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Actions

Create and activate the case-acknowledgement
email workflow as follows:

In Available to run, select Run this workflow in the
background and As a child process.

Create and activate the case-acknowledgement email
workflow as follows:

In Available to run, select As an on-demand process.

Create and activate the process flow with each of the
stages. Add the case acknowledgement email
workflow to the acknowledgement-and-research
stage.

Create a new business process flow record for the
case entity.

Create and activate the process flow with each of the
stages. Add the case acknowledgement email
workflow as a global workflow. Trigger the workflow
for the acknowledgment-and-research stage.
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Actions

Create and activate the case-acknowledgement email
workflow as follows:

In Available to run, select As an on-demand process.

Create and activate the process flow with each of the
stages. Add the case acknowledgement email
workflow to the acknowledgement-and-research
stage.

Answer Area

Create and activate the case-acknowledgement
email workflow as follows:

In Available to run, select Run this workflow in the

@ background and As a child process.

@ Create a new business process flow record for the
case entity,

S L

rGreate and activate the process flow with each of the
stages. Add the case acknowledgement email
workflow as a global workflow. Trigger the workflow
for the acknowledgment-and-research stage.
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https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customize/create-
business-process-flow
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customize/workflow-
processes
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Answer Area

Scenario Action
The existing route rule action that the v
system automatically invokes when the [The routing rule is deleted
new rule is activated. The routing rule does not thange

The routing rule is deacfivated

Import bulk cases without the routing v
rule affecting the imported cases. Create a column in a spreadsheet named RouteCase and add the value No for all records
Createa column in a spreadsheet named RouteCase and add the value No routing for allrecords
Save the spreadsheet as a delimited file for import |
Manually add each record |
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System automatically invokes when thF.IThe routing rule is deleted

The routing rule dges“nm thal:tlé-e .
The routing rule is deactivated

g IVITCrosoO

Import bulk cases without the routing y Y
rule affecting the imported cases. Create a column in a spreadsheet named RouteCase and add the value No for all records

Create a column in a spreadsheet named RouteCase and add the value No routing for allrecords
Save the spreadsheet as a delimited file for import

Manually add each record
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Actions Answer Area

Create an enhanced SLA on the account that
tracks when the status reason changes to
Verified.

Configure the SLA details and set a warning at six
hours and a failure at eight hours.

©O

Customize the accounts entity to enable SLAs» @
Add a status reason for unverified accounts. Set
the value for the status reason to Verified.

Publish the account customizations. Set the

business hours for the support department. : M E Ci r@ S Oft

Actions M N’: ﬁ’@g@’ﬁi Answer Area

Customize the accounts entity to enable SLAs.
Add a status reason for unverified accounts. Set
the value for the status reason to Verified.

Publish the account customizations. Set the

| business hours for the support department.

Create an enhanced SLA on the account that
tracks when the status reason changes to
Verified.

Configure the SLA details and set a warning at six
hours and a failure at eight hours.
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Create and configure the chart

In the solution, navigate to the Case
entity and select Charts

In Case View, create a new chart
Navigate to the Service area; and then
select Cases

Navigate to Settings, and then select

Solutions. Verify that the case entity is in
the solution.

Actions | M Crosoj iswer Area

Navigate to Settings, and then select
Solutions. Verify that the case entity is in
the solution.

In the solution, navigate to the Case

@ -entity and select Charts @

In Case View, create a new chart |
@ Create and configure the chart

MNavigate to the Service area, and then
select Cases [
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Plan Response time

HMO 24 hours

PPO 6 business hours

Gold 1 business hour
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Parameter

Phone Representatives

New Year's Day

BlsthessiHoursO T

Feature

| Service activities

Schedule board

Work hours
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- '| Gustomer service calendar

Holiday calendar

Business closures

Customer service calendar

Holiday calendar
Business closures




Answer Area

Parameter Feature

Phone Representatives

Service activities
Schedule board
Work hours

MNew Year's Day

Customer service calendar

. Y ' Holiday calendar
Micrgso 'F'il Business closures

Business Hours

Customer service calendar
Holiday calendar
Business closures

Explanation:
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-operating-hours
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Actions

Enter a subject

Select an existing case record

Change the phone call Regarding
value to the case contact

Select Add phone call activity
Create a new case record
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Answer Area
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Actions

Change the phone call Regarding
value to the case contact

Create a new case record

8

Answer Area

Select an existing case record

Select Addsphione call activity

1
@ Enter a subject

®
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\nswer Area

Case
A case has activities owned by other
users and is in progress.

