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QUESTION 1

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 2

You are a system administrator for Dynamics 365 for Customer Service. 

All child cases must inherit the product, customer name, case title, and case type from the parent case. Parent cases
must not be closed until all child cases are closed. 

You need to configure cases. 

What should you do? 

A. Validate that customer and case title fields have not been removed as fields that child cases inherit from parent
cases. Add product and case-type fields to the list. Set the closure preference setting to Don\\'t allow parent case
closure until all child cases are closed. 

B. On the case entity, update the Parent case-Child case 1:N relationship field mapping to include the fields. Create a
business rule on the case entity to prevent the parent from closing if it has one or more open child cases. 

C. Create a business rule. 

D. Validate that customer and case title fields have not been removed as fields that child cases inherit from the parent
cases. Add product and case-type fields to the list. The closure preference setting does not need to be changed. This is
default behavior. 

Correct Answer: A 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/define-settings-parent-child-cases 

 

QUESTION 3

You create a Power Virtual Agents chatbot. The chatbot includes Power Automate flows. 
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You are not a system administrator. 

Users in your organization must collaborate to develop the chatbot. 

You attempt to share the chatbot by adding user email addresses and assigning them Manager, Power Automate User,
and Transcript Viewer permissions on the bot. The Send an email invitation to new users option is disabled. 

Sharing of the chatbot fails. 

You need to use the principle of least privilege to share the chatbot with users for collaboration. 

Which two actions should you perform? Each correct answer presents part of a solution. 

NOTE: Each correct selection is worth one point. 

A. Assign the users the Environment Maker security role. 

B. Ensure that a System Administrator assigns the users the Environment Maker security role. 

C. Share the Power Automate flows. 

D. Enable Send an email invitation to new users and re-share the chatbot. 

E. Configure a custom context variable for the chatbot. 

Correct Answer: BC 

B: Insufficient environment permissions 

Users in the environment must have the Environment maker security role before a bot can be shared with them. 

System administrators of the environment need to assign the Environment maker security role to the user before you
share the bot. 

C: Share Power Automate flows used in a bot 

You can add actions to a bot using flows in Power Automate; however, flows in a bot aren\\'t automatically shared with
other users when sharing a bot. 

Users who don\\'t have access to the shared flow can still run it by using the test bot canvas. 

To let other users edit or add flows you\\'ll need to share them in Power Automate. You can open flows directly from the
topic where the flow is used. 

Reference: 

https://docs.microsoft.com/en-us/power-virtual-agents/admin-share-bots 

https://docs.microsoft.com/en-us/dynamics365/customerengagement/on- premises/customize/create-site-map-app 

 

QUESTION 4

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

You are preparing to merge duplicate cases. 

Latest MB-230 Dumps | MB-230 VCE Dumps | MB-230 Study Guide                              4 / 17

https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html


https://www.pass4itsure.com/mb-230.html
2023 Latest pass4itsure MB-230 PDF and VCE dumps Download

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 

 

QUESTION 5

Your company makes use of Dynamics 365 Customer Service with the default settings unchanged. 

You want to find like cases in the system using a default search feature. 

You make use of Full-text Quick Find. 

Does the action achieve your objective? 

A. Yes, it does 

B. No, it does not 

Correct Answer: A 

Reference: https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/admin/configure-quick-
find 

 

QUESTION 6

You need to configure the system so that an email is sent to a manager about the SLAs according to the requirements. 

What should you configure? 

Case Study Title (Case Study):Case study 

This is a case study. Case studies are not timed separately. You can use as much exam time as you would like to
complete each case. However, there may be additional case studies and sections on this exam. You must manage your
time to ensure that you are able to complete all questions included on this exam in the time provided. 

To answer the questions included in a case study, you will need to reference information that is provided in the case
study. Case studies might contain exhibits and other resources that provide more information about the scenario that is
described in the case study. Each question is independent of the other questions in this case study. 

At the end of this case study, a review screen will appear. This screen allows you to review your answers and to make
changes before you move to the next section of the exam. After you begin a new section, you cannot return to this
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section. 

To start the case study To display the first question in this case study, click the Next button. Use the buttons in the left
pane to explore the content of the case study before you answer the questions. Clicking these buttons displays
information such as business requirements, existing environment, and problem statements. If the case study has an All
Information tab, note that the information displayed is identical to the information displayed on the subsequent tabs.
When you are ready to answer a question, click the Question button to return to the question. 

Overview 

The Phone Company provides mobile devices and services to corporate clients. Each client corporation has different
agreements and service level agreements (SLAs) in place. Most clients have agreements that last one year and have
30 

cases available. Half the cases may be opened by phone. The other half may be opened by email. 

The company has an existing on-premises software system. The current system no longer meets the company\\'s
needs. 

The support desk is open 8:00 am to 8:00 pm Eastern Standard Time. 

Requirements 

Support desk 

The company plans to implement Dynamics 365. The solution will include a custom entity that needs to be search
enabled. 

You must configure the system to ensure that you can determine how many support tickets and new orders tickets are
received. You must be able to determine which device types have the most tickets opened for issues. Business hours in
the system must reflect the hours support staff is scheduled. 

Case handling 

1. 

New cases must automatically route to the correct support group by phone type or new purchase group without
requiring custom code. 

2. 

The system must automatically create a case when email is received by companies that are not in the system. 

3. 

The system must automatically send a response to an email sender upon case creation for new orders, but not for
service records. 

4. 

Users must be able to initiate routing for manually created cases. 

5. 

The system must create sub-cases from one customer with different cases and also if the same issue is reported by
several customers. Subcases must inherit the following fields: customer name, contact email address and case title. 
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6. 

Main cases must not be closed until all the sub-cases are closed. 

7. 

Separate groups must be created for each type of service and each phone type. Access to the groups must be
restricted to team members that support that service or phone type. 

8. 

When importing from the old system, old cases do not need to be routed to the correct support group. 

Knowledge base 

1. 

Users must be able to search the knowledge base when opening a new case form or when checking on cases. 

2. 

Users must be able to use relevant searches and include any customer entities. 

Dashboards 

1. 

Managers must be able to see a real-time list of open cases, open activities, and expiring entitlements all on one page. 

2. 

Managers must also be able to see all open cases, escalated cases and cases by representatives on one screen.
Managers must be able to drill down within each area. 

3. 

Managers need a dashboard that displays weekly statistics for cases and representatives. 

4. 

Each representative needs to see their own tickets that are opened for the day, week, and month as well as their closed
tickets. 

Service-level agreements 

1. 

Most customers must be contacted within 90 minutes of their case being opened. 

2. 

Some customers can purchase faster service on call backs. 

3. 

Emails must be sent to support managers when service-level agreements (SLAs) are missed. 
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4. 

Support representatives must be able to see a timer on each case form to ensure they are adhering to their SLAs. 

5. 

SLA KPIs must be tracked in the system. 

6. 

SLA KPIs must appear on the case form. 

7. 

Cases must be able to be placed on hold if issues arise with related contracts. 

Issues 

Users report they are not able to search the Knowledge Base. 

A. Failure Action 

B. Warning Action 

C. Applicable When 

D. Success Criteria 

E. Success Action 

Correct Answer: A 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-agreements 

 

QUESTION 7

HOTSPOT 

A company uses Dynamics 365 Customer Service. The company installs Dynamics 365 Customer Service Insights. 

The company wants to use dashboards to report phone calls and emails to monitor the productivity of representatives. 

You need to perform the configuration. 

Which configuration should you use? To answer, select the appropriate configurations in the answer area. 

NOTE: Each correct selection is worth one point. 

Hot Area: 
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Correct Answer: 

Box 1: Go to the Dynamics 365 Customer Service URL and choose the Dynamics 365 Customer Service Insights
dashboard. 

Customer Service Insights is now embedded in Dynamics 365 Customer Service. After it is enabled, this experience
allows you to start seeing historical analytics directly within the Customer Service environment. Several reports and 

dashboards can be viewed by your management team. 

Box 2: Channel 

 

QUESTION 8

Your company makes use of Dynamics 365 for Customer Service. 

You mistakenly close a case that had assigned to you prior to your work being completed. You want to open the case to
carry on working on it. 

Which of the following actions should you take? 

A. You should create a new case based on the one that was accidentally closed. 

B. You should reactivate the closed case. 

C. You should reallocate the closed case 

D. You should create a new case and merge it with the closed case. 

Correct Answer: B 
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QUESTION 9

Your company makes use of Dynamics 365 for Customer Service. 

You have configured a customer service business unit as a parent of a call center, a digital response, and an escalation
business unit. These business units all have their own queues. Customer service cases are directed to the correct 

parties via the queues. You have not amended any security roles. 

You have been tasked with making sure that a user in the customer service business unit is able to read queues in both
the parent and child business units. 

You assign the user the System customizer security role. 

Does the action achieve your objective? 

A. Yes, it does 

B. No, it does not 

Correct Answer: B 

 

 

QUESTION 10

You are a Dynamics 365 for Customer Service manager. 

You are preparing to configure queues for the purpose of managing support. After assigning teams respectively to a
queue, you need to decide on the type of queue you are going to create. 

You decide to create a Private queue. 

Does the action achieve your objective? 

A. Yes, it does 

B. No, it does not 

Correct Answer: A 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/set-up-queues-
manage-activities-cases 

 

QUESTION 11

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
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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 

 

QUESTION 12

HOTSPOT 

You are a Dynamics 365 administrator. 

You need to determine which type of dashboard needs to be created for different scenarios. 

Which dashboard type should you use? 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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QUESTION 13

You are a Microsoft Dynamics 365 for Customer Service administrator. You create an article for a knowledge base. A
reviewer selects articles for review. 

You approve some articles and revert some articles to draft status. 

For each action, what should you do next? 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: 

 

 

QUESTION 14

DRAG DROP 

You are customizing a Dynamics 365 Customer Service implementation for a call center. 

The call center wants to enable SMS as a channel for the customer service department. 
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You need to complete the SMS channel configuration. 

Which account information should you use for each provider? To answer, drag the appropriate types of account
information to the correct SMS channel provider. Each type of account information 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: 

Correct Answer: 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-sms-channel-twilio 

https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-sms-channel 

 

QUESTION 15

You are a customer service manager for a company using Dynamics 365 for Customer Service. 

You need to set up queues to manage support. You assign a team to each queue. 

What type of queue should you configure? 
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A. Personal 

B. Private 

C. Business unit 

D. Public 

Correct Answer: B 

Reference: https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/set-up-queues-
manage-activities-cases 

Latest MB-230 Dumps MB-230 VCE Dumps MB-230 Study Guide

Latest MB-230 Dumps | MB-230 VCE Dumps | MB-230 Study Guide                             16 / 17

https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html


https://www.pass4itsure.com/mb-230.html
2023 Latest pass4itsure MB-230 PDF and VCE dumps Download

To Read the Whole Q&As, please purchase the Complete Version from Our website.

Try our product !

100% Guaranteed Success
100% Money Back Guarantee
365 Days Free Update
Instant Download After Purchase
24x7 Customer Support
Average 99.9% Success Rate
More than 800,000 Satisfied Customers Worldwide
Multi-Platform capabilities - Windows, Mac, Android, iPhone, iPod, iPad, Kindle

We provide exam PDF and VCE of Cisco, Microsoft, IBM, CompTIA, Oracle and other IT Certifications.
You can view Vendor list of All Certification Exams offered:

https://www.pass4itsure.com/allproducts

Need Help
Please provide as much detail as possible so we can best assist you.
To update a previously submitted ticket:

Any charges made through this site will appear as Global Simulators Limited.
All trademarks are the property of their respective owners.

Copyright © pass4itsure, All Rights Reserved.

Powered by TCPDF (www.tcpdf.org)

Latest MB-230 Dumps | MB-230 VCE Dumps | MB-230 Study Guide                             17 / 17

https://secure.livechatinc.com/licence/8041871/v2/open_chat.cgi
http://www.tcpdf.org
https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html
https://www.pass4itsure.com/mb-230.html

