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Explanation:

Box 1: Interactive dashboard

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

What is an interactive dashboard?

An interactive dashboard is a data visualization tool that allows business teams to track, analyze, and display metrics of various sorts. Dashboards feature charts, tables, maps, and other visualizations to help viewers
understand the story the data tells.

Box 2: Chart by account

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

Topic 5, Lucerne Publishing

Lucerne Publishing is a publishing company in Canada. The company publishes books for higher education, it also invests in multiple cloud-based solutions to support the customer sen/ice, publishing, and sales
departments.

Lucerne Publishing uses the following:

* The Customer Service app for the publishing customer service division.

* Omnichannel capabilities in the Customer Service app.



* Third-party apps for e-commerce so students and parents can order books or courses online.

* Customer service agents as the representatives who will resolve customer's issues using various channels.

* Resident employees who work for Lucerne Publishing and live in the buildings inside the business center.

* A technician dispatch team that includes dispatchers who review and schedule work orders and assign the work orders to resources on the schedule board.
The company has an internal division that provides repair services such as plumbing and electrical. The division provides services to the buildings inside the company business center, and some of those are used as
residences by printing employees.

Customer Service _ Contact Center

The company has the following requirements:

* Improve agent response time in live chats with customers.

* improve agent productivity by automating tasks. For example, the customer service manager requests that a new case is created automatically when an agent is on a chat with a customer.
* Provide instructions for agents to use when processing book returns. The instructions must include the following; o Greet the customer.

o Automatically open the case form for the book return.

o Close the session with the customer.

* Allow agents to use different channels such as short message service (SMS), social, and call when providing service to customers.

* Enable a new text SMS channel for the agents.

* Improve the agent's capability to search using Al suggestions.

* Provide agents with real-time recommendations on similar cases and knowledge-base articles.

* Allow agents to know the customer ' s point of view on the service.

* Provide a solution that will identify an agent ' s supervisor when a customer has a negative experience.

* Improve how the agents ' skills and profiles are maintained.

* Route calls to agents who can support French-speaking customers.

* Configure the French language as a skill for agents who support French-speaking customers.

* Provide access to the Omnichannel agent app and productivity tools for supervisors and agents.

* Provide the customer service supervisor with the ability to create agent scripts for Omnichannel agents and a workstream for SMS. The customer service supervisor must also be able to edit an existing workstream.
* Provide the customer service supervisor with the ability to track sentiment in real time.

* Provide agents with all suggestions on the recent contact that worked on similar cases.

Customer Service - Repairs

The company has the following requirements for repair requests:

* Dispatchers must be able to track a technician and schedule jobs for technicians based on availability.

* A dispatcher named UserA must be able to create a new view to display only unscheduled work orders. The view must be displayed only when the work orders are open-unscheduled, and the substatus is ready to
dispatch work orders.

* The technician dispatch team must be able to create a Schedule tab in the schedule board.

* Dispatchers must be able to track technicians ' utilization by using personal color codes.

* The field technician ' s security role must be field service technician.

The company reports the following issues:

* Agents spend most of their time doing repetitive tasks during support calls or chats.

* There is no guided process for agents to follow the steps when a customer calls for a book return.

* Customer service managers are not able to provide real-time recommendations to customers using Ai suggestions.

* A new channel for SMS is not sending conversations to agents. Agents are required to answer conversations manually.

* The company is not able to retain customers who have a negative experience with the customer service agents.

* Agents are not able to use the schedule board to schedule repair work orders by using a custom view.



* The skills and proficiency model are not defined for the agents. Calls from French-speaking customers are not routed to the appropriate agents.
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Explanation:

Box 1: Review

Review - The draft version of the article is sent to reviewers to approve or reject.

Mark a knowledge article for review

To ensure that the content you've created is accurate, have someone review it.

You can mark an article for review or directly assign it to a specific person or queue. When you mark an article for review, it starts appearing in the knowledge manager's dashboard. The knowledge manager can then
assign the article to specific team members or a queue for review.

Box 2: Published

When you approve the content of an article, it means that the content is ready to be consumed by other customer service reps, and also ready to be published.

On the Business process bar, in the Review stage, in the Review field, select Approve.

The article is now ready to be published.

Box 3: Draft

Draft - The article is in the process of being created.

Note: A versioned knowledge article in the Draft state can be modified only by the author or reviser with the contribute access to the knowledge base, owner of a knowledge base, users with the admin and
knowledge_ admin role, and ownership group members, if ownership group is added to the article.
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https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-guide-knowledge-article
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Productivity automation Send a knowledge base article in chat. M‘t

Box 1: Productivity automation
Productivity automation
As an administrator, you can use the actions any number of times across different macros to automate and perform model-driven app operations.



Productivity Automation

s W CEO SO

e Search macro Action

Open a new form to create a record
Produgtivity automation

Dpen an existing record

(=58 Productivity automation

% Open a record grid
Productivity automation

The following screenshot shows the actions that are explained in the subsequent sections.

Box 2: Session connector
Session connector

As an administrator, you can use the actions any number of times across different macros to automate and perform operations related to a session in Customer Service workspace.
SES.;;I'ﬂrl'if{.:LGr"ineﬁor
€~ Search macro Action
Trigger Action

B Get the current tab
Session connector

‘ Open application tab
@ Session Connector

Box 3: Omnichannel connector
Omnichannel connector
As an administrator, you can use the actions any number of times across different macros to automate and perform operations related to Omnichannel for Customer Service.



E Omnichannel Connector X

5

D Send KB article in chat
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Omnichannel Connector v
ﬁ Link record to the conversation
il Omnichannel connector
Unlink record from.th& conveérsation
Cen Q
S Omnichannel camecton =

Don't see what you need?
@- Let us know what you would hke us to build next
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https://docs.microsoft.com/en-us/dynamics365/app-profile-manager/macros

BRE: 19

FCOBEREI RLIFVAERERTI—EDERO—EHTY, V) —ADBRERICIE IBESN-BEXZF -THAEREDOH I HMEDOV ) 21— 3 UAESENATHET, —HOEME Y FMIIEEHDOE L VWVEREND
BIEENHYFETHA MOBER LY FZIXELWMERENZWEELADHY 9,

DI aVOERICEZELEZZE, ZOEBEMICRSAZLEETETERA  TORE. CNoDEMIELEA—ERAICRTINEFHA,

HE-DOEE BEEREESEREIFEDDynamics 365 for Customer Service VoiceZ 9 54 7 > MZIR#E L E£ 9, B+tIC(X, Satisfaction Survey& WS 1BE L Sn-—EDRABEEBMNHY EFT,
DSAT VNI EIZT U= e hREAIARTEIBELRHY T,

RRR V—RAFABEHFLWVAEZREZET BERZRORAELICHLWVAEBICFS Y I LET RIC. BERZHRA I ALET,

V)a—2aVIEBEFERLTOWETIN?

