 365 Sales. 

Which two out-of-the-box features can you use to capture leads? 

Each correct answer presents a complete solution. 

NOTE: Each correct selection is worth one point. 

A. emails 

B. CSV files 

C. Dynamics 365 Commerce 

D. Dynamics 365 Customer Insights 

Correct Answer: AB 

Reference: https://www.dyn365pros.com/2015/11/11/microsoft-dynamics-crm-4-simple-steps-for-importing-leads-and-
contacts/ 

 

QUESTION 2

A company uses Dynamics 365 Customer Service. The customer service department for a retailer hires temporary
employees to work during peak seasons. 

Temporary employees take much longer to resolve cases than seasoned employees. 

You need to recommend features that will help employees find information needed to resolve cases. 

Which two options should you recommend? Each correct answer presents a complete solution. 

NOTE: Each correct selection is worth one point. 

A. Knowledge base with Relevance search 

B. Parent and Child case settings 

C. Case management with Related Similar cases 

D. Routing rule sets 

Correct Answer: AC 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/suggest-similar-cases-for-a-case 

 

QUESTION 3

HOTSPOT 
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A company plans to use Microsoft Dynamics 365 Marketing. You need to describe app event functionality. 

For each of the following statements, select Yes if the statement is true. Otherwise, select No. 

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 

Box 1: Yes 

You can add a new payment gateway to your event website. 

Note: To add a new payment page to your event website: 

Make an agreement with a third-party payment provider and prepare a web page that provides a payment front end, as
described in their documentation. 

Sign in to Dynamics 365 Marketing and go to the custom app by choosing Dynamics 365ustom from the app selector. 

In the custom app, use the area switcher at the bottom left of the page to open Portals. Then go to Content > Web
Templates 

Select + New on the control bar to create a new web template. 

Enter a Name for your template and set the Website to the Event Portal. 

Etc. 
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Box 2: Yes 

You can use Microsoft Teams for Dynamics 365 Marketing online events. 

Use Microsoft Teams as an online meeting provider for Dynamics 365 Marketing events. Teams event functionality is
incorporated directly into the Marketing app, allowing you to use Teams webinars or Teams live events for one/some to 

many online events, and Teams meetings for interactive online meetings. 

Box 3: Yes 

Book hotel rooms for staff, speakers, and guests 

If your organization has set up hotels and room allocations for your event in Dynamics 365 Marketing, you can view and
create room bookings by going to Events > Logistics > Hotel Room Reservations. Each room booking links an event-

registration record (and its associated contact) to a hotel room allocation set up in Dynamics 365 Marketing. Each room
allocation represents a block of rooms of a specific type (single, double, or suite) at a specific hotel during a specific 

event. After all the rooms in an allocation are booked, that allocation is considered sold out unless you can request more
from that hotel. Room bookings don\\'t specify a room number, just a room type (based on allocation) and a unique 

reservation number. 

Reference: 

https://learn.microsoft.com/en-us/dynamics365/marketing/event-payment-gateway 

https://learn.microsoft.com/en-us/dynamics365/marketing/invite-register-house-event-attendees 

 

QUESTION 4

DRAG DROP 

A company plans to implement Dynamics 365 Customer Service. 

Dynamics 365 Customer Service uses terminology that is different than what the existing customer service solution
uses. 

You need to create a glossary for employees. 

Match each item to its definition. To answer, drag the appropriate definition from the column on the left to its item on the
right. Each item may be used once, more than once, or not at all. Each correct match is worth one point. 

Select and Place: 
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Correct Answer: 
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Reference: https://docs.microsoft.com/en-gb/learn/modules/get-started-with-dynamics-365-for-customer-service/2-core-
components 

 

QUESTION 5

A customer creates a new project in Dynamics 365 Project Operations. 

The customer needs to add project work items. 

You need to specify the duration of the work. 

Where should you specify the duration of the work? 

A. Estimates 

B. Summary 

C. Tasks 

D. Resource assignments 
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Correct Answer: C 

Reference: https://docs.microsoft.com/en-us/dynamics365/project-operations/project-management/create-wbs 

 

QUESTION 6

HOTSPOT 

A customer purchases Microsoft 365 and Dynamics 365 Sales. 

For each of the following statements, select Yes if the statement is true. Otherwise, select No. 

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 
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Reference: https://docs.microsoft.com/en-us/dynamics365/sales-enterprise/configure-microsoft-teams-dialer 

https://docs.microsoft.com/en-us/power-platform/admin/set-up-onenote-integration-in-dynamics-365 

 

QUESTION 7

HOTSPOT 

For each of the following statements, select Yes if the statement is true. Otherwise, select No. 

NOTE: Each correct selection is worth one point. 

Hot Area: 
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Correct Answer: 

Box 1: No 

You can search for knowledge content in external sources. 

Business value 

Knowledge in organizations is typically spread across multiple sources like SharePoint sites, OneDrive, third-party
knowledge management systems, and so on. The ability to quickly find and share knowledge from as many sources as 

possible helps agents be more productive and resolve issues for customers more quickly. 
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Box 2: Yes 

You can insert knowledge articles into an email. 

Business value 

Email is a critical communication channel that support agents use to communicate with customers and a vehicle for
sharing knowledge articles. This feature provides agents on Unified Interface with an easy way to insert one or more 

knowledge articles while working on an email. 

Feature details 

The legacy web client allows agents working on emails to search for knowledge articles and insert them into the email
without losing context. This feature brings this capability into the Unified Interface client. While working on an email, an 

agent can search and select a knowledge article to include in the email. 

Box 3: No 

Use the rich text editor to create knowledge articles, format your content, or embed videos and images. 

