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A. startProactiveChat

B. getContextProvider

C. setContextProvider

D. A% —FrFx vk

E. initializeNewConversation
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Requirement Microso 5';""{0Pti°"

Specify the default process flow. | v
"Order
Stage
Step = -
Show actions that must be completed v
by the customer service representative|Step
staff. Stage
1E fiZ:
Requirement Option
Specify the default process flow. v
Order
Stage
/ Step
Show actions that must be completed v
by the customer service representative| Step
staff. Stage
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Sefting Value

Total number of queues 4
3
4
(8
Number of automatic case creation flles v
- r
2
3
4
Number of routing rule sets v
3
4
5
Microsoft 6

" - VIICFTOSOTL
Setting Value

Total number of queues

Mumber of automatic case credtion rules

Number of routing rule sets

B4

715 1=1& Dynamics 365 for Customer Service EIEE TY 2 XHRER BEEMERE HATIVERER
EBEMICLET,

RENENERESBLTUOSIMNIEREGL  BENOEEDSHICROBZHEEBEZSO T LYY
R—REBEBEZRDO2FBHICE FLYD R—ABRIV FO—LEFEFRTIDENHY FET,



ILAR—4F—

T—5—
YUY
REELEDELS ISHRTILEAHYETH? AT 2IE BETY 7TEOEA TS a0 %
BIRLET,
S ZAENOE LWERE 1K1 > FOBELNHY £7,
Scenario Microsoft Action
Search type | v
Relevance
Full text
Category 2
pE i
Search syntax v

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

3
Scenario MicrosoftAction
Search type v
[Relevance
Full text
Category
Search syntax v
Elevator+Motor+Sizing
Elevator| Motor| Sizing
Elevator*Motor*Sizing
-Elevator -Motor -Sizing
Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-engagement/basics/relevance-search-
results
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Requirement Configuration
Connection to Customer Service Insights,

Go to the Dynamics 365 Customer Service Insights URL and choose Dynamics 365.

Go to the Dynamics 365 Customer Service URL and choose Dynamics 365 Customer Service Insights.

Go to the Power Platform admnistration URL and create a connection to Dynamics 365 Customer Service Insights.
Go to the Dynamics 365 Customer Service URL and choose the Dynamics 365 Customer Service Insights dashboard.

Dashboard for phone calls and emails only.

Channel
Product
Business unit
Assigned item

Requirement Configuration
Connection to Customer Service Insights. \ ¥ J v
Go to the Dynamics 365 Customer Service Insights URL and choose Dynamics 365.
Go to the Dynamics 365 Customer Service URL and choose Dynamics 365 C Service Insigh

Go 1o the Power Platform administration URL and create a connection to Dynamics 365 Customer Service Insights.
| Go to the Dynamics 365 Customer Service URL and choose the Dynamics 365 Customer Service Insights dashboard.

Dashboard for phone calls and emails only. -
Fi\annel |
Product
Business unit
Assigned item

Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/introduction-customer-service-
analytics
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Scenario Configuration

Escalation workstreams v
One routing rule that includes both escalations and regular tickets
Two routing rules: one for escalitio_ns_agd_one for regular tickets

Code snippet to engage a,bot
Bot channel fmm thé Microsoft Azure portal

pea |

Escalation handlingtool Sl v
\ . [Power Virtual Agents

Unified Service Desk

Customer Service Insights

Customerifsighs ¢ {1

YRR S | |

Scenario ' VicehaaoT

Escalation workstreams -
One routing rule that includes both escalations and regular tickets
Twao routing rules: one for escalations and one for regular tickets
Code snippet to engage a bot

Bot channel from the Microsoft Azure portal

Escalation handling tool

Power Viriual Agents
Unified Serice Desk
Customer Semvice Insights
Customer Insights

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-bot-virtual-agent
Topic 1, Lamna HealthCare

Current environment. Services

Lamna provides two types of appointments: wellness and sick. A doctor and a nurse are
scheduled for each sick appointment. A doctor or a nurse are scheduled for wellness
appointments.

Current environment. Employees

General

Employees are located in the Pacific and Eastern time zones.

Case representatives

Case representatives handle incoming calls, provide information to patients for appointments, and
schedule follow-up calls with doctors. Case representatives can also help with people who want
to chat online.



All case representatives work eight-hour shifts. Case representatives typically focus on cases that
involve one type of illness. The case representatives may back up others when call volumes are
large.