A. [

B. LMVZ

E#: (ERERTLET)

BHfE: 20

Dynamics 365 for Customer Service 1 Y X2 VA &L TWET,

NRAI—HY—ERXRIX—V¥—[F ARII—H—ERBLUEOHFLIMERZER TS LIETEFEEA,

NAAI—H—ERIFX—Tr—HIHPHRET— H—ERBLUEAOHFLIMERT U IL—rEeF LY D R—X LO—FZEMTEDLLSICTIBRELNHYET,
EDTIER LRLEERTIVENHY FTTH? BET HICIE, EEEETEUGA TS a VEERL TS,

FEELLVBIRSEICTI RS Y OIS SHhET,


https://www.jpnshiken.com/q/69010-6470193/

Actiol=™ Microsoft Access level

Create entitlement templates. O v
@rganization 1
Append |
Create knowledgebase rétords. v
Append ﬁ
Business Unit ‘
3
Actio@llp 1: - v~ o Access level
Create entitlement templates. v
Qrganization,
ptan
Create knowledgebase records. v
Append _ _
Business Uniti
Explanation:
Artion VlicroAgsess level
Create entitlement templates. v
[Organization
Append
Create knowledgebase records. v
Append
Business Unit

Eﬁ:ﬂ: 21

HEARHTEARITI—Y—EXRZBEALTEY ROZLEEEETHFETT,

* Teams NDEREDRE,

*IREMEEICET S FL—=2 TR,

BET S EREN I —F—ICREESINEZ I FVFEZEETIDLELRHYVET V) a—2a3 0 7O T4 TET—RITHTHEBUT—RDBELUELARIL, V) 2a—2 3 VIFEEERH L TOETH?
A. [Ty

B. LMVZ

IEfR: (EffzRnLET)

Eﬁ:ﬁ: 22


https://www.jpnshiken.com/q/69010-6470195/

FCOBEME RLCYFTIAERTT S5 —EDERO—HTYT, V) —AXOEEMICIE BESN-BERERB T UREEOHIMEDOY ) 2a—L a3 VHNEFERTVET, —HOBERtE Y MIIEEHDOE L WMERELNH
HZBENHYETHN MOEB LY FMIIZELWEREALZWNMESAHY £,

DI AVOERBICEEZELERIE, ZOEBERICERAZEIITEFRA,  ZTORE. CAOoDEMIEILE A —EEIZRRTINEFLTA,
H—RIVTATADESRRATOER7O0—%#HLTLET,

TRTDT—RIZVLE2L—RHD 757 %H+20ERHY FT,

FBETOERTJO—DBREETTAILENHY FET,

RRR LELA—#BETIEVWSEFIOHFLLWTI a3 niGse, EDRRTORR7O0—TF9 23 ATy TELTA T avEEDICLET,
Y )a—I a3 VIFEBEEERLTOVETN?

A. [0y

B. LM\ X

IEfE: (EfEERTLET)

Eﬁ:ﬁ: 23
HEALEFHRIT—H—ERZEALTVWFET RAAETI/ODFREZHELTCVET VIV O R L TERT AR ELNHYFET  EQaARIFEFERAITRETLLOIMN?
A F—Laxry 4

B. 7 LZFrvRILARVAE

C.T—AN—RaARy 4

D. OneDrivea % 4

R (ERERTLET)
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TREFLYOR—RZDHTIVENHYFET,

REEZART S TOERERET IRENHYET,

FOLaAVREDESBIBFTETT A EEHBH LETAM AETBICE. THVaY YR MDLTRTOTY L3 v EESELBICBHL, ELVIEFTHESET,
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. f“-:!‘ Fﬁew‘l’.'l approves or rejects the artic
\E ¥s
b .,n.?...iq.'aa_

B r&. ¥ | i Reviewer marks the article for translation

i Roviewer marks the article for translation

I-.._‘ﬁ._.—_..—._ = | e s mm mms s s s e | mmm | s =

Explanation:
Actions Answer area

T |8 ComptegnaW aiticle |
—_— -

2 t b atk the article for review

3 i Reviewer spproves of h’. e

4 -.h,._w.m. mavics the -\I —Ml CTO S Oﬁ

5 H Publich the article |

B 25
UT#HBETIHENHY T,
Twitter ZERT BIZE, 7—9 A M) —LEZBRIT IBENSHY FT,
FT—RIFEBHICROMEAIREGERBEEFIE SN IDLELNHYET,
BEDQDT—XE, 20— RIS LE-EXESFCEHMICE YA TONIDLELHY FT,
IE L,l.\ SEEERTIVLENHY FT,

DEEEFERAINEEINTTA? AZT I AEEETEY G T 3 0EBRL TS,
,IE\. ELWLERZEICTRA Y G ESNET,



Function Setting
Work stream type

SMS waork stream

LINE work stream

Live Chat work stream
Social channel work stream

Work distribution mode

Assign
Pick
Push
Route

= Mlicrosoft
“Reassignment to original rep

Queues

Agent Affinity
Pre-chat response
Entity record routing

%ﬂtﬁ.ﬂ!‘c rosoft Setting
Work stream type v
SMS work stream
LINE work stream
Live Chat work stream

————————— -
1

Sacial channel work stream

Work distrnibution mode -

Assign
| Pick _
Push !

]

Route

Reassignment to original rep w
Queues

Agent Affinity |

_____ d

Pre-chat response
Entity record routing

Explanation:



Function Setting

Work stream type -
SMS woark stream

LINE work stream

Live Chat work stream

Social channel work stream

Work distribution mode -
Microsoft Agsign
Pick
Push
Route
Reassignment to original rep -
Queues
Agent Affinity
Pre-chat response
Entity record routing
Reference:

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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& A&t TlE Dynamics 365 for Customer Service AL TWET,
F—RABRTOCREXELRTILENHYET,

ENENDT—RIEFEDESICHREINETMN? EETDHICIE BEDLY 7TEUGAE T a UEBERLTESL,
FE ELWLBIRSEICTI RS Y bRfTEShET,

Ldye REsUnuLon
& 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.
LA . + s n
- [F‘ OSSO “L‘ L Case is resolved. Open activities are reassigned to case owner.
N ud W

-

W
r;’i'-f' 1 "
rotal ime for a case is set to four B J

1ours. Billable time is set to six hours.  |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.

=T

L)

A parent case has four child cases. . v
tﬂpen activities for child cases are merged into parent and canceled.
:Clpen activities of parent case are marked as completed.
COpen activities of child cases remain open.

I Ninen artivitioe Af child racse are ranrsisd




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.

Total time for a case is set to four

hours. Billable time is set to six hours.

- = Y
o -0 T | ]
. T | B

. "ICase is resolved. Billable hours offset to six hours. Entitlement is decremented.

1\ Y : _
wAsparent case has four child cases, v

—d M I C ro S Of t 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.

IOpen activities of child cases are canceled. ’

Explanation:

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.

References:

Resolution

. v
Case is resolved. Open activities are closed. M_i c r 0 S O-F t
Case is resolved. Open activities are canceled.
Case is not resolved. Open activities must be closed.

. — i~

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

v

Case is resolved. Entitiement 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.

Open activities of child cases are canceled.

https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/customer-service-hubuser-guide-case-sla
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& B %A Dynamics 365 Customer Voice ZE8A LE T,
KUNTOS ) FORTHICZT IV S —2 a3 V2RI E , A— -7 07— b E2EBEHTELGIRYET,




A—Y -7 o5—rEeRHATESLSIC BULGO—NICA—F—ZEYETEILENHY FI, /MEROFRAICHKSBELNHYFET, A—F—I2EQOO—LZEY B TEILENHY FIH?
A 72— EESE

B.X7Ta1—75

C. T L=F ¥ RILAR—/\—/\A H—

D. £EMY—ILA—H—

Eff:A (DA EERKRT D)
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Dynamics 365 for Customer ServiceZ AL TWE T,
BEDEREERT ILENHYET,

HlafzlEfix T o5EN?