Reference: https://docs.microsoft.com/en-us/dynamics365-release-plan/2020wave2/service/dynamics365-customer-
service/search-knowledge-content-external-sources https://docs.microsoft.com/en-us/dynamics365-release-
plan/2020wave2/service/dynamics365-customer-service/insert-knowledge-articles-into-email https://docs.microsoft.com/
en-us/dynamics365/customer-service/customer-service-hub-user-guide-knowledge-
article?tabs=customerserviceadmincenter 

 

QUESTION 8

HOTSPOT 

A company plans to implement Omnichannel for Customer Service. 

For each of the following statements, select Yes if the statement is true. Otherwise, select No. 

NOTE: Each correct selection is worth one point. 

Hot Area: 
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Correct Answer: 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-bot https://docs.microsoft.com/en-
us/dynamics365/customer-service/oc-manage-sessions https://docs.microsoft.com/en-us/dynamics365/customer-
service/monitor-conversations 

 

QUESTION 9

A company wants an application that meets the following requirements: 

1.

 Display the latest news about the company. 

2.

 Recommend leads to sales team members. 
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You need to identify an application to meet the requirements. What should you recommend? 

A. Dynamics 365 Customer Service 

B. Linkedln Campaign Manager 

C. Dynamics 365 Sales Insights 

D. Linkedln Sales Navigator 

Correct Answer: B 

Reference: https://www.linkedin.com/help/linkedin/answer/a420420/get-started-with-campaign-manager?lang=en 

 

QUESTION 10

HOTSPOT 

A company calibrates and services medical equipment for customers across the United States. The company employs a
large number of service technicians. 

The company often does not assign service jobs to the technician that is geographically closest to the customer. 

The company wants to use location auditing in Dynamics 365 Field Service to display each technician\\'s location on a
map. 

You enable location tracking. 

Where should you navigate to see the technician locations on a map? To answer, select the appropriate option in the
answer area. 

Hot Area: 

Correct Answer: 
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Reference: https://docs.microsoft.com/en-us/dynamics365/field-service/mobile-powerapp-location-auditing 

 

QUESTION 11

A company wants to be able to give quotes to customers from their parts list. You need to recommend a solution for the
company. What should you recommend? 

A. Dynamics 356 Customer Insights 

B. Dynamics 365 Sales 

C. Dynamics 365 Marketing 

D. Dynamics 365 Human Resources 

Correct Answer: B 

Reference: https://docs.microsoft.com/en-us/dynamics365/sales-enterprise/create-edit-quote-sales 

 

QUESTION 12

You use Dynamics 365 Field Service. 

Each time a customer contacts a call center to request service, you plan to send a technician to the customer\\'s
location. 

You receive a service request and create a work order. 

You need to identify the next step in the process. What should you do next? 

A. Adjust inventory values. 

B. Schedule and dispatch the work order. 

C. Generate an invoice. 

D. Review and close the work order. 

Correct Answer: B 

Reference: https://docs.microsoft.com/en-us/dynamics365/field-service/create-work-order 
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QUESTION 13

Your company uses Dynamics 365 Sales. 

You need to prepare and send a quote to a customer. 

What are two possible ways to achieve the goal? NOTE: Each correct selection is worth one point. 

A. Close the quote 

B. Generate a document by using a Microsoft Word template. 

C. Export the quote as a PDF file. 

D. Create an order 

Correct Answer: BC 

Reference: https://www.crmsoftwareblog.com/2019/09/creating-pdf-quotes-in-dynamics-365/ 

 

QUESTION 14

HOTSPOT 

You are creating segments in Dynamics 365 Marketing. 

For each of the following statements, select Yes if the statement is true. Otherwise, select No. 

NOTE: Each correct selection is worth one point. 

Hot Area: 
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Correct Answer: 

Box 1: Yes 

Segments let you create groups of related contacts that you can target with customer journeys. Segments are created
using the segment designer. One way to build segments is by querying across related entities including contacts, leads, 

accounts, events, marketing lists, and more. 

Note: Dynamic segments are set up by using logical expressions, such as "all contacts from New York" or "all contacts
who like The Mets." Membership in dynamic segments changes constantly to reflect new or removed contacts and 

updated contact information. Both demographic and firmographic segments are examples of dynamic segments. 

Box 2: No 

Static segments establish a static list of contacts who are selected on a per-contact basis rather than created logically
based on field values. Marketers and salespeople might create and populate a static list based on private knowledge or 

offline interactions. 

Static segment: Creates a segment where you manually select each member rather than creating a logical query that
automatically adds them. 

Box 3: No 

Segment type, not scope decides: 

Create and go live with a new segment 

Read this section to get a basic overview of how to create a segment and start it running so you can see its members
and use it to target a customer journey. 

Go to Marketing >Customers > Segments to open a list of current segments. 

Select New to start creating your new segment, and select the type of segment you would like to create: Dynamic
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segment: Creates a dynamic segment that can query contact records and interaction records, as well as include,
intersect, or exclude contacts in existing segments. While querying contact records, you can add relations as needed to
create a more complex query. Static segment: Creates a segment where you manually select each member rather than
creating a logical query that automatically adds them. 

Etc. 

Reference: https://learn.microsoft.com/en-us/dynamics365/marketing/segmentation-lists-
subscriptionshttps://learn.microsoft.com/en-us/dynamics365/marketing/segmentation-lists-subscriptions 

 

QUESTION 15

DRAG DROP 

A company manufactures environmental sensors that can be monitored remotely. 

Match each component to its definition. 

Instructions: To answer, drag the appropriate component from the column on the left to its definition on the right. Each
component may be used once, more than once, or not at all. Each correct match is worth one point. 

NOTE: Each correct selection is worth one point. 

Select and Place: 

Correct Answer: 
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Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/cs-iot-overview 
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