Total time for a case is set to four
hours. Billable time is set to six hours.

A parent case has four child cases.

1Efig:
Answer Area

Case
A case has activities owned by other
users and is in progress.

Total time for a case is set to four
hours. Billable time is set to six hours.

A parent case has four child cases.
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Explanation:

EF'._ .i!;-:l : Fal of a1 o .“'ﬂ -E::r'l-n
IVIICTO 51| | Resolution

Case is resolved. Open activities are closed.

Case is resolved. Open activities are canceled.

Case is not resolved. Open activities must-be closed.

Case is resolved. Open activities are reassigned to case owner.

v

Case is resolved. Entitlement is decremented by four hours.

Case Is resolved. Entitlement is decremented by six hours.

Case is not resolved. Billable hours cannot be more than the total duration.
Case is resolved. Billable hours offset to six hours. Entitlement is decremented.

v

Open activities for child cases are merged into parent and canceled.
Open activities of parent case are marked as completed.
Open activities of child cases remain open.

Nnen artivitiez af child razes are ranraled

Resolution

Case is resolved. Open activities are.closed.

Case is resolved. Open activities.are canceled.

Case is not resolved. Open activitiés must be closed.

Case is resolved. Open activities are reassigned to case owner.

v

Case is resolved. Entitlement is decremented by four hours.

Case is resolved. Entitlement is decremented by six hours.

Case isnot resolved. Billable hours cannot be more than the total duration.
Casée is resolved. Billable hours offset to six hours. Entitlement is decremented.

- | =

[Open activities for child cases are merged into parent and canceled.
en activities of parentgase are marked as completed.

Open }Eherities 0 chwcases are canceled.

https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-
service/customer-service-hub-user-guide-case-sla
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23 DR ML EEEHICESIL ELWVEFCEELEYT,

Actions Answer Area
Select Associate category

Assign the article

Publish the article @

Create an alternate key

©Q

Approve the article
- prowy w N

5 e — q: ‘& &
(reate a knowledge article

Select Create major version

Mark the knowledge article for
review

1Efig:



Actions Answer Area

Select Associate/category Create a knowledge article

Assign the article Mark the knowledge article for
review

@ Approve the article

Publish the article

©

Create an alternate key

Select Create major version

Explanation:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-
service/customer-service-hub-user-guide-knowledge-article
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Dynamics365h A 2 X —H—ERXADFREa Y IILA U bELTEHLVTWWET , X)) T 00—
LEFEESINTOWEREA,

NRIAI—H—ERBEEN H—EXLRNILTIT)—A2 b SLA) LEREF OV —RAZ0E
TEALIICTHRENHYFT  LER/INEDHEDAZFET ILELHY FT,

XAV TAZEDESICEETIVENHY FTITH?EETSHICIE, AEFEHETETGA T
DavEERLET,

F L VEREZAZTNIRAS D FOMMELHY F,



Answer Area

Option Value
Security role -
Customer sepvice representative
Customer service manager
Update holiday schedules = A -
None = IVIICTOSOft
User
Business unit
Organization
1E fiZ:
Answer Area
Option Value
Security role L)’ -
Customer sefvice representative
Customer service manager
Update holiday schedules. * -
None
User
Business unit
Organization

W\ ricrosoft



Explanation:
https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-agreements
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A Frv o)L

B. & &%

C. BRI

D. 5¥—X#
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FCOBMIE . BLCYSFT A ZRTTILHZ—EDERO—ETY, V) —XDOEZEBEMIZIE FEHS
N-BRZERT AFREEDCHLIMEDERENEENTVET, —HOERBE Y MIFEHD
EEAHDIGEELHNE, EBLLGTWNGEELHYFET,

CDEIVVAVOEMICEZERE . FDOERBICERSACLIETEFRRA, TOHBR, TN DERM
FLEa—E@EIZRTINEETA,

7% 1=1% Contoso, Ltd @ Dynamics 365 for Customer Service Y X 7 LEEETY,
support@contoso.com DA —)L 7 FLRIZEEFE SN A —ILh o —XEBEICERT Db
ENHYET,

AR BELI— FMERBLUEFHIL—ILEERLET, [V—R AT & [EFA—IL]IZE&
EL. Fa2—%BRLEFT, LO—FEROEHEERELET,

V) a—LaVFEREERLTOETH?

A. [Ty

B. L MR

Ef:A (AU LEHKT D)
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-
service/automatically-create-case-from-email
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https://www.jpntest.com/shiken/MB-230J-mondaishu
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X BEZELIZ25HDH LWV —RZH<CENNHY T,

HiR— MELYEX REOBHEEICEMEL FREVELET,

Humongous InsuranceldIRE  BETDAHEREZ T FTWWET, a—IILE2oF2—([Eh BRI
TWET

£ H06 00GMTH 524 00GMTET, I—ILE VB —DRE Y TE. RO T FOVTHMTHEE
LZE9 06 00GMTH 5

12:00 GMT_ 12 O0GMTH 518 O0GMT_ & & U118 D0GMTH 524 O0GMT,
H—ZAMNBEFA—ITRIESNDE RFVITINT—REBFA—NLELTHEL, TI2H5—
AEFALCET,

REDIREE

* Humongous InsurancelZ(& B3R %2 4 T&# 0BT 53 DDEF HMO PPO . EXUT—/L K)H
HYET,

*SRIFFEZFDIA—LEFRALTI L—LBERZELVEMISEELET,

*BEPIE, RIEL-EBEERBTIONDT—V T I EEEBLTULET,

Bl YER—FTRY
*BERHINIREEFROBETEMTHLIICORTLEERLET,

*L—LFZ AN EZIT24 TRIZHFELET,

H—EXLRLTIT) =222k SLAICHT HRE Y TDEEEZEBMT DL IITVRATLERE
BLET,

*EERBBIE, UR—FR2YINRRTD2—I)ILENTUVSBRERBL TS EEEELTL
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FRTOFLWT—RIE 24 THERSNR RIEZA TIZEOSVWTEEBMIZF1—ICAR

LNBEZLENHYET,
HEMNERENDE  TRTORER A THAEBMICEYGX 1 —IIBB SN LIBELNHY F
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FARTDT—RE ZITRA0 T CIZERLTHALSRENHY FT,
*RAT—RABHFEA—ILEEFELEEEICEET ILENHY FT,

BHRIERIRE BEDORBICE >THRSA G TN ERY FEA,

BRENEMT —ADFIRIZELIGE, I R—D v —([CEETDIREADHYZFET,
r—AQEEIF T—ANIO—RXENBETERICAIV FENBVEIIZTEIRELNHY F
ER
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P L—LpFEIE BEENMEVEDE LTHET IBENHYET,
MBREPDIRTDT—RADAT—RRAF FHEPD7—REY A—XF BRI, THR—D ¥ —IC
FBDLEL—ICERETIMLENHYET,

B, A —2X

*FLyPR=—RE I RTOEZEDI)RI M) ELTHERATILELHYFT,

HEREBE, FAROERICOVTHLWWVT—RZRACEZFITF LY DR—REZBRERETEINENDH
YE7,

HEREBE BIIRTOIVTATAERRTEDIRENHYET,

*RETE ABEORRTCIVTATAADIRTD T4 —ILFIZT—HT LD GO F VY
TEOLENHYFET,

"RETIE BEREZI1DOVRXFTERL,  RLEEHEOEVVERNI R FO—FLICRRTENE LD
[CURMELERBZLIDENHYET,

HELREIL ZETIEE LY IR—RET—RITY VY TELIRENHY FT,

BMEDT LYy OR—XICAENRINLLWNEE HERFEIFHLWF LY OR—RRBELERT
BRENHYFET,

KRB . SQLO LS LEXEFEALTHLY OR—RZRETEIMLENHY ET,

B H—ERLRLTTY—AT b

BENERZACEOHICEREZNT-5E  SHEROBEBRAICREZBICRET SLENHY
Y,

Plan Response time

HMO 24 hours

PPO 6 business hours

Gold 1 business hour

BEH. 77—+

*r—ZAMNSLAL EWVEZBA-BAIE, IS FIATHRELRAHY FT,

*SLAIZEHLL TWHWI EZERTE=HIC IRF—D XY —ICBFA—ILTS— &R ETIHEN
HYET,

*SLAERIZDOWVWTIX KDL S ITHYFBIZEFA—ILWTI— FEZETEHILENHY FF HMO
D281, PPOM 1 BFRE A,

EERRT HEMITELD HR—bFIR—V v —I2A—ILTS5—rEREELET,
*7—x#9n—xéhtt%k@%ka%x—wTE—hé%%bi?o

B2, [ExE

"WEDT7ORRETRTEHTHY HEMNTEHY A,

*SHMSLAZFE L TWEANESHZHIERTIHELAEEIHY THA,

*KEREBE BABFORVACEEFEOEMAOREZESEICEHELT—EEN GO ENKLHY FT,
*BEEZITHRREBICIIHAZTEEHY FHA,

D LU—LOBENERSINIZT—RADSA THAVILIZERM L TWEI I LEZHRT LIHELDHY
F9,

AIEHRETIVHELHYETM?

A. BAEEH
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C. 44
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E. 2314 LZ5/4Y
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FLYOAR—RADEENEET DAREMED HHIREFIFTI N ?

AT7I9T4T EKRBEH FIITL KTV T4T FEERTD1—ILEH

B. 70T 47FEIEFkT7V T4
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D. AZBFEH, v EIVFEH, FIT7 FOBMHRNINEL -, REP, FEER TV 21— LK
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Eff: (EfEERRLET)
Knowledge article lifecycle: Change the state of a knowledge
article

During its lifecycle, a knowledge article can be in the following states: /

o (0: Draft (after a knowledge article is created)

» 1: Approved (after a knowledge article is approved)

e 2: Scheduled (after a knowledge article is scheduled to be published)

* 3: Published (after a knowledge article is published)

s 4: Expired (after a knowledge article is expired as per the expiration date specified while publishing)
» 5: Archived (after a knowledge article isarchived)

.
s G mrded [#fheta kﬁcw’%ﬁ%. article is discarded)
1

To change the state of the article, use the Update message on the knowledge article record to update the

KnowledgeArticle.StateCode attribute. For early bound types, use the KnowledgeArticleState enumeration to set the possible

states. More information: Perform specialized operations using Update.

The following sample code shows how to publish a knowledge article record.

B 21

FSw 7o ROy JOERM

& 73 1=[¥Dynamics365 for CustomerService D BEE T, %4 1= Voiceof the CustomerZ {5
LTHY FAEZLE2A—LTWET , ABEREBIEANGHEEEEZ10%ET—I LELT,
EZEICEDVCENMNERZT 2HENHY FT,

EDADDT UL aVEIRBIZETIALENHYEIN?EETHICE BINETILavET
923 ) R M LRIEEFICHEEL ELWEFTEELET,


https://www.jpnshiken.com/q/9593-1039471/
https://www.jpnshiken.com/q/9593-1039472/

Actions Answer Area

Add a response condition and the question
for which you want to create a rule

Create a new response routing

Create a new survey :

Add a value for the Answer tag field

®
Qo

AW

Add a response action and scope

£

5.
Select values for the Operator, f\ ;“ | rosof
Comparison Value, and Answer fleldsV )SC

Answer Area

Create a new response routing

Add a respofise conditionand the question

@ for whlch you want to creategéﬂg; . ﬁ\r N C ¢

Create a new survey —

@ | Select values for the Operator,
| Comparison Value, and Answer fields

Add a value for the Answer tag field

Vs Add a response action and scope

Explanation:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/design-
advanced-survey
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Dynamics 365 for Customer ServiceZ{EH L TWVET,
Fa—ITH—RZEMTEHTOCLREFZBEILTIHENHY T,
HETIEMETEIREN?

A T—RADEINYETHREIVEFERLET

B. 7—AD[Fa1—ITEBMARE VEFERALET
C.)L—T4JIL—ILZEFEH



D. 7—RATT7YV T4 ET A+ LMEZFERT S
IEf#: (EfEZRTLEY)
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FCOBERIE BALIF VA ERRTI—EQEMO—ETY, P —XDZEMICIL EBHS
N-BEZERT LHAEEOHLIBEOBRENEFENTVET , —HOEM LY MIIFEHD
EEBNHLIEELHNIE EBNGTNGELHY ET,

CcDEIIVDERICEAT-RIT . ZTDEBERBICESAZLIXTEFLA, TOHE . CNoDER
FLEa—E@EIZRTINEFA,

O—)JL & >4 —HIZ Dynamics 365 Customer Service #E%& L TWWET, levell & level2 121X
AMRODF1—NHYET,

ROBBHE@BI-TESICF1—ZFRETIDLENHYET,

A—H—IZ X MOHL TV EATELEVEBEDOXF 1 —ARBRETT,
A—HY—[FEVDF1—ZRRTECELGEY FHA,
A—HY—EYR—bt Fa2 D oEETEZTLIRELHYFET,

R

E1—Y—F21—FTSAR—FIHB/ELET,

LRI ELRL2DF2—FNTYIIICHEL ZEBTDIAN—ZEMLET,

HYiR— b F2—FTSAR—KIBELET,

Y )a—TaVFEEZERLTHLETA?

A. [FLy

B. L\ %

EfR: (EffZzRTLET)
https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-queues-manage-
activities-cases
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SHICIERODEDS KRRy FABHY FT,

*a—)LtrAa—

FEEY—EX

*TORIEE

*TAhL— 3y

XA TAA—ILEEBESINTWERBA,  ARFITI—HF—EREDRRIZy FMI DT
THOESHRRAZY FOETT, RESHRI- Y MIFREDF1—AHYET, HhRET—
H—EADT—RE Fa1—%2FAL TEYNGELEICIL—Ta oI ShET,
NRAFI—HY—ERAEDRZRAZY FHORHEDLI—HF—N BELUVFESRRIZY FAD
TRTDF1—FZHRICEAMOIENTEELLIICTTIRNELHYFET,
A—H—I2EDEFa) T4 A—LEZEYHETHILELHYEITHN?

A. Customer service representative

B. Customer service manager


https://www.jpnshiken.com/q/9593-1039474/
https://www.jpnshiken.com/q/9593-1039475/

C. Scheduler
D. System customizer
Eff:B(QAA Y FERKRT D)
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Ry FRARy FOERM

& % £t HDynamics365 Customer Servicelnsights #Effli L TLVET,

Bl#tX S 7O R EZRFIET H=OICH Y TINT—2REZFERAT S EFRELEL:,
FyalR— REHETILELNHYET,

EDF Y 1aiR—FEHBOHLETH?EEZTSICIE, BAEEHTEY G T a Vv EEIRLE
v,

I VLEREZRZTNIRAS Y FOMMELHY £,

Answer Ared |
Requirement Dashboard
View the number of active, cancelled, or v
resolved cases per channel. Resolutions
KPI summary _
Customer satisfaction
View information about agent escalation v
handling metrics and close rates. Topics
New cases
Resolutions |
KPI summary



https://www.jpnshiken.com/q/9593-1039476/

Answer Area

Requirement Dashboard
View the number of active, cancelled, or -
resolved cases per channel. Resolutions
KPlsummary
Customer satisfaction
View information about agent escalation -
handling metrics and close rates. Topics
New cases
Resolutions
KPI summary
Explanation:

https://docs.microsoft.com/en-us/dynamics365/ai/customer-service-insights/dashboard-kpi-
summary
https://docs.microsoft.com/en-us/dynamics365/ai/customer-service-insights/dashboard-case-
resolutions
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Microsoft Dynamics365IREMNH Y £,
TJ4—ILRY—ERERELFET,

UserlE WS ZRTDI—H—HAEEEER L TULVET UserllE ZHIDFHE L ZHDFERB #%
FELESELELEN AT avREMICH> TS ERELEL,
MREZERT IVLENHY FT,

HEFAETEIREN?

A EEIERHMESRELET,

B.[VATLEE|T. RFAFEERERELFET,
C.EZMRT—HARETI T4 IITHRELET,

D. h R A Y—H—ERXBELHEFEDEREZFUserITEMLET,

EfE: (EREETRLET)

Eﬁ:ﬁ: 27
& 75 fz[EDynamics 365 for Customer ServicezERT A DR AT —H—ERXIR—I v —TT,
YR— FEBEEIPBALELERICRET ARENHY FT,


https://www.jpnshiken.com/q/9593-1039478/

HEIMETEREN?

A 7—RIZERZEEMLET
B.7hO Y MIBRZEEMLET
C. BEHDERICEAFEMLET
D. BEFICHAEZEMLET
Eff:C(IAY FEHRT D)
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#B#% 13 . Microsoft Power BIZ{$ /A L T, Dynamics 365 for Customer Service® T—42IZ7 7 € X
LTHT 52 EZEELTLET,

Contoso & LY 5 & RiTMDynamics 365#8#i~DPower BIiEf Z#ERT 2 ELHY £9,
EDY—ERURLEZFERT ALENHY FIH?

A. https://disco.crm.dynamics.com/api/discovery/v9.1

B. https://disco.crm.dynamics.com/xrmservices/2011/discovery.svc

C. https://contoso.api.crm.dynamics.com/xrmservices/2011/organization.svc

D. https://contoso.crm.dynamics.com

Ff:D(AOAV bEHREKT D)
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&% 1=1%, Dynamics 365 for Customer Service &1 & T# Y  Voice of the Customer YoC) DiFE
ZHERLTWET,

VoCHRAEDRIEMN Y R—FDIRAL—a3VE M) H—F 5L EHRETILELNHYET,
EDT—U70—%FERTIBENHYEITH?

A VoC-7Ot RAEDEE

B. VoC-EA&EEEZHL %

C. VoC-NPSIGZED LI

D. VoC-7 O+ X DEEDIEE

FfE:A (A LEERT D)
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/plan-
survey
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BREZ 7 —ALa—RFICEHAERTIRENHY FT,
T—ZRLA—FDIVEA MLAVMLY YT T IT4—ILRIZREREINZFT T avEENT
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IEfE: (EfgZRTLET)

Associate entitiements to cases

In a case record, in the Entitlement field, select the Lookup button,and,select an entitlement. The inline lookup shows only the active
entitlement for the customer of the case.

The Entitlements section in the casé record lists all'the active entitlements for the customer. More information:: See recent cases and
entitlements

https://docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define-
support-terms-customer
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Voice of the CustomerSurvey 7T H 4 +—#ERAL TH LLATZERLTLET,
BEOFRRAEDHITEICET H200HADSIHLELVWLDEENTT I, TNTNDOERETTS
BRRRREZRTILET,

A [RETIR—PIEICRRICKRTTIVLELNHY ET,

B. VINALR—DEBIZRVICRTTIRDENHYFET,

C. AEIEIT/RARIR—FETHEETT,

D. 7 Ur— MZIFEFIRODEMZEZEHEIENTEET,

IEfR: (EffZzRTLET)
https://neilparkhurst.com/2018/02/01/mb2-718-certification-microsoft-dynamics-365-customer-
service-voice-of-the-customer-part-one/
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Dynamics 365 for Customer Service CE—DE SR A 7O R 70— LTWET,
ESRXRRATOER7O0—%H5HTIDLENHYET,

HETIEMETEZREN?

A JSUFER—TCTBEEIC E7ITSVFEIDDRT—UITY—PLET,
B.10O—&ENDI VT A4 TA4IZEE=A>TTARREFRNNVLFET,
C.ANDEEFLORBEFOMAZFEAL T I—ILAOEROEHEZHAEDOEET,
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Eff:A(IA PEHEKRT D)


https://www.jpnshiken.com/q/9593-1039482/
https://www.jpnshiken.com/q/9593-1039483/
https://www.jpntest.com/shiken/MB-230J-mondaishu
https://www.jpnshiken.com/q/9593-1039484/

https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customize/enhance-
business-process-flows-branching
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& % 1= 1EDynamics365 for CustomerService D EIEETY,

V=T 4 T L—LEBRETIC, TJ7AUMDET—REA VR— T ERERHYFET,
ED3DDTI L avEIBEEBICETTILENHYFEFIMN?RETHICIX BYLETHVavET
903 )R M oEFEEFICEHL ELWVEFTEREELET,

Actions Answer Area
Save and import the import file

Add a row named Route Case to the

import file ©
Add a column named Route Case to

the import file @

Add the value Yes for cases that must:
not be routed '

Add the value No for cases that must

not be routed k. ' J‘}\f 'I fr @ S

Actions | EV } EH@&@@E

Add a column named Route Case to
the import file

—_—

fu‘dd a row named Route Case to the Add the value Nl:l f:i;r m;es that must
import file

. 00t Be rolited

.

iy @ *Save and import the import file @

—_...—.....--...—__-

Add the value Yes for casﬁas ﬂmt must
not be routed

Explanation:

https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/create-
rules-automatically-route-cases
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& 715 1= 1£Dynamics365 for CustomerService D EEETT , ZITF A+ BEE . S&LUAHTT
JRREBDICLET,

FLYPAR—ZRBRRIAPO—LEFEALT EENSBLTWIERICHEREGL  BERNOE
EOBFICROEHEFELT LY OR—XBEEZROTE2RELAHY FET,

-ILR—F—

-E—3—
HALDUY
BREZEDLSITERTIVELAHYEFIN?EEZTHICIE EEEETEYGA T a o5&
RLFET,
I WERITERENIRAS > FOEELSHY T,
Answer Area
Scenario Action
Search type v
'Relevance 1
| Full text
_Categ_-;}ry
Search syntax v

| Elevator+Maotor+5izing
| Elevator | Motor | Sizing
| Elevator*Motor *Sizing
| -Elevator -Motor -Sizing



https://www.jpnshiken.com/q/9593-1039486/

Answer Area

Scenario Action
Search type v
| Relevance
Full text 1
Category
Search syntax v

Elevator+Motor+Sizing
| Elevator | Motor | Sizing
| Elevator*Motor*Sizing
-Elevator -Motor -Sizing

Explanation:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/basics/relevance-search-
results
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TJ4—ILRY—ERERELFET,

Y—ERARV AL TEERETILELNHYFET,
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EIEBERIEENTIN? TN ENDERITITELELEHERARZRTLET,
A. *E

B. 57EA

C.74—)LFkT—>z Vb

D. fEE e EAME
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CDGE BEEDEYETHEEZEZZTLHVLSIICTIVNELAHY FT,

HETIEAZET H2REN?

A 7T—RZHIFRLZFET,

B.7y—X&FXxv tILLET,
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& % 1=1EDynamics365 for CustomerService D EIRE TY , MR (T RIIBTEDE-HDEHOE
CxrR7OvRT7O0-"HYET,

ESRRTOELRTO0—2BEEBTILENHYFET,
AIZHRETIVENHYETH?EET SICIE EEEHTEYGEREZEIRLET,

F L VERIEZRZNIRS Y FOMMELHY FT,

Answer Area
Requirement Option
Specify/the(détaultpracess flow. v
QOrder
Stage
|Step _
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Specify the default process flow. v
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| Stage
| Step
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Answer Area
Requirement Option
Automatic questions -
Pre-chat survey
Power Virtual Agents
Customer Voice
SMS channel
Credit card information v

Data encryption

Data masking rule

| Authentication seftings
Communication Panel

Efig:



Answer Area

Requirement Option

Automatic questions v
Pre-chat survey

Power Virtual Agents
Customer Voice

" SMS channel

Credit card infofmation -
Data encryption

Data masking rule

Authentication settings
Communication Panel

Explanation:
https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-pre-chat-survey
https://docs.microsoft.com/en-us/dynamics365/customer-service/data-masking-settings
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Merge object Qutcome

Duplicate cases | k v
Merged and canceled

Merged and resolved

Merged and deleted

Open activities | ‘ v
Moved to the merged case
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MAicrosoft

Answer Area

Merge object Dutcome

Duplicate cases

Merged and canceled
Merged and resolved
Merged and deleted

Open activities

Moved to the merged case
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:Microsoft
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Function Setting

Work stream type

SMS work stream
LINE work stream _
Live Chat work stream_
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Work distribution mode
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Push
Route

Reassignment to original rep

Queues

Agent Affinity
Pre-chat response
Entity record routing
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Answer Area

Function Setting

Work stream type

SMS work stream

LINE work stream

Live Chat work stream
Social channel work stream

Work distribution mode

LA_ssign
Microsoft Pick
Push
Route

Reassignment to original rep

Queues

Agent Affinity
Pre-chat response
Entity record routing

Explanation:

https://docs.microsoft.com/en-us/dynamics365/customer-service/channels
https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-entity-workstream
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-workstreams
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Answer Area

Scenario

Create a theme for the survey with the

Create a different set of follow-up
questions depending on the answer the

candidate selects.

Hide questions depending on the answer

the candidate selects.

Populate the second question with
answers from the first question.

1F fiZ:

Survey type

Basic survey

Response routing _ __
Piping |
Tagging

g

h

Ao

Basic survey
Cliept-side routing
Response routing

“|Piping

Basic survey
Response routing
Client-side routing

Tagging

Piping
Response routing
Client-side routing

Tagging




Answer Area

Scenario Survey type

Create a theme for the survey with the v
company logo and colors. [Basic survey

Response routing

Piping \

Tagging .. .0
Create a different set of follow-up v
questions depending on the answer the  [Basic survey ]
candidate selects. Client-side routing

‘Response routing

Piping
Hide questions depending on the answer v
the candidate selects. Basic survey

Response routing

Client-side routing

Tagging
Populate the second question with v
answers from the first question. Piping |

Response routing
Client-side routing
Tagging

Explanation:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/design-
advanced-survey
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Setting Option
Resource Type 1 -

User = O
Account 4
Contact

= g Famit{.r

=" Microsoft

== Wice Presidents’ schedule -

Clear the Display on Schedule Board check box.
Clear :he Enabile for A'.rallabslrrr check b-ux

‘Set the schedule to User is not working.

Set the Service Restriction

Answer Area = V| iCFOSOft

Setting Option

Resource Type

User
Account
Contact
Faci Iily

s, -

Vice Presidents’ schedule v
‘Clear the Display on Schedule Board check box

Clear the Enable for Availability check box.

Set the schedule to User is not working.

Set the Service Restriction.

Explanation:
https://docs.microsoft.com/en-us/dynamics365/customer-service/resources-service-scheduling
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Answer Area

Scenario Action

The Contact field information is not i
automatically propagating in the child case  |Add Contact to the Selected attributes for Parent and Child case setlings in system management.

when opening a new case from the parent Copy and paste the contact from the Parent case.

Manually type the contact into the field

In your solution, create a 1:N relationship from the contact entity to case entity.

All child cases are being closed when the -
)arent case is closed. Change permission on the parent case so Ual anly administrators can close it.

Create a workflow to automatlcalry close the parent case when all the child cases are closed.

Change the Specified closure preference to "Don't allow parent closure until all Child cases are closed!” in system management.
Create a routing rule to send all child cases and parent cases to the same user for assignment.

The Origin field is automatically populating into -
he child case. Create a business rule to remove the information from the origin field every time a child case is created
Remove the Origin field from the Selected attributes for Parent and Child case settings in system management.
Instrucl usefs to manuairy rémove the information in the Origin field.
I 3 e i';g'—lﬁeld in the case form.

Ve
IEfig:
Answer Area
Scenario Action
The Contact field information is not -
automatically propagating in the child case  |Add Contact to the Selected attributes for Parent and Child case settings in system management.
when opening a new case from the parent Copy and paste the contact from the Parent case.
Manually type the contact into the field. D
In your solution, create a 1:N relationship from the contact enmy to. case.'mm
All child cases are being closed when the S L yu""- v
parent case is closed. Change permission on thie parenlcase.so ttmwlv aﬂmhstlators an close it.
Create a workflow-tasautomatic ally close the pasent case when all the child cases are closed.
= W i r e to “Don't allow parent closure until all Child cases are closed!” in system management.
leate a routing ruleto send all child cases and parent cases to the same user for assignment.
The Origin field is automatically populating inlo“. —' v
the child case. Create a business rule to remove the information from the origin field every time a child case is created.
Remove the Origin field from the Selected attributes for Parent and Child case settings in system management.
Instruct users to manually remove the information in the Origin field.
|Delete and re-create the Origin field in the Case form. o
Explanation:

https://docs.microsoft.com/en-us/dynamics365/customer-service/define-settings-parent-child-
cases
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L oW Navigation rale,

This is the numerical order of the rule thaf centrols the order of execution. The
smaller value here matches first, M_qrer‘gﬁeénh: rules shouwld have a smaller value

while more general or mtﬁﬁ:ﬁﬁﬁnuld have larger values.
.

Select the hosted contral MG where the navigation or routing request criginates.

https://docs.microsoft.com/en-us/dynamics365/unified-service-desk/use-window-navigation-rules-
unified-service-desk?view=dynamics-usd-

4 1#:~:text=Window%20navigation%20rules%20in%20Unified%20Service%20Desk%20are%20e
xecuted%20in,which%20the%20control%20might%20appear
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