A FrarLlEITxa—%ERLET,

B.L—T 4 U IL—ILEBRLET,

C.ERFYrRILEEELET,

D. FY RV EIZZ T4 T4 2L BREDERERBRLET,
Eff: (EfEZRTLET)
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&7 1=1% . Dynamics 365 for Customer Service EI2E T#H Y , Voice of the CustomerDFFEZER L TWLVET,

BfZRRIHILENHYET  LACHSKZFEALELIEAHYFIN?EEDN BV DOHE HAICETLIEMOEMEZRTT ABENHYET ,ZFZAD DLA DGEEEF tORKICEIT IO —EDEMEZR
T ALENAHYET,

FAT LIREHEZRINT IVELHY FT,

EOREREZTERTILELHY FTIMN?

A EERY

B.l&&IN—T 1>y

C.EE

D. FHfid ') X +

E.&EX

EffE: (EfEZRIRLET)

References:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/design-advancedsurvey#design-interactive-surveys-by-using-response-routing
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& 73 1=1& Dynamics 365 Customer Service #{EFRT 5D I—C Vb TET V54T FEDREZRIBLET,

FLYOAR—X (KB)DRBELIVFAT U MEDRFELZEBHTIVLENHYET VATV MeDRFEZHABIT SEZTE RDFIRVZBELT IMRENHY FT,
*HDSATMDOLOA—KFEREET,

*KBERER

*KBEEEZF v v FTEETD

BARYHEBEIET RICIEITIOERETIDRELAHY T,

ED3DDHEEEZRET IDELABHY FTIMN? TAEFNDOEREEFY )2 -3 D—8ERLET G EROBRIEICIRS Y bAfTEESET,
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AFTL=ZFrR)LBEEHEZBLTF Yy FTKBREBEZEELET,
B. vy a fEEMSr—X LO—FERETET,
C.EEMBEHLHEEZRBLTKBREELZEELET,

D. £EMY—ILEBAMILET,

E. £EMHB8LEENSr—X LO—FEREET,

IEfR: (EfEZzRTLET)
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Azure Active Directory #fERA L TOWVEVWEERKH THOTWWET  BEENMEAORBERRICOVTELES LEFIC, ARFL A—FEHFERAETICSA T I— PV MIREEIRAL— T ARELRHY T,
EDTH/O0—%FRAIARETLLIMN EZTBHICIE EEBETHEYGA T 3 0EBIRL TS,

FE ELWLVBIRZSEICTI RSV R EShET,

Answer Area — M‘ M i c ro S Ottbdﬂﬂ

Bot technology

E Power Virtual Agents
Azure Functions Bot
Azure Health Bot

| Omnighagne! for Customer Service
fizuge 10T Hub

COmnichannel for Customer Service
| Azure Notification Hub

Azure Stack Hub

Liser topic

System topic
Azure Service Bus topic

F Explicit triqaer 5. ]

1m§|ci1 tr:ﬁE

Azure Logic Apps scheduled recurrence trigger
Azure Logic Apps response trigger
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Answer Area

Requirement Technology

Ry temuny | Power Virtual Agents

Azure Functions Bot
Arure Health Bovl "o = _
[ Power Virtual Agents

I Omanichapnet for Customer Service
Azure 16T Hub

Microsoft e

Azure Stack Hub

|| i&&r Inilc . }
L

System topic
Azure Service Bus topic

Tngger type [ Explicit tngaer X !
Implicit tngger

49

Azure Logic Apps scheduled recumrence trigger
Azure Logic Apps response trigger

Explanation:

Answer Area = quﬂg 8 Q SO ft

men Technology

Bot technology Power Virtual Agents

Hub Omnichannel for Customer Service

Topic type User topic

Tngger type Explicit trigger

A EMB-230JEIBE [XJPNTest.comigft S MB-230JKERIC &8 T B Z L ICRIZIIBH E T ! JPNTest.comlE S HFTMB-230J K ERRIREE #1214t L £ 9, JPNTest.com MB-230J5RERRARBE T SEHFH s FEL
=, CCTMB-230JfBEENDTA IV UEFIZANET , ZERD 7 Y £ X _ https://www.jpntest.com/shiken/MB-230J-mondaishu 873f. 3 0% « A Ao > + $#5814%E|I5/3— F: JPNshiken|
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FCOBERIE BALIF VA ERRTS5—EQEMO—ETT, V) —XOBREMICIE BEHIN-BEZERTHAREOHIHBOBRENEFNTVET, —HOBER LY FMIIXEHOEBNHLEZELHN
. EENGZWNMEELHYET,

CDEILIVDEBEMICEAZE TOERICRDZEIETEELA, TORBE, CNoDERELEa—ERAICKRTINEFEA,

& 75 1=1% Contoso, Ltd 0 Dynamics 365 for Customer Service ¥ A T LEEE T,

support@contoso.com M *—JL 7 FLRIZEESNIZA =IOy — A E=BEMNICIERT 2RENHY ET,

RR: BEILO— FERBLIUEHIIL—ILEERLET, [V—RIA TN Z [BFA—I]IZEEL  F2—%8RLET, LO— FEBRDOEHZEHRELET,

Va—2aVFEREEERLTOETAA?

A. [T


https://www.jpntest.com/shiken/MB-230J-mondaishu

B. L MMZ

EfR: (EffZzRTLET)

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/automatically-create-case-from-email
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FCOBEME RLCYSFTUAZERTTH—EDEMO—HTY, V) —XDEEMICIT IEESN-BEFRB-IAEEOH LI HEBDOV ) 2—2aUhEFENTVET, —BOEBEREY FMIIFERDIE L LERENSH
BIEELRHYFETH OBt Y FZIXELWMERENLZWGELNHY FT,

CDEIaVOBEMICEAZLE-RIE, ZOBEMIZRSZLIETEFRA, ZOHRR, CNODEBERIEILE 2 —BEIZRTINEEA,

&7 1= Contoso Ltd.(Dynamics 365 for Customer Service A T LAEEE T,

support@contoso.com* —J)L7 RLRIZEESNI=A =IOy —RAEBENICERT 2LENHY FET,

fRREK  BEVO— FERBLUEHFIIL—ILZEZERLET, [V—RAODBR|Z[BEFA—ILIEEL  F2—%E8RLFT , BBEEREZEBLET,

Y )a—Ta VFEHEZERLTOWETM?

A. [FLy

B. L\ %

EfR: (EffZzRTLET)
References:

https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/automatically-createcase-from-email
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& 73 1=1% Dynamics 365 for Customer Service EEBETY HE=-DEXHEFRIOBNIOFESBETHR—FZREELTVLET,

ThOY FOHERER 8 EXFRLUANICH—ERBEELT7HD Y MIERLABWGEEX . 7HOU N LO—FIZBSEZENTILENHY FT,

THOUMMIFHLTH—ER LRLEH (SLA) ZEBICT 2BENHY F9,

EDEFETT I avERTINEINTTN? EETBHICIEX ITRTOTIavEYRMHALEIZFEEHICEEL ELWVEFICHERET,
Actions Answer Area

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

Copfigure the SLA details and set a warning at six
hours and a/failure at-cighthoues.

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.

1F fiZ:
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Actions

rlf;n",am an enhanced 5LA on the account that
j tracks when the status reason changes to

Answer Area

Custamize the accounts entity to enable 5LAs,
Add a status reason for unverified accounts, Set

the value for the status reason to Verified.

Create an enhanced 5LA on the account that
tracks when the status reason changes to
Verified.

|
IEunfigurE the SLA details and set a warning at six I
1I'm'murs; and a failure at eight hours. I

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

Publish thesscoount customizations. Set the

SR OTHft

Explanation:
Answer Area .
= Microsoft
Customize the accounts entity to enable SLAs.
Add a status reason for unverified accounts. Set

the value for the status reason to Verified,

tracks when the status reason changes to

Verified.
@ Configure the SLA details and set a warning at six @

hours and afailure at eight hours.

Create an enhanced SLA on the accbu'nt that C

Publish the account customizations. Set the
business hours for the support department.
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Hif=lE, 2 Y Ea1—4— HR— k&t D Dynamics 365 Customer Service VA T LNDEEETT,
F—LAVNR—[FRDESITT—RZNET EBLENHY FT,

MRBEEDT—RAE, VE—F—BEDBELFELLZTOERICRVET,

ZPERATLD ) E— 2 —DEERDBEE RERESHDESEHRDIGEELEFELSTOERITRVET,
TRTCDT—RERAEBELTHRRTIVENHYFET,

F—RIE R ENEEGAETUET ILENHYFET,
FTRTDF—LAVN—DTr—RENEBFTHHICRILTORRIZES LSITTEIBLELRHY FT,
A2z RETL &S5H7?

A DETEHIECHRR TOEREERLET,

B.BEZDEEILIC2DDELDL I+ —LEEDRR TOER JO—%ERLET,

C. Mk 3 % Power Automate 49 CHERLLE T,

D.ERD8 A TOBEECELIZ2 DDELLZ X1 —%RLET,



IEfE: (EfEZRRLET)
Reference:
https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/customize/enhance- business-process-flows-branching?view=op-9-1
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HEILEFI T—REEBBNICL—T AT TENREITIAREIN-TT)VEEELTVET,
929 FRO7 T OFAICERT SHICIE ELWLVURL ZRET DHELHY FT,
EDOURLBEAXZFERTEILENHY FITH?

A. https://"<"org">.dynamics.com/apps

B. https://"<"org">.crm.dynamics.com/

C. https://<#f## 4 >.<CRMRegion>.dynamics.com/Apps/uniquename/<AppUniqueName>

D. https://"<"org">/apps

Eff: (EfEZRTLET)

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-rules-automatically-route-cases
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HHEHNBEEDRTE Y —ERZETHo>TWVET, DL Tl Dynamics 365 Sales & Dynamics 365 Customer Service #{#H L TULVEY  Bicycle E WS HRE L F—TILEERLET, 2—F—I[d_Bicycle
T—ILDEREFEALTEAREL %R LLSELET, —H—IF Account T—T IO LEERRHRZEMLIZLDOTI A FINFIRATEEEA, Bicycles T—TIL T Account FIZFIFATE D K S ITT HRHEN
HYFET,

AIZHRETNIEINTL &£ S5H?

A. Bicycles T—7JL & Account T—JIILOWEAICEI LA ZEEMLET,

B.7h0 bk T—TIUDBEABEL—ZERLET,

C.EEHYUENDI—HF—IDICVRATLEBREDEX1 T, O—JILEFEBMLET,

D. Account T—JJL & Bicycles T—JILOMIZY L—L 3oy TE#ERLET,

E.2 OD@EAMDE 2 —%ERLET, 1 DI& Bicycles T—TILIZ 5 1 D& Account T—TILIZER L E T,

Eff:D (AU RERKT D)
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EEXREER MK, 25 (HVAC) #3xiEd 5515t A, Dynamics 365 Connected Customer Service #8 A L TWLWET,
Y )a—aVEROBEGER/-IHENHY FT,

*AZy AL DFREADMYEDEILZEZERLTHRELET,

FAEMENERE SN HBREENDSZEICTI—FeEELET

MEMATOEHICAEBEOERERZRELET,

*WMEIZIECLTI7—LDT7TDT7 Yy T T—bEREIELET,

WBGRAVR—FRVMERETILENHY FET

EDAVR— L E2FERATILELAHY FIH? BAET DI BAEEETEUGA T3 oEBRLTLLESL,
EE ELWLEIRZEICTI RSV G ESRET,
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Requirement Component

Enable units to automatically send alerts. Arure tral v

Azure loT Hub |
v = Azure loT Edge
Deliver firohware updates to connected w aiilﬁ |ﬂ Hili i ’
units.
' Power Automate

Service bus queue v

Track unit reading for trend analysis.

=. Microsoft ‘meste

Enable units to autnma»& alerts. "

TAzure loT Hub™
Azure loT Edge
Deliver deales lo connected

unitsd

\ PowaT Adtom it

Service bus queue

@k unit reading for trend analysis.

Arure SUL database

A:um loT Edge
Azure Machine Learning

Explanation:



Answer Area

Requirement Component
Enable units to automatically send alerts Azure loT Central ¥
Deliver fiimware updates to connected Azure loT Hub !
units
Iraflunit ceading (Or teehd abalysis Azure SQL database v
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%%t 1E Dynamics 365 Customer Service Z# R L TWET Y S3A4T7 2V MEI 2ERBTE DD R—F A VST U REHAITETLUITLHR— b N Tr—DFBALET,
HR— FERODERERTET IVENHYFET,

EDIDODDEUZERT ILENHY FTIMN? SEHEEF V) a1—23vD—8EZRLTVET,
FENEFNDELLERIT 1 RS> bOBEELAHY FT,

A.KRYDIERZHETE

B. GatHiMZ4EE

C.HTHZHERE

D. EREHICEDCHIRDELZHRELET,

E.H—EX LRILTFTITU—A2 bk (SLA) ZEBELET,

EfR: (EffZzRTLET)

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/create-entitlement-define-support-terms-customer
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RDTZITEEL—ERTTIENAZT Y 2aR—FERBETILENHY FT,

Fr— bk

MEELBEEIDOHE

XL EHABSIN-BER

Ea—:

7TEEICHAMET—RADHERTLET

IRAL—23VENT—RDOBERTT S

EDADDTI L aVEIRBICETTILENHYFEIMNEBEETAICE . 7I/2ay VAW LBEYLTY a2 zAEERHICEEL, ELWVEFTIHENET,
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Acuons Answer Area

£rosoft

Create the charts and views necess
reg_t_:ested._ _

Create a two-column regular dashboard. ‘
: |

Create an XML script to import graphs.

In a solution, select Dashbeards and then select New.

)

O

— — - — —— — -

Open Dashboards and select New.

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

Select senvices and cases. Then select the desired |
views to create the dashboards.

1E fiz:

Actions Answer Area _ ] n 1 SQ_—f -t

Lrequested

o P —_— O — T — P — — —_— [ —___—__—_ —

Create a two-column regular dashboard.