Several case representatives speak both Spanish and English. The only company holidays the
case representatives have off are New Year's Eve day and New Year's Day.

Customer satisfaction and escalation

Customer satisfaction representatives monitor all activity and ensure that there is a uniform
process for all calls. Case managers schedule shifts and are a point of escalation.

Requirements. System and resources

Each employee must use the system.

Case managers must be users in the system but must not be available for the scheduling rotation
or manually assigned.

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

The system must support live chats, texting, and Twitter.

Case representatives must be able to chat, text, and tweet without exiting the system they use to
track calls.

Case representatives must be able to chat live only with customers whose calls are routed or
assigned to them.

Managers must be able to monitor all communication as well as add or delete quick replies.
Customer satisfaction representatives must be able to read agent scripts and workflows.

A live chat must pop up each time someone fills out the form to register for an appointment. The
live chat must automatically be sent to the case representative who is best qualified to answer the
question.

There are two type of queues: regular and escalated.

Tickets must be routed to the most qualified representative for the illness.

Tickets assigned to a representative must be automatically placed in that representative's queue.
Requirements. Chat escalation process

Each division must have one manager for escalations.

Patients who request an escalation from the website must automatically be routed to a chatbot.
The patient will answer predefined questions and will be alerted that someone will call them back.
Chat transcripts must be sent to the appropriate manager.

Only escalations must go to the chat bot.

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

Only managers must be able to access the Omnichannel Insights dashboard.

Requirements. Managers

Managers must be able to review weekly productivity reports for representatives by using
Omnichannel Insights dashboards.

Managers must be able to monitor patient moods during patients' conversations with
representatives.



Managers must be able to determine whether a patient is feeling negative during a live chat with a
representative.

Requirements. Appointments

Representatives must be able to schedule appointments and see everyone's free/busy time
during their scheduled working hours.

Appointments must be scheduled by representatives in open time slots for nurses and doctors.
Nurses and doctors must be booked for 30-minute time slots.

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

You must implement Customer Insights to keep track of how well representatives are managing
customers' requests.

Analytics must be viewable only in the production environment.

You must ensure that only escalation managers can create workspaces and control access to
workspaces Case representatives must be rated on knowledge of their primary specialty and their
backup specialty.

Case representatives must only be able to view workspaces.

Managers must be able to review dashboards in the Chat channel to ensure that case
representatives are meeting their objectives.
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Action Next Step

Approve v
[Send back'tér final edits ]
Ethange to Active statils
(Publish the article

Revert to draft '__' : i)
;Sent back for edits
|Send to manager




Action Next Step

Approve ol v
Send back for final edits

Change to Active status

Publish the article

e =

Revert to draft : v

ISent back for edits I

‘Send to manager
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Actions Answer.Area

Create a new rule item named Assign New HCE1 ©
Records to Owner Queue. Create the condiion to
route new Root Cause Escalation records to the
queue of the record owner

Navigate to the Root Cause Escalation entity in
Customizations

Create a new routing rule set named Route RCR ! @
Records |

Set the field named Queues to a value of Tiue on
the Root Cause Escalation entity

Set the field Automatically move records to
the owner’s default queue when a record is
created or assigned to a value of True

1E fiZ:



Answer Area

Mavigate to the Root Cause Escalation enfity in
Custornizations

Set the field named Cueles to a value of True
on the Root Cause Escalation entity

Set the field Altomatically move recordsto

1 - Navigate to the Root Cause Escalation entity in Customizations

2 - Set the field named Queues to a value of True on the Root Cause Escalation entity

3 - Set the field Automatically move recordsto,,,,,,

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/enable-entities-for-queues
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Actions Answer area

| Select Power Bl dashboard for Type. Enter the Power Bl workspace and Power Bl report
values.

Export the solution, edit the izations.xml file, and add XML code for the Power BI
| workspace ID and report ID.

Edit the sitemap, add a new subarea, and add the Power BI page information to the

Fopomer ~ - ~ £
G U

r AT am S
Navigate to the maker portal and create a new solution.

@
@O

‘Sdmmm.!ndﬂunsdad Dashboard.

‘ Select Power Bl report for Type. Enter the Power Bl workspace and Power Birm“iu.-s.

Select New and then create a Power Bl embedded dashboard. l o Y b ) -

j Save and publish the customization.

1E fiz:

Answer Area

Navigate to the maker portal and create a new
solution.

Select Add Existing and then selectDasbhoard,

Select Power Bl Report for type. Enterthe
Power Bl workspace and Power Bl report
values.

Edit the sitemap, add a new subarea, and add
the Power Bl page information to the properties
of the subarea

Save and publish the customization

1 - Navigate to the maker portal and create a new solution.

2 - Select Add Existing and then select Dasbhoard.

3 - Select Power Bl Report for type. Enter the Power Bl workspace and Power Bl report values.

4 - Edit the sitemap, add a new subarea, and add the Power Bl page information to the properties
of the subarea

5 - Save and publish the customization

Reference:
https://docs.microsoft.com/en-us/power-bi/developer/embedded/embed-sample-for-customers
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Actions \/Answer Ared-

Enter a subject

Select an existing case record

Change the phone call Regarding @

value to the case contact L% 1 e '
o Som

Select Add phone call activity ™, % *

Create a new case record

Answer Area

Select an existing case record

Select Add phone calliastivity

Change the phone call Regarding value to the
case connect

1 - Select an existing case record
2 - Select Add phone call activity
3 - Change the phone call Regarding value to the case connect
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Sections Answer Area

Agent | KPI Section
' _ Top Sentiment Pulse Section
Conversation
_ Bot Resolution Time Section
Bot Insights
Average Customer Sentiment Pulse Section
Channel
Transfer Rate A N3 ~ 1 rh = AOEGI0N
1E#Z:
Sections Answer Area
Agent KPI Section
. Top Sentiment Pulse Agent
Conversation
: Bot Resolution Time Bot Insights
Bot Insights !
Average Customer Sentiment Pulse | Channel
Channel
Transfer Rate Conversation
Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/omnichannel-insights-dashboard
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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.

Resolution

Case is resolved. Open activities are closed.
Case is resolved. Open activities are canceled.
Case is not resolved. Open activities must be closed.

v
Case s resolved. Entitiement isidecremented 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.

Ad

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.

Open activities of child cases are canceled.
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Case Resolution

A case has activities owned by other v
users and is in progress. \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 reassi_gned to case owner.
Total time for a case is set to four v
hours. Billable time is set to six hours.  |Case is resolved. Entitlement is decremented by four hours.
Case is resclved. 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.

A parent case has four child cases. v

Open activities for child cases are merged into parent and canceled.
o | @pen activities of parent case are marked as completed.
4 ! Open activities of child cases remain open.

|Open activities of child cases are canceled. |

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-
service/customer-service-hubuser-guide-case-sla
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Reference:
https://docs.microsoft.com/en-us/power-platform/admin/configure-relevance-search-organization
https://docs.microsoft.com/en-us/powerapps/user/search
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Actions Answer Area
Enable search.
Set routing.

Export to case resolution. @

Publish the article.

©

Create an article.

Mark for review.

Approve the article/| ICTrO S

Efi#:
Answer Area

Create an article

Mark for review.

Approve the article.

Publish the article.

1 - Create an article.

2 - Mark for review.

3 - Approve the article.

4 - Publish the article.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-
guide-knowledge-article
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Tools

Resources

Security roles Requirement
Send preaefined emails.

Working hours

Ask predefined questions.

Business closures

Include recommendation chatbots.

Resources

Security roles Requirement - Tool
Send predtﬁrlgd"m'ailé. Resources

Working hours

Askpredeﬁned questions. Security roles

Business dosuresi “ f

IM;?TC‘U“ recommendation chatbots. Working hours

CroSoOT1t

Reference:

https://docs.microsoft.com/en-us/power-platform/admin/create-users
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-operating-hours?
tabs=customerserviceadmincenter
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Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-
agreements#apply-slas-on-demand
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Answer Area

Scenario

dashboard for Tier 1 customer service
reps handling many support cases at the

Wicrosoft

one dashboard but more than one entity

dashboard that can easily switch from
standard view to tile view

dashboard to which Glabal filters and
Time Frame filters can be applied

Dashboard type

multi-stream dish_b*oard only
single-streanl dashboard only
multi-stre&m or single-stream dashboard

e

-

JQUR, stream dashboard only
single-stream dashboard only
multi-stream or single-stream dashboard

w

multi-stream dashboard only

single-stream dashboard only
multi-stream or single-stream dashboard

b i

multi-stream dashboard only
single-stream dashboard only

multi-stream or single-_stream dashboard




Answer Aré:

Scenario Dashboard type
dashboard for Tier 1 customer service v
reps handling many support cases atthe |multi-stream dashboard only
same time single-stream dashboard only

multi-stream or single-stream dashboard

one dashboard but maore than one entity v
multi-stream dashboard only
single-stream dashboard only
multi-stream or single-stream dashboard

dashboard that can easily switch from v
standard view to tile view multi-stream dashboard only
single-stream dashboard only
multi-stream or single-stream dashboard

dashboard to which Global filters and bt
Time Frame filters can be applied multi-stream dashboard only

single-stream dashboard only
multi-stream or single-stream dashboard

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-
guide-dashboard
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Cases created Answer &g‘& ‘rOSC
[
Slrnu taneous actlun Case created

One for each agent

Two agents creating a case

One for both agents

A workflow assigning a case to two
agents

A custom API assigning a case to two
agents

Cases created Answer Area
Simultaneous action Case created
One for each agent
Two agents creating a case One for each agent

Oneforbothagents | @ = s ©@>VN* 7 T

A workflow assigning acasetotwo [
One for each agent

agents

A custom API assigning a case tg two
ssen@e = Microsoft

\xJJ §

One for each agent

Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-queues-manage-
activities-cases
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Customize Customer Service workspace
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You can use your browser's developer tools to customize some aspects of the Customer Service
workspace.

Turn on the enhanced multisession workspace (preview)

With Customer Service workspace open, press the F12 key to open the developer tools window.
In the console window, type the following command and press Enter:
Xrm.Utility.getGlobalContext().saveSettingValue("msdyn_MultiSessionLayoutimprovements",true)
Refresh the app page.

Note: If you turn on the enhanced multisession workspace, the enhanced experience applies in
both Customer Service workspace and Omnichannel for Customer Service.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/csw-overview#turn-on-the-
enhanced-multisession-workspace-preview
https://docs.microsoft.com/en-us/dynamics365/customer-service/csw-overview#simplify-
navigation-in-customer-service-workspace
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Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define-
support-terms-customer
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Time groups enable schedulers to search and view results as blocks of time when using the
schedule assistant. Typical examples include mornings, afternoon, nights, and 2-hour windows.
Unlike intervals, time groups do not dictate the start time of subsequent bookings. Time groups
organize results, but leave the start time/arrival time as-is, based on the particular resource's
schedule.

Instead: Proposed solution: Create a fulfillment record and set the interval to one hour.

Note: Fulfillment preferences are customizable entities that let you choose how schedule
assistant results are displayed, like with neat hourly appointments or morning and afternoon time
windows.

By default, the schedule assistant displays results based entirely on resource schedules and the
earliest available time, such as 10:39 AM. With fulfillment preferences set to hourly, the same
resource's availability shows as 11:00 AM. This makes it simpler for the scheduler to view and
understand availability and communicate it to the customer.

Intervals

Intervals display schedule assistant results in neat time slots that dictate start time of subsequent
bookings. When configured as 30-minute intervals, the schedule assistant will display a resource
available at 9:27 AM as available at 9:30 AM and will book the start time (arrival time) for 9:30
AM. This includes travel time for onsite requirements and work orders, meaning travel time will
begin before 9:30 AM, and a field resource will arrive and start work at 9:30 AM.

Reference:

https://docs.microsoft.com/en-us/dynamics365/field-service/set-up-time-groups
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Requirement \ i crésiemtt
v | b | W P |

Set up individual working hours.

Configure security settings and define-hours for each user account
Configure service management and all customer service calendars
Configure administration settings and system settings

Set up new weekly schedule and

recurring work hours. Configure days off to vary by day
Configure a fiscal year schedule

Configure individual days off

Requirement Action
Set up individual working hours. v
Configure security settings and define hours for each user account
Configure service management and all customer service calendars l
Configure administration settings and system settings

Set up new weekly schedule and v
recurring work hours. [Configure days off to vary by day
Con gureafus@rygar ﬁghﬁdul
Configure individual. da\ﬁ-ﬂf?

I
“T

Eﬁ:ﬁ: 30

#751=[F Dynamics 365 Customer Service EEETY , A —JLIFEEMIC T — X [CE#EINF
ER

A—H—F A=A —RITEBRENG G ERELTVET,
EZoNBREFRETIHN?

A. Dynamics Flow 7Rt AMNETEIhTULEEREA,

B. 5% =M1 —4H— ID IZ(F, TR EMNRMITETT HHERLHY FHA,

C.7—9 70— JOtRFETI T4 TILERTLET,
D.VY)a—YaviFaRAInhTULWEREA,

IFfi#: (EfiZ R LET)

When a case creation rule is activated, a corresponding workflow is created automatically. If you
create or assign a rule, you must have permissions to perform the same action on workflows. The
case creation rule is applied and a case is created in context to the permissions that the owner of
the case creation rule has.

Note: A workflow can only be activated or deactivated by the workflow owner or by someone with
the Act on Behalf of Another User privilege such as the system administrator.

Reference:
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https://docs.microsoft.com/en-us/dynamics365/customer-service/automatically-create-case-from-
email
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Option Value

Security role -

Customer service representative
Customer genyice manager

-

Update holiday schedules VIICFO>OTH

None
User
Business unit
Organization
1F fi#:
Optign= p 1: - rocoft Value
Security role v

Customer.sepvice representative
Custgmer service manager

Update holiday schedules A
None
User
Business unit
Organization
Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-agreements
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Note: Quickly create other entitlements prefilled with the basic information like the start and end
date, service level agreement (SLA), allocation type, and total term by using an entitlement
template in Dynamics 365 Customer Service. For example, create a template for a standard
entitlement, and then apply this template for every standard customer in your organization.
Template information include:

Total Term: Specify the total amount of support the customer is entitled to with respect to the
allocation type. For example, if the allocation type is number of cases and you specify 100 in
Total term, then the customer is entitled to support up to 100 cases.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define-
support-terms-customer
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https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-entitlements-templates
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A. Use parent-child case relationships

B. Use business rules

C. Configure Dynamics 365 Al for Customer Service

D. Merge cases
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Actions

l Create a condition for the Bronze rule, J

\ Create a rule named 5-hour response from the decisions Inst.4|

[ Create a new manual rule named Bronze.

l Create a new ruleset in 3 workstream.

\ Create a demand rule for the Bronze rule, S‘ -

Answer Area

Create a new ruleset in a workstream.

Create a new manual rule named Bronze.

Create a condition for the Bronze rule.

Create a rule named 5-hour response from the
decision list.

Create a demand rulg f_qr the Brg_nze rule.

T Tl

IVEII S WIS L

1 - Create a new ruleset in a workstream.

2 - Create a new manual rule named Bronze.

3 - Create a condition for the Bronze rule.

4 - Create a rule named 5-hour response from the decision list.

5 - Create a demand rule for the Bronze rule.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-work-classification
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If the start and end date of the entitlement fall in the future, the status of the entitlement is set to
Waiting. On the start date, the status automatically changes to Active. If the end date is in the
past, the entitlement is set to Expired.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define-
support-terms-customer
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Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-queues-manage-
activities-cases

Topic 4, Lamna Healthcare Company (NEW)

Requirements

Queues

A queue has to be set up for each department.

Emails must automatically be routed to the appropriate queue.

Miscellaneous queues must be visible to everyone.

The other queues must be visible only to the appropriate department.

If a case is open more than 30 days, the case must automatically be routed to the supervisor.
There must be a button on the queue list screen to route a case to a supervisor if requested.
Requirements. Visualizations

Support representatives must have a real-time view of cases assigned to them, including the
status of each case.

Support representatives must be able to see a graphic view of cases by customer that are
assigned to them.

Requirements. Knowledge Base

Support representatives must use the knowledge base first to try to solve issues.

Support representatives must be able to reference the knowledge base when it is used to resolve
the case.

The knowledge base article that is used to resolve a case must always be sent to the customer.
If the answer is not in the knowledge base, a support representative needs to create a knowledge
base article.
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Requirements. Cases

The cases must follow a process that includes identify, research, and resolve.

A confirmation section must be added before the resolve section.

Customers must have contracts that allow them to call Lamna Healthcare 10 times a year for
help.

In addition to the 10 free calls, customers must be able to send 15 emails a year for support.
Cases that come in as phone calls must be resolved with seven business days.

Cases that come in as emails must be resolved within three business days.

Requirements. Surveys

Lamna Healthcare sends out about 100,000 surveys a month.

Lamna must use Microsoft Forms Pro for their surveys.

All surveys must have the company logo.

The logo's company colors must not be changed. Any modifications to the graphic or colors is a
breach of company policies.

A survey must automatically be sent once a case is resolved.

A manual survey must be sent if a case is escalated.

A survey must not be sent without confirming that it is accurate.

Supervisors must test a survey before it is finalized.
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Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-

customer/distribute-survey
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Setting

Resource Type

Vice Presidents’ schedule

Option
w
User
Account
Contact
Facility
w

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 Senvice Restriction:
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Setting Option

Resource Type v
User
Account [, "W
Contact
Facility -

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.

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

multi-stream dashboard only Scenario Dashboard type

Dashboard for managers with streams for

single-stream dashboard onl T ;
9 y cases, activities, and representatives

multi-stream or single-stream

dashboards Dashboard for cases only

Dashboard for representatives

Dashboard for the week



Dashboard types

_ Answer Area

vl
Y,

multi-stream dashboard only

single-stream dashboard only

multi-stream or single-stream

dashboards

Reference:
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‘Scenario

Dashboard for managers with strearms for

cases, activities, and representatives

Dashboard for cases ornily

Dashboard for representatives

Dashboard for the week

Dashboard type

multi-stream dashboard only

multi-stream dashboard only

multi-stream or single-stream
dashboards

multi-stream or single-stream
dashboards

https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-

guide-dashboard
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Parameter

New Year’s Day

Business Hours

Phone Representatives

Feature

v
Service activities
Schedule board
Work hours

v
Customerservice calendar
Holiday calendar
Business closures

v

Holiday calendar

i
L
X7

Customer service calendar

| -

Business closuies
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Parameter Feature

Phone Representatives -
Service activities
Schedule board I
Work hours

New Year's Day -

Custamer service calendar
Holiday calendar
Business closures

Business Hours -
Customer service calendar

Holiday calendar

Busipess closures

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-operating-hours
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Requirement Configuration area

Enable change tracking. v

% Sentiment
Cﬁméfsatlon Data
\z & ‘3. LConversatmn Action Locale
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Enable real-time §egqr‘lﬁli°a I'IEl}r‘SIS ¥
h fw Sales Insights
Customer Service Insights
Customer Insights
1 ¢ i@mnichannel Insights

Requiremen’ Microso

Enable change tracking. v

Conversation Sentiment
Conversation Data

Conversation Action Locale

Enable real-time sentiment analysis. v
Sales Insights

Customer Service Insights
Customer Insights
Omnichannel Insights
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Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-queues-manage-
activities-cases
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Reference:
https://docs.microsoft.com/en-us/dynamics365/ai/customer-service-insights/use-external-data-
sources
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Resolutions Answer Area

Issue a4 Résolution

Resources R Ry
You are unable to create a new .

organizational unit RS

Security roles

Repair technicians are scheduled to work
Working hours on days when company is on holiday

RepairTechnicianA does not appear on
Business closures the schedule for Fridays
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Resolutions Answer Area

Issue Resolution

Resources
You are unable to create a new

organizational unit

| Security roles

Security roles

. Repair technicians are scheduled to work
Working hours | on days when company is on holiday

Business closures

RepairTechnicianA does not appear on
Business closures the schedule for Fridays

{ Working hours
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IOT enabling an entity type

Dynamics 365 entities can be associated to |oT entities so that within Dynamics 365 they can
participate in loT-related business processes and analyses. There are two methods of "loT
enabling" a Dynamics 365 entity; you can:

* (D) Programmatically form an association through the standard Dynamics 365 Connection
entities capability. You can alternatively accomplish this same association through the
administration Ul; for more information, see Create connections to view relationships between
records.

* (C) Call the IoT - Register Custom Entity action to associate an entity with an existing or new
loT Device.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/cs-iot-extend-connected-
customer-service-solutions
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Reference:

https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-
premises/customize/enhance-business-process-flows-branching?view=o0p-9-1
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Ensure that cases can be assigned easily.

Organization insights
Queues
Parent and child case settings

Automatically generate follow-up phone calls.

Publisher
Automatic record creation and update rules
Subjects
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Requirement Option

Ensure that cases can be assigned easily v
Organization insights

Queues

Parent and child case settings

Automatically generate follow-up phone calls -
Publisher
Automatic record creation and update rules
oubjects
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Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/add-timer-control-case-form-
track-time-against-sla
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BE: Provision unified routing in Customer Service with Omnichannel for Customer Service When
Omnichannel for Customer Service is available but not deployed, in the Service Configuration
Settings page, the following message will appear:

"Some required services need to be installed before unified routing can be turned on. Please
contact Microsoft Support." F: Set up unified routing for records, prerequisites To set up record
routing for Customer Service, unified routing must be enabled in your environment.

You must have users configured as bookable resource.

Etc.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/provision-unified-routing
https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-record-routing
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Requirement

Language competency level

=Microsoft
Product competency

Pool of product trained agents

Feature

Rating model

Sentiment analysis

Fulfillment requirement

Resource category
Resource characteristic
Resource characteristic type

Queue
Territory
Organizational unit




Requirement Feature

Language competency level

Rating model

Sentiment anglysis ,, , -
Fulfillment reqﬁ'renM icrosof

Product competency

Resource category
[Resource characteristic
Resource characteristic type

Pool of product trained agents

Queue
I Territory
Organizational unit

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/setup-skills-assign-agents
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Use Chat

If you want to help your customers using live chat, you can use the Chat for Dynamics 365
Customer Service channel.
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Use the Facebook channel.

Note: Social channels

If you want to help your customers using social media, you can use the following social channels:
Apple Messages for Business

Facebook

Google's Business Messages

WhatsApp through Twilio

Twitter

WeChat

LINE

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/channels
https://docs.microsoft.com/en-us/dynamics365/customer-service/facebook

B 56

PEHROEEZFERALT7 7y — FEERLTWVWET,

EZE Web A MIIEBEOHAA BENFHATELELIICTILENHYFT,
HET-FAZET o EM?

A.Web 44 FZEERLET, Web 44 ~® Dynamics 365 44 FIZ URL #EBMLZET,
B. Dynamics 365 R— R LEER LE T, R—LR—CHAN L BBEHROER—CEFRRFLET,
C.Web 4 FZTWeb R—TUZERLET URL ZEML T, BEHFDOFIC) VI LET
D. iFrame URL Z/E LEJ _HTML O— K% Web 44 +® iFrame IZaEF—LZET,
E.iFrame URL % Web 44 FIZEBMLZET,

EfE: (EfEZRRLET)

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-
customer/distribute-survey
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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 Ne for cases that must
not be routed

Answer Area

| Add a column named Route Case to the import
file

Add'thé Varue Mo for cases that must not be
routed

Save and import the import file

1 - Add a column named Route Case to the import file

2 - Add the value No for cases that must not be routed

3 - Save and import the import file

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/create-
rulesautomatically-route-cases
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https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-intraday-dashboard-
supervisor

B fE: 59

SLA ZER T D RENHY FT,

EDIDNDSLA ZERTIRENHY FITM? FEHEF V) a1a—2 3 D—8ERLTLE
ER

FENENROELWERIE N RS Y FOMEEAHY £,
A [EERFMEE LT 24 B BS54 Lo SLA

B. [EEFfa 6 B, Z& 1 Ffal D SLA

C.[EERME LT 6, EEG LD SLA

D. EER & LT 185, E2E4Q LD SLA

E. 24 B DEERME 2 BEOZEELED SLA

Ef: (ERERTLET)

Plan Response time

HMO 24 hours

PPO 6 business hours
Gold 1 business hour

An email alert must be sent to representatives for SLA violations as follows: HMO 2 hours prior
and PPO 1 hour prior.
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Actions Answer Area

Create the charts and views necessary to see the data
requested.

Create a two-column regular dashboard.

Create an XML script to import graphs.

©O

In a solution, select Dashboards and then select New. @

Open Dashboards and select New.

Select the graph icon to insert the charts and views
needed in the sections of the dashboard.

Select services and cases. Then select the desired W
views to create the dashboards.

1E fiz:
Answer Area

Create the charts and views necessary to see
the data requested.

Open Dashboards and select New.

Create a two-column regular dashboard.

Select the graph icon to insert the ¢harfs'andosof
views needed in the sections of the dashboard.

1 - Create the charts and views necessary to see the data requested.

2 - Open Dashboards and select New.

3 - Create a two-column regular dashboard.

4 - Select the graph icon to insert the charts and views needed in the sections of the dashboard.
Reference:
https://docs.microsoft.com/en-us/powerapps/user/track-your-progress-with-dashboard-and-charts
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SHddicrosoft

Process cases for an insurance type once a type is
selected.

open an insurance claim. $

Ensure cases phoned in can be. oF rated and taken

only by the applicable repre " tive.

Setting

, £ “}' create and update records
Cge queues

Receive and process an email from a customer t g v

Case routing
Automatically create and update records
Create queues

v

Case routing _ o .
Automatically create and update records
Create queues

Scenario

Process cases for an insurance type once a type is
selected.

open an insurance claim.

Ensure cases phoned in can b_e_’éeb’arated and taken
only by the applicable representative.

s .
== Microsof

Setting

[Case fouting

Automatically create and update records

.| Create queues

Receive and process an email from a customer to™> '

v
Case routing
Automatically create and update records
| Create queues
v
Case routing

Automatically create and update records

Create queues




Scenario Setting

Process cases for an insurance type once a type is -
selected. Case routing

Automatically create and update records
Create gueues

Receive and process an email from a customer to -
open an insurance claim Case routing

Automatically create and update records
Create queues

Ensure cases phoned in €an be separated and taken -
only by the applicable representative Case routing
Autematically create and update records
-Create queues
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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 section.
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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.
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Reference:
https://docs.microsoft.com/en-us/power-virtual-agents/configuration-hand-off-omnichannel
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Requirement Action
Create a new schedule. v
/Add a holiday
|Place-the SLA on hold
Configure schedule settings. v
Activate the schedule
Spedify.anend-daté
1E fZ:
Requirement Action
Create a new schedule. v
ldd a haliday |
;Place tha SLA on hold
Configure schedule settings. | b ol
|Activate the schedule |
Tspecify-ap-ahd date

Reference:
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https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/set-up-
holidayschedule
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Service Dashboards

M} Hide Visual Filter 'V ShowGlobal Fiter B8 Switchto Tile View €3 SetAsDefault (O Refresh Al

o TimerNormall e Product service time (sample) @ Email Record! o Meeting the customer
Micros E&
|| - Required Service (sample) (@) 0ot produc catslog (ample @ Appointment with team
= J7°’5”7/ AZa—FFEALT HITREATOLSERICE SV THERICEET 2EED
EREEERLFET,

FENETNROELLERIE I RS > FOfEELHY £,

What dashboard type is displayed?

Single-stream dashboard standard view
Single-sﬁea}n dashboard tile view
Multi-stream dashboard standard view
Multi-stream dashboard tile view

W

What type of filter is shown in the %/ ™
interactive dashboard? Visual filter

Global filter

- (Vame e




What dashboard type is displayed? ' Micr QS -.. v
Singie-stream dashboard standard view
|Single-stream dashboard tile view
fMulti-stream dashboard standard view |

Multi-stream dashboard tile view

What type of filter is shown in the v
interactive dashboard? [visual filter |
\Global filter
iNa me filter
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Reference:
https://docs.microsoft.com/en-us/dynamics365/field-service/set-up-time-groups
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Queue types Answer Area

Belunbe Scenario Queue type

Set up a product defect queue. Add the

Public defect group as the members for the queue. queue type
Set up an unknown queue for anyone to
review tickets that are not classified. queue type
Set up an escalation queue that enables ——

! only upper managemerit tor review the
' tickets.
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Queue types Answer Area

Private Scenario Queue type

Set up a product defect queue. Add the

Public defect group as the members.for the queue. Private

Set up.an unknown queue for anyone to

% e Public
review tickets that are not classified. uot

Set up an escalation queue that enables
only upper management to review the
tickets.

Private

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/set-up-
gqueuesmanage-activities-cases
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A. TE&D AEB D8I 8:00 (REMEER)

B. TEEDERE B DA 8:00 (RAPREERF)

C. tB#% M KEE B DI 8:00 CREPIEZERF)

D. T BN LR DA 8:00 (REPIFLER)

IEfZ: (EfEZRTLET)

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-agreements
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A. B8
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Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-
guide-dashboard

AZHI7EMB-230JEER (FIPNTest.comigfit St MB-230JFHBR ([CEHK T H Z LITKRICILBF
9 ! JPNTest.com(d 5 & FTMB-230J5A BRI RESE Z 12 L £ 9, JPNTest.com MB-230J B& [
BEFLIEHEINFEL, CCTMB230JEEEDTRA FI VDU EFICANET T, &R
D7 Yt R _ https://www.jpntest.com/shiken/MB-230J-mondaishu 830, 3 0% 7 « A h >

k. 4 BI7%EI51a— F: JPNshiken|



https://www.jpnshiken.com/q/36520-2950580/
https://www.jpntest.com/shiken/MB-230J-mondaishu

