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QUESTION 1

HOTSPOT 

You need to configure OmniChannel to route correctly. Which options should you use? To answer, select the
appropriate options in the answer area. 

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 
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Box 1: Two 

You must create two types of Omnichannel queues: regular and escalated. 

Box 2: Add a routing rule for a push on owner assignment in Omnichannel Tickets assigned to a representative must be
automatically placed in that representative\\'s queue. 

A customer initiates a conversation from the portal, and the conversation reaches the Omnichannel system. Now, based
on the routing rules condition defined in the routing system, it starts routing the conversation to the appropriate queues. 

When the conversation reaches to the queues, the work assignment system assigns the conversation based on
triggers. 

 

QUESTION 2

HOTSPOT 

You need to set the schedule to meet requirements for appointments. How should you configure the settings? To
answer, select the appropriate options in the answer area. 

NOTE: Each correct selection is worth one point. 

Hot Area: 
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Correct Answer: 
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Box 1: 30 minutes 

Nurses and doctors must be booked for 30-minute time slots. 

Box 2: 8: A.M. 

The company is open from 8 AM to midnight Monday through Friday to provide services. Patients can make
appointments by calling or using the internet. All appointments are conducted by phone or by using a computer. 

Box 3: 12.00 A.M. 

Box 4: 3 

Patients must be offered at least three alternative times to schedule an appointment. 

 

QUESTION 3

DRAG DROP 

You are an Omnichannel supervisor for a company. 

The company wants to deploy an Omnichannel Insights dashboard. 

You need to set up and monitor KPIs. 

In which section is each KPI located? To answer, drag the appropriate sections to the correct KPIs. Each section may
be used once, more than once, of 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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Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/omnichannel-insights-dashboard 

 

QUESTION 4

DRAG DROP 

A company implements Dynamics 365 Customer Voice. The company sends out customer satisfaction surveys. The
service team creates one survey from a blank project and others from a predefined project template. 

When the company receives all the survey responses, a member of the service team must analyze the results. The
member must calculate satisfaction scores to help the service manager identify required efficiency changes for the 

department. 

You need to determine which type of satisfaction metrics to use. 

Which metrics should you use? To answer, drag the appropriate metrics to the correct scores. Each metric 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: Net Promoter Score 

Net Promoter Score (NPS): NPS is a metric used to measure customer loyalty. The score is calculated from the NPS-
type question by using a scale from 0 through 10. The respondents are grouped as follows: 

Detractors are those who respond with a score from 0 through 6. Passives are those who respond with a score of 7 or 8.
Promoters are those who respond with a score of 9 or 10. NPS is calculated by subtracting the percentage of detractors 

from the percentage of promoters. The score is a number that can range from ?00 to 100. 

Box 2: Customer Satisfaction Score 

Customer Satisfaction (CSAT): CSAT is a metric used to measure the level of satisfaction customers have with a
product or a service. CSAT is measured by responses to rating-type questions. The CSAT score is calculated on a
scale of 1 to 

5. If you create a question on a scale other than 1 to 5, the CSAT score is normalized as per the 1 to 5 scale. This helps
in comparing various CSAT scores. 

Incorrect: 

Sentiment: Sentiment is a metric used to identify customer sentiment toward a product or a service. Sentiment groups
the responses to a text-based question as positive, negative, or neutral. 

 

QUESTION 5
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You are a Dynamics 365 system administrator. 

The customer service desk needs to be able to apply service level agreements (SLAs) on demand to customers that do
not have SLAs. 

You need to determine how SLAs on demand can be assigned. 

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

NOTE: Each correct selection is worth one point. 

A. Use an existing customer SLA and change the conditions after assigning the SLA to the customer record. 

B. Create a new SLA for each case that does not have a customer SLA. 

C. Go into the SLA configuration and assign it to a customer. 

D. Automatically apply SLAs to records based on business logic. 

E. Assign SLAs manually to records. 

Correct Answer: DE 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-agreements#apply-
slas-on-demand 
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