ﬂ] ' views necessary to see the data

- — o s mmm mow m— w—

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

Select the graph icon to lnsert the charts and views
needed n the sect! ons of the dashbeard

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

Explanation:



Create the charts and views necessary to see the data
requested

Open Dashboards and select New

Create a twd-galomn regular dashboard

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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I—I)IL U3 —DEEY—ERARAFTLZFrRILTxFa1—%2BEHLTLET,
BINEDTO L avEFERALTTF1—DERERTTA2RENHY FT,
ED2O0DTF7VavERTTAILELIHBYEITHI?KEREIE V)a—23 D—FERLTUVET,
FEEINTNOELWERIEZ 1 RS Y FOBEELNSHY £5,

A X21—DA—IKRY Y REERT B
B.Xa1—DLa—FMERBIUEHIL—ILERELFT,
C.Xxa—0DFa1—EBEEZRELET

D. HEIMEXRIRY R ITD X2 —ZFMIZT S

IEf#: (EfEZRTLET)

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/queues-omnichannel
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HEEHDT—RABEEBI—-C U M ERELFLE, ZOSEUAT BEBEROIT R TOABREEENICLTWELE, A—HY =505 I -V FAREFERI Sy —AZBHIFMIZEHFLLEVEVLSHENHY FL
2, COMBERRTDIDLENHYET, ES5TRIELNTLELESIM?

A T—REHIL—ILEFEBMLET,

B.EXAHZEMLET,

CEEFTLYyCEEBI—CIV NEAMCTS

D.Al 7+ —LAAXEEZFEMICLET,

IEfE: (EfEERTLET)
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BEY—ER THr—Sv—Id BEAYH— FEROIEEETI—U1y MEDESCHBLTVNANEMY N EEXTOET, TA—Sr—E FEv I EEMELENEEZTOET,
Ir—T v —DEHBNE-INTWD I LEEHRTINELRHY FT,

AIZHRETNIELNTL &£ S5H?

ARy FEFERALET—2 IYEVIEFEYIDBEEMED-HDREDA V250 aY,

B.Rhy FEFERALET—2IVEV T EFEYIDBEIEDS—RE2 A1 R,

C. Power Virtual Agents 2R L-T—%2 IvEVY E FEY I DBEEIED T —REH,
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D. Power Virtual Agents 2 L1=T—4 Yy EVJE FEY I DEHED-HDREDREE,
Ef#: B (242 hERET D)
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FCOBREFE BRLYT VA ZRRTH—ENOERO—MTY, —EDOBEMICE TR TN EHON-BELEH-ITHBOERRINEENTVET Bty MI&>TEH, ELWVBRENEHHLHZEL HNE, E
LWMRRENGEWNMEEIHYET,

COEVIVOEMICAZLZRIE, TOBMICRAZLEITEFEA, ZDEH CNLDEMIEILE a—EBEEICKRTINELEA,
HEAEEICFAREIT—H—ERRENHY BEIMMMLAR—FEEELTLET,

A—H—ho BESHLR—MITIEATELGVLEVLSIHRELHY FT,
A—H—MNLR—MIT7IVERATELLIITTILELRHYET,

BERE: A ——ICRRITIEEAMLAR—FEEELET,

VY )a—2aVIEBEZBEZLTVWETH?

A. [T

B. L VR

IEf%: (Ef2ZRTLEY)
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&7 1= 1% Dynamics 365 for Customer Service D R T LEBETY,

SHDOBEHEF/ETICIE, Y—ER LR (SLA) #1ERT 2BENHY ET,

EDSLA A THEFERAINELINTII? EZASICIE BUESLAZSA TEELVERICF I YT LET  ESLAZA T 1 EH EHE, FEFESLCFERALAVGEENHYVET  AVTUVERTT HICE R
A UBDREN—% RSy ITT N RVA—IILT ELENHIGEELHYET,
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SLA types Answer Area
Standard Requirement SLA type
Fnhanced Track the status and times of an SLA SLA type
KPls Add success actions to an SLA | StAtype
IEfig:
SLA types Answer Area
'Standard [ Requirement SLA type
e e T e e e i
e ey e : i
| Enhanced | Track the status and times of an SLA! KPls I
B N i T I
T A \ IR rvvera
KPls | Add success actions to an SLA Enhanced
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Answer Area
Requirement SLA type

Track the status and times.ef.an SLA 'kp|s

Add success actigns toan SLA Enhanced

References:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/define-service-levelagreements
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Queue type

= ] |
= IVicrosoft

Queue type

upper ‘ it Private

ueue types Answer Area
it Private Scenario
— Set up a product defect queue. Add the'defect'group as the | J
i Public - members for the queue.
. Set up an unknown queuéforiariyone to review tickets that | ]
® are not classified
L]
G Set up anlesgalation queue that enables ﬂn“pﬂf
management to review the tickets.
1E fiz:
Queue types Answer Area
i} Private Scenario >
e : Set up a product defect queue. Add tkE ﬂgﬁd‘ gmup as the ‘ Private
i Public - members for the queue. (.
L Set up an unknown qqeué#nhaﬂynne to review tickets that ! Public
® are not classified, g ;
E
e Set up anmfmm queue that enables only
managanmt to review the tickets.

Explanation:



Queue types Answer Area

i Pnvate Scenario Queue type

— Set up a product defect queue. Add the dléfectgreup as the  Private
ti Public members for the queue.

Set up an unknown guéle for anyone to review tickets that [Pul:-itc

are not classified.

Set ypg“an ‘escalation queue that enables only upper |Priv.3!e
mabagement to review the tickets.
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Topic 6, Contoso, Ltd

Background

Contoso, Ltd., is a facility management sen/ices company. The company provides building management services to three United States areas: North Dakota, South Dakota, and Minnesota.
Contoso, Ltd., prides itself on overseeing and maintaining several commercial properties where its customers operate a variety of businesses. Contoso, Ltd., also procures and maintains all equipment in its facilities,
including HVAC, lighting, and security systems.

Current Environment

Dynamics 365 Customer Service
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* Contoso, Ltd., uses the following features of Dynamics 365 Customer Service:

o an app for the customer service division to manage customer queries and cases o voice-only Omnichannel for Customer Service capabilities

* The Customer Service system administrator created new schedule boards for each of the three areas. Agents work only with the default schedule board and their specific area board.
* The business operations team advises that the FAQ site be required to be ingested only once into Customer Service.

* During a maintenance window, IT disabled the Integrated Search API trigger flow.

* Agents and field technicians are set as users in Customer Service. They are added as bookable resources.

* Contoso, Ltd., has only meetings and work order tables configured for scheduling. Employees

* Customer service agents

o Contoso, Ltd., has a new live chat channel for agents to provide customer support and improve agent response time in live chats with customers.

o Agents resolve customer issues by using various support channels.

o Agents can open work orders by using a custom view on the default

schedule board,

o Agents are also dispatchers. They review and schedule work orders and assign the work orders to resources on the schedule board.

o Agents use Knowledge articles to triage issues. They often send articles

* Field technicians

o Technicians are dispatched to perform repairs and maintenance work at Contoso, Ltd., facilities. o Technicians located in the South Dakota area use company vehicles to drive to job locations.
* Knowledge Management team

o The team creates articles and reviews feedback submitted by agents and customers, o Knowledge managers ensure agents are productive by optimizing search articles.
Facility equipment

* Contoso, Ltd., has a centralized warehouse with equipment that is distributed and installed on its properties.

* All equipment is entered in the Product catalog in Customer Service.

* Customer asset information helps agents triage any issues and informs agents whether a technician should be dispatched.

Resource scheduling requirements

* The primary asset listed on the work order of the customer must be displayed on the schedfje board for customer service agents.

* Agents must be able to observe when resources are estimated to arrive at the job site to help measure use.

* Turn-by-turn map directions are required for jobs scheduled in the South Dakota area.

* Occasionally, resources are overbooked in the South Dakota area due to staffing constraints. Customer service agents must be able to clearly identify when these technicians are overbooked.
Omnichannel for Customer Service requirements

* Contoso, Ltd., must be able to automatically assign a live chat or SMS conversation to an agent.

* The customer service supervisor must be able to create agent scripts for agents who use Omnichannel for Customer Service.

Issues

Article issues

* Customer service agents report that a French-translated HVAC equipment Knowledge article is not displayed in the Knowledge Search.

* During a call with Agent!, a customer reports that a shared Knowledge article was wrong. The customer wants to provide comments for the article.

Chat issues

* The new live chat channel is not sending conversations to agents, so agents must answer conversations manually.

* Due to a high volume of chats and multiple Knowledge articles written on similar issues, agents are unable to find a similar case or specific Knowledge article.
* Customer service agents are unable to access agent scripts during a live chat with customers.

* Live chats from Spanish-speaking customers are not routed to Agent2 when Agent1 is unavailable.

Scheduling issues

* Customer service agents are inefficient with manual scheduling, which often results in overlapping assignments.



* After an agent books a work order in the schedule board, the work order booking card does not provide enough detail.
* Customer service agents in the Minnesota area report that the new schedule board does not appear.
* The South Dakota area board displays only customer facility tour bookings.
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Explanation:

Actions N Answer nrea

R OB o “ ——
\Y, C I ( “" b L_rﬁlﬂe qhe work nrdﬁ «Eﬂtll‘f for queues and activities,
2

Create a queue named field service,

— S
— — .

PCreate’a new entity routing channel record for field service and add Work @

@ 31 POrder as an active entity. @
4 | | Add a new rule routing set for work orders.

Create a Rule Item and specify the rule critena and action to route to the

Field Service Queue.
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Case scenario Value

Create a list of cases that are one

month old. Create a system wew R
Creaté a personal view

+ -

View multiple lists on & single
screen. Configure the group by on an editable grid
Create an interactive experience dashboard

Case scenario _ MT& FosoO 'Ft

Create a list of cases that are one = v

month old. Create a system view

|ICreate a personal view |

S T e O e . .

View multiple lists on a single | v
screen. Configure the group by on an editable grid
Create an interactive experience dashboard '
Explanation:
Case scenario Value
Create a list of cases that are one v
month old. Create a system view
=i .a@%a‘hw_ — — - ra— . -
View multiple lists on a single v
screen, Configure the group by on an editable grid
dashboard
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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.
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
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Requirement

Topic analytics for completed Historical analygécs

G Historical anatytics
Knowledge base analytics
Fovess Vistual Agems for topec autamation
Sorant assist

Analytics for chatbet aptiens. Power Virtual Agents fof gﬁm jonf] ¢ :
Krowdedge base analytiss I C ro S O |

Knowdedge managenesib il o ation with Power Vtual Agents
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Requirement Configuration

Topic analytics for completed Histoncal analytécs o
S e i R T e SO S SO
Kfvowdedge base analylics
yPenser Viitual Agems for topic sutomation
Errant assist

Analytics for chatibet Ggptions.  Power Virtuad Agents for topic automation
Krowdedge base analytics
Knovdedge management inlegration with Power Vistual Agents
Power Virtuzl Agents for topic automation

SN \Microsott

Explanation:

Requirement

Topic analytics for cmed. y Histoncal analytics
fases.

| kw mg:leﬁTfns Power Virtual Agents for topic automation

BRE: 57

TEI HRBLUHNDORTEF—LERTER SN Web J—FE LV —FOEBZIZELELTIDLENHYET,

ERZERT IRENHY FT,

EDEBDERZERT D2RENHY FIH?

A RILFFr 2RI

B. T L=F ¥R

C.F—L FvxIL

Eff: (EfEERTLET)

Omni-channel: An omni-channel solution offers two or more channel experiences to customers, and the customer experience is consistent across channels. The context of the case and customer is used to streamline
the experience across apps. For example, a customer starts on a self-service portal but then starts a chat conversation. All the pages that the customer has opened are available to the agent.

By providing multi-channel or omni-channel solutions to your customer, you help guarantee that each customer can interact with your organization by using the option that's best for him or her. When you provide multi-
channel or omni-channel solutions, you must also consider the effect on the organization. Although it's important to make sure that customers have a consistent experience when they work with the different channels,

it's also important to remember that each channel is different.

Reference:

https://www.globalits.bh/how-customer-service-can-handle-entitlement-channels-in-dynamics-365/
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Requirement — — |\/| | C 'O S O Esliiguration
User expenience uniformity App prhile Manager v
App profile manager
Agent scrnipts
Smart assst

Open customer records autamatically Entity session template
Entity session template

Smart assist
Unified routing

Explanation:
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Resolutions Answer Area

Issue

Resources
You are unable to create a new

organizational unit

Security roles

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

nicianA does not appear on

Business closures e ule Mr‘iw 0 S Of t

Resolution
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Resolutions Answer Area
Issue Resolution
|
Resources T ——
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Repair technicians are scheduled to work
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Explanation:

: e suM ICrOS oft Resolution

You are unable to create a new
organizational unit

Security roles

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

Business closures

RepairTechnicianA does not appear on

the schedule for Fridays Working hours
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Record typ«

Person

Activity

Explanation:

Entity

Contact

Service Activity

Microsqft

Team Member
User
Bookable Resource

Service Activi
| Service Activity
Work Order
Bookable Resource Booking
Case

™ Microsaft
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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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A WRAI—H—ERNTZEZFEALET,

B.A—7>La—Fty bEFERLET,

C.HRAIX—H—ER T—YRAR—XEFEALET,

D. vy a3y ToIL—be7TU =230 23T FoTL—bEFERLET,

E. 7R—/N\ILEBERZFEARALET,

E#: (EREERLET)

EFEE: 66

& % 1> % EDynamics 365 Customer ServiceZ{EH L TLVE T,

NARAET—H—EREHRBL BEIT—VAR—RZFEALTCEGHZNET LGS BRELEAZI 27— a3V cMAIENTELRLEERHLTLS,
COMBEERRT IDENHYET,

ED2DODITEEELDIRETLLOIN? TNTNDOERIE BRRO—EERLTLET,

R LIRS EAMESAET,

A BENRILDE—FEHR/IMEIZERELET,

B.FvyvybttyiavsoJL—brEFERALET,

C.tyiavsTroIL—rEERLET,
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D.CaseL> T4 T4ty avsToL—r&ERLET,
E.BENRILDE—FEFRYFUJICRELET,
IEfE: (EfEERT=LETY)

Eﬁ:ﬁ: 67

BRICIIBEEY—ERREAHYFT BEAREFV—EXR RS V1—LEZFRALTFEXEELTVWET  U—EXR XRTDa—I)LAICHLWERZEMT I2LENHY FT FILWERZEMT ST, EntFal)
T4 A—ILABETTHN?

AART1—7

B. h A Y—H—ERRTVa1—5—

C.RUVa1—53x—T¥

D. o—4 U AIR—T¥

IEfR: (EfEZzRTLET)
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HAHAISMRF IXHETHEAITOZERABI=Y FOFRE LY —ERXFToTULVET, F%t(E Dynamics 365 Customer Service #E8A L TWVET,

BHEASICETEELZZEHAI=Y FA2E8LAEL 1=y 2 FERTAIBEIEBEREICEVREEERLET,
ERRT7T 12— EeRBEIET DICEFVRATLEZBRT DRLEADHYFT,

MEHRETILENHYFTIMN? BETHICE, EFEERETHEYGA T a vERRLTIEE D,

AR ELWLVEIRZSEICTI RS B ESHhEFET,

Answer Area
Requirement Option
Ensure that the diagnostic units are not scheduled I bookable resource ?:
at the same time. service activity

resource category
bookable resource

Ensure that customers are charged a higher rate service
when an advanced diagnostic unit is used.

resource category |
fulfillment preference |



https://www.jpnshiken.com/q/69010-6470240/
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Answer Area

Requirement Option

Ensure that the diagnostic units are not schedtled bookable resource
at the same time., service activity

| bookable resource

Ensure that customers are charged a higher rate service
when an aduanced.diagnostic unit is used.

=}
Microsoftiuce e

Explanation:
Answer Area =
M f
ICIOSO t Requirement. f{ 18 % Option
Ensure that the dtagqcﬁf&yn;t&a‘e ot scheduled bookable resource v
at the,game:,tm "
. fapm ?’hat custorers oie charged a higherrate  _ovice v
'f_,f_,\ﬁ-.-.- " when an advanced diagnostic unit is used.
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& B % HDynamics 365 Customer Sens/ice®EA L TULVET,
BHDURATLEHEIFIUTOELY TY,
*HAREAT—H—ERBLUEORBORBEBME VI IR FERRBLEA—F—E VI IR MNDEHZEDTERBEITILENHYET,
* —REBEEE GE HEEHIFIOEICEDVWT HRZLD) R RAT—RANKRTINDIBENHY T,
REICRIELEZA—IDOBBEZY—XT—TJIIZREL ZFIHhLBETIVNELAHY ET,
CEENBRINEEE BEETHEHICELIN-EHFRNBEMICERING TNIEE S,
FROFRZ&H/NRICIZA LGN L VATLEERTIHELAHY £7,
EDTZY b I+ —LEREZFERIRETLLIN?EBZTDICE BULETSY b T+ —LEEZELVEHICBELTLESIVN, ET 5y b T4 — LB 1B EBHE FEESLEALGWNMGENHY F
T, AVTUOVERTT BITE RS VEORENN—ZBELZY RO —)ILLEYTEIRENHLINL LAERA,
FEE LIRS FOAMESRET,



Platform features ._J Ivlamics 365 Customer Senyice system requirements “\
i System table . I c r% 0 Platform feature
Maintain absences awfcquests, . |
it Custom table Display 3 I l
¥ Formula column St email date and time in the Case table, | |
_ cally calculate time spent on a case, [ ]
it Rollup column 1e Q“
1E fi#:
3 : _ 3
Platform features Dynamics 365 Customer Service system mquururm" M o t
i1 System table || Requirement _ . l C r% Qﬂi
Maintain absences andfime-offréquests. | i1 System table
## Custom table '| Display 2 austom{isk status. l i Formula column
i Cosrniliazolberm || Stere, lastrécﬁ_fued’email date and time in the Case table. it Rollup column
S e S sAutamatically calculate time spent on a case. i Rollup column

i: Rollup column

Explanation:

Platform features Dynamics 365 Customer Service system uquu@

i System table Requirement Platform feature

Maintain absences afill tife Bff requests. IS:ﬁlern table

i Custom table Display a : [Formula column

email date and time in the Case table. |Ro||up column

i Formula column

calculate time spent on a case. |R0Hup column

BE: 70

75 1=1& Dynamics 365 Customer Service IREZEE L TCWVFET BEEOMEZLET 5-OICTr—REXRELFT  7T—RAIL—T A VT IL—IDBERINTEY EESNEZEECEDVTIRTOr—RAMEL %
Xa—ICI—TaTNET,

ARARAI—H—ERBLHEN A —F—DIMER L7 —RANBEMICIL—T 1 U SNTUWENWS EZHRALET . ZEA—LEZFERAL TERSAEZRHEOT—X I, BEIMIZF 2 —(CIL—T o VT 3NhET,
A—HY—PER LI —RICEFBIL—T1« Vo DEEEHET DBENHY FT,

MBI TImM?

A BEICE>THER SN —RELEBST HIL—T 1 VT IL—ILBERIZE>TVET,

B. 7—RI—T 4 VT IL—ILIE FEBTER SN 7r—XIZFEBMICERSNERE A,



C.CD7—ADFa—MEESNTLELN EFIT4TTY,
D.L—T 4 VT I— L, BETERSNT—ADEBRBEAIN—T 1 VI ENETHESCR/RESATVEEA,
IEfE: (EfgZRTLET)
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#B#% 13 . Microsoft Power BIZ{$/ L T, Dynamics 365 for Customer Service® T—2IZ7 A L THWT S L 25HELTLET,
Contoso & LY 5 & AT Dynamics 3654818~ DPower Bl 18RI 2B ELHY FT,

EQHY—ERURLZFERT ABLENHY FIH?

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

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

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

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

FfR: (EREHETLET)

B 72

BEEDI L—LIZHT 2BFZAZRIRLELHY ET,
EDZATDREEETT DRENHY FTH?

A ZALSA4Y

B. V4 vIURE

C. A&

D. S

E. KXF & IMXFDERFK

IEf#: (EfEZRTmLET)

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/search-knowledge-articles-csh#knowledgebase- search-control
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FyamR—REERT IRLELNHYET,

EDFYaR— K A4 TE#FERTNIELNTIM? BEZBICIE BUHEF Y aR—K A4 TZELWVWSFVFITFS VI LET  EFvIaR—F 24 TE 1B EHE, FEFEF(FERASNBVEELH
YEFT,AVTUOVERRTDICE RAVBDRENN—ZF FSvTT 50 RV B—ILTERELNHLIEZENHY FT,

AR ELWVERIEICTI ARSI M ESINET,
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Scenario Dashboard type

I}asl'fhnar:l types ! N M‘.i-.tr rro S Of t

Dashboard for managers with streams for

SIENE:SMBENY,cRshboRNd oty cases, activities, and representatives

multi-stream or single-stream |
dashboards Dashboard for cases only

Dashboard for representatives

Dashboard for the week

Answer Area

Scenario Y % Dashboard type

Dasnoon rfd fr:ur e “flt_h stmamsfer ‘| multi-stream dashboard only !
cases, activities, and representatives I

| g;‘gﬂﬁ:;;:‘ orsingerstaam | Dashboard fortamrjhfy | multi-stream dashboard only

i multi-stream or single-stream !
| dashboards l

G, N, S S, T LT o o, A, e

" f M CroSOft: ammes - roe=" |

I.'Iashbaardfor representatives

Explanation:



Scenario Dashboard type

Dashboard for managers with streams for N
> . multi-stream dashboard only

cases, activities, and representatives |

multi-stream dashboard only

Dashboard for cases only

= = ma

multi-stream or single-stream

Dashboard for representatives | dashboards

multi-stream or single-stream

h for th ¢
Dashboard for the \weelt ' dashboards

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-service-hub-user-guide-dashboard
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Dynamics 365 Customer Service DHEEZERT S0 EMEIFTHR—F L EER L TWLET,

r—ZNo0—XEhbéE BEEFT—RAICEHEMTONEFLYDS RA—RIZTFIV LA TEIHEZTIRET IEFA—IEZETILENHYET,

VATLEERT ABENHY FT,

ED2O0DFTLavEwBRETIDLENHYETHI? TNETNDOEREEY a2 —2 3 DO—HERLET,

FEELWLMEIRSCEICTIRA Y A EShET,

A. Dynamics 365 Customer Service T . FLwP VY a—232 J4—ILFRIZF LYy DREBONT () R—2 1L )V O ZERT 5=HITERSNSR—2)ILURLEZANDLET,
B. Dynamics 365 Customer Service T 7—RX &V O0—XF§5HUENFT Ly PRBEEZLI—FIZHRHFH LTS EEHELET,

C.HLYPRHENDIA— KNy 9230 T A—H PRIV OIS FLYPREICTA— RNy I FRMTELILSICREL, IFWVIZLET,

D. Dynamics 365 Customer Service D [ LYY V=R D [F Ly VY)a—23 0] T4—ILFET BEEICEESNIEFA—IWNADY I ELTFHFLYDREERFTESLLSICLET,
Ef: (ERERELET)

BfE: 75

HERMMIFE, IXHETHRITOERABEBI=Y FOFRE LY —ERXZTo>TULVET, F%t(E Dynamics 365 Customer Service ZEA L TLVET,
ISR ITFEDOMBHMEZ Y R— L TOWET REB LY —EARMB I o OMBRANDIRESNET,

EERTD2— L EZREILT DICIECRTLEERTIDLELNHY FT,

DRTLEEDESICEBETAELINVWTTAN? @ETSICIE, AFEETHE UG T a v EERL TS,

FE ELWLVBIRSEICTI RSV R EShET,
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Requirement Ontion
Limit the service area of each regional duﬁtcmM ICY OSOIF%

location to 3 50-mile radius.

‘ Snes

[ Resource category
iOrgantzatlonal unit

Ensure that the company only ass:gns E] techmcnan v

that is certified to sqmcl a specific unit. S gréup e

,_Bookable resource
'Resource category
 Resource charactenstic

S Mlcrosof’f"

Limit the service area of each regional %at
location to a 50-mile radius.

1E fiz:

; J Resource category

g f 'Organizational unit
Ensure that the company only echnician -

that i1s certified to service s group —

'\'Q %°9k_a!>l9 resource _
| Resource category |

' Resource characteristic

Explanation:

Box 1: Service activity

Avoid disruptions in service by making sure that your resources are scheduled optimally and efficiently.

Using Scheduling in Customer Service Hub, you can plan and schedule service activities for your customers by bringing together all your resources.
Note: Create a service activity



A service activity is defined to look for the next available time slot to schedule the service and align resources as per requirement.

Box 2: Resource category

Create resource groups

The resources are aligned in resource groups or resource categories.

For example, Bert Hair and Gilda Moss are grouped as Technicians and Bike repair workbench - 1 and Bike repair workbench - 2 are grouped as Workbenches.

With bookable resource categories, you can group your bookable resources by type. For example, you can create categories like technician, supervisor, subcontractor, vehicle, or equipment.
Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/basics-service-service-scheduling
https://docs.microsoft.com/en-us/dynamics365/customer-service/resource-categories-service-scheduling
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Dynamics 365 Customer Service f8#l& IL—T 1« >V J W—ILEFERLTYr—RXREZITRAL—FLZET,

tXa) T4 B—LEERFLIFERESATLEEA,

REFAINTLWAIL—TFTas2T =L £y bZ2ZEEL R/MERORAZERT H2LENHY FT,

EDS520F70 2 avHBHBIZERTITHAVELAHYEINEBZTBICIE. 7232y VA MLEYETY V3 v EEZEEHICEHL ELWVEFTHERET,

Actions Answer Area, . . [

Verify that you have the customer service |
representative security role.

Deactivate the routing rule set.

Verify that you have the customer service
manager security role.

Activate the routing rule set. J @

— e, —

Navigate to Routing rulé sets.
Edit the routing rule set.

Publish the customizations.




Actions Answer Area
| Verify that you have the customer service | | [ Verify that you have the customer senvice
| representatwe ser.unty role. - ' manager security role.

1Venty that you have the customer service | 1
|mana_ger securityrole. | C
<

|

l 1 =| Deactivate the mmngruie set.
1 I

Actwate the mutrng rule set.

Msmgate to Ruuhng ﬂlIe sets. ,i !

P, P ———— |

I'_"_-'-'-'--'-_'-'--r

| Edit the routing rule set '
e Activate the routing rule set.

_i*r

Microsoft
Explanation:
Actions Answer Area
Verify that you have the customer service Verify that you have the customer service |
_representative security role. manager ser:urity role.
Deactivate the routing rule set. Nawvigate to: Roulmg rule sets.
Verify that you have the customer service | |
‘manager security ole. _ Deacnvate the rnutmg rule set.
Activate the routing rule set i, @ Edll the rnutlnute seM IC I‘O S 0 ¥
J\ .
Navigate to Routing rule sets. __ “ - Activate the routing rule set |
Edit the routing rule set. *
Publish the customizations.
Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/create-rules-automatically-route-cases



A3 MB-230J I REE [XJPNTest.comizgiit &  MB-230J

HERICEHT B LITRICI B FET ! JPNTest.comld 5 &xFHMB-230J

HAERFEIEE # 1R L £9, JPNTest.com MB-230J

ABRMEREL SBEHFSINFEL

=, CCTMB-230JfiBEENDTA IV VEFIZANET , RERD 7 & £ X _ https://www.jpntest.com/shiken/MB-230J-mondaishu 873f. 3 0% « A Ao > + $514%E|I5/3— F: JPNshiken|
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Dynamics 365 for Customer ServiceZ{#H L TWVET,
Fa—THr—REEMTEZTO0CREEELT ILRENHYET,

HEIIEEETHREN?

A T—RATTITAETAEBBREEZFERT D
B. 7—ADENYHTHREVEZFERALFEY

C.IL—T142FIL—ILEEHR

D. 7—AD[F 1 —ITEBMIRE VEFERALEY

FEfE:C(AAVREHKT D)

Bf: 78

BNFA—F TEITHEEERT DRENHYFET,
BN A—BIZFEDKEZERATIVLEAHY FI M RETDICE, BFEHTEN G T a vEBERLTILEEY,
FEELVWERIEICTRAY AT ESINFET,

Parameter

Phone Representatives

Feature

Service activities
Schedule board
Work hours

New Year's Day

Customer service calendar
Holiday calendar
Business closures

Business Hours

Customer service calendar
Holiday calendar
Business closures

1Efig:


https://www.jpntest.com/shiken/MB-230J-mondaishu
https://www.jpnshiken.com/q/69010-6470251/

Parameter - ' Microsofdature

Phone Representatives -
Service activities

= = = =y

Work hours

New Year's Day ~
_Customer service calendar
[ Holiday calendar:

Business Hours -

Holiday calendar
Business closures

Explanation:

Parameter Feature

Phone Representatives

Service activities
‘Schedule board
Work hours

New Year's Day

Custnm_er service calendar

: y calendar
Business closures

Business Hours

Customer service calendar
Holiday calendar

Businemdo%lr?s F
[
Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/create-operating-hours
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HOATLEITBEEY—ERICFL=ZFYRILEFERALTOET,

BEOEERITIC, KO Web YA MISA4 T Fry b REAVZEMLET, Fry POV I IR ME RIZHIGABEGHEEEICE >TUREINET BEENR>TUMINEE, Fyv bTIEBEEZRCIESEIC
W—T AV TTERENHYET,

Fry bERETILENHYFET,

EDADDTI L aVEIRBