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QUESTION 1

You create a new case to which an enhanced service level agreement (SLA) is applied- The SLA states that the case
will be resolved in two hours. 

You work on the case for 20 minutes, and then you discover that you require a password from the customer. The
customer is unavailable, so you change the status reason of the case to On Hold. 

Forty minutes later, the customer sends you the password and you change the status reason of the case to In
Progress. 

You work on the case for 30 minutes, and then you change the case s status reason to On Hold, while you wait for a
response from the customer. Twenty minutes later, you receive a response from the customer and you change the case
s 

status reason to In Progress. 

You work on the case for an additional 30 minutes, and then you change the case s status reason to Resolved. How
many minutes will the Resolve By KPI display for this case? 

A. 30 

B. 80 

C. 110 

D. 140 

Correct Answer: C 

 

QUESTION 2

You are a customer service representative. 

You use the interactive service hub and a multi-stream interactive dashboard. 

At the beginning of your shift, you need to view the high-priority open cases and to move them to one queue. What
should you do first? 

A. Perform an Advanced Find. 

B. Perform a Global Search. 

C. Apply a hierarchal view. 

D. Apply a global filter. 

Correct Answer: D 
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QUESTION 3

You are evaluating whether to use a standard or an enhanced service level agreement (SLA). 

You need to identify a characteristic of a standard SLA. 

What should you identify? 

A. JThe SLA can be paused-

B. The status can be tracked directly from the case form. 

C. Actions can be triggered based on specific success catena. 

D. The failure time is tracked. 

Correct Answer: D 

 

 

QUESTION 4

You have a new deployment of Dynamics CRM. 

The closure preferences are not configured. 

You create a case named Case1, and then you add a child case named 

You need to identify what will occur when you attempt to close Case1. 

What should you identify? 

A. Casel1 will fail to close. 

B. The cases automatically merge, and then Casel1will close. 

C. Casel1 and Case2 will close. 

D. Casel1 will close and Case2 will remain open. 

Correct Answer: A 

 

QUESTION 5

You need to apply service level agreements (SLAs) to all of the cases that have a service level of Gold. If a case fails to
be resolved within 30 minutes, a manager must be notified by email. If the case fails to be resolved within two hours, an
executive must be notified by email. 

What are two possible ways to achieve the goal? Each correct answer presents a complete solution. 

A. Create one SLA that has one SLA item. 

B. Create two SLAs that each has two SLA items. 
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C. Create two SLAs that each has one SLA item. 

D. Create one SLA that has two SLA items. 

Correct Answer: CD 

 

 

QUESTION 6

You recently created several customer feedback surveys. You gather the results of the surveys. You need to analyze
the results of the surveys. What should you use? 

A. Sway 

B. Office Delve 

C. Microsoft Power BI 

D. Microsoft Intune 

Correct Answer: D 

 

 

QUESTION 7

Your company has a Dynamics CRM organization that has the following characteristics: 

The organization has 1,000 active users. 

The users access CRM by using the web client and mobile devices. 

Managers are responsible for updating all of the account records. 

All of the users are responsible for creating and updating case records. 

The company is evaluating whether to implement Unified Service Desk. 

You need to identify the characteristic of the company that will prevent the successful use of Unified What should you
identify? 

A. Managers are responsible for updating alt of the account records. 

B. The users access CRM by using the web client and mobile devices. 

C. The company has 1,000 active users. 

D. All of the users are responsible for creating and updating case records. 

Correct Answer: C 
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QUESTION 8

Your company has a Dynamics CRM organization that uses FieldOne. 

The company employs 10 field technicians. Each technician starts work at 08:00 and ends work at 16:00. 

You need to identify what percentage of the technician utilization time is scheduled for the service calls that will take
place the next day. 

Which tool should you use? 

A. the Schedule Assistant 

B. the Schedule board 

C. the visual filter 

D. the Report Wizard 

Correct Answer: A 

 

QUESTION 9

You use Dynamics CRM for knowledge base articles. You do not use the interactive service hub. 

You add a section to an article template. You need to identify the impact to the existing articles that use the article
template. What should you identify? 

A. Draft articles and published articles will be updated. 

B. Draft articles and published articles will remain unchanged. 

C. Draft articles will be updated. A minor version will be created for published articles. 

D. Draft articles will be updated. Published articles will remain unchanged. 

Correct Answer: C 

 

QUESTION 10

You have a Dynamics CRM organization that has Unified Service Desk implemented. 

In CRM, you use a custom entity named Projects for project management. 

Your customer service representatives will access the information in Projects from Unified Service Desk. The projects
will be associated to specific accounts always. When a user selects a project from an account the project will open in a 

different window. 

You need to identify which Unified Service Desk component you should use to display the project information in the
Unified Service Desk interface. 
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Which component should you identify? 

A. a hosted control 

B. a computer telephony integration (CTI) adapter 

C. an event 

D. an entity search 

Correct Answer: A 

 

 

QUESTION 11

You configure a service schedule. 

You need to identify which processes can be automated as part of the service schedule. 

Which two processes should you identify? Each correct answer presents a complete solution. 

A. showing all of the resources that are qualified, regardless of their availability 

B. rotating vacation schedules for the resources 

C. scheduling resources around planned meal breaks 

D. showing all of the resources that are available and qualified 

Correct Answer: AB 

 

 

QUESTION 12

You have a routing rule set that routes cases to various queues. The rule set is activated. 

You need to identify in which scenarios the routing rule will be applied to a case. 

Which three scenarios should you Identify? Each correct answer presents a complete solution. 

A. when multiple cases are selected and Apply Routing Rule is clicked. 

B. when a new case is created by using an Automatic Record Creation Rule. 

C. when the record is assigned to a new user. 

D. when Save 8l Route is clicked from within a record. 

E. when a new case is created manually and Save is clicked from within the case. 

Correct Answer: ABD 

Latest MB2-714 Dumps | MB2-714 Practice Test | MB2-714 Exam Questions                                6 / 9

https://www.certbus.com/mb2-714.html
https://www.certbus.com/mb2-714.html
https://www.certbus.com/mb2-714.html


https://www.certbus.com/mb2-714.html
2022 Latest certbus MB2-714 PDF and VCE dumps Download

 

QUESTION 13

You need to create a new case record in Dynamics CRM. 

What are three possible ways to achieve the goal? 

Each correct answer presents a complete solution. 

A. Use the Import Data Wizard. 

B. Convert a lead. 

C. Convert an opportunity. 

D. Convert a custom activity. 

E. Use the Quick Create form. 

Correct Answer: ADE 

 

 

QUESTION 14

CORRECT TEXT - (Topic 1) 

You have a Dynamics CRM organization that contains the following charts: 

A tag chart named Chart1 that displays keywords from case titles 

A funnel chart named Chart2 that displays case resolution times 

A line chart named Chart3 that displays priorities 

A doughnut chart named Chart4 that displays the number of cases by priority 

You need to identify which charts can be added to a personal dashboard. 

What are two possible charts that you can add? Each correct answer presents a complete solution. 

A. Chart1 

B. Chart2 

C. Chart3 

D. Chart4 

Correct Answer: D 
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QUESTION 15

You have a customer who purchased two support contracts from your organization. One support contract is for a
product named ProductA and the other support contract is for a product named ProductB. 

You need to ensure that only a contact named Contact1 can open cases for ProductA and only a contact named
Contact2 can open cases for Products. 

What should you use? 

A. routing rules 

B. entitlements 

C. service level agreements (SLAs) 

D. parent-child inheritance rules 

Correct Answer: B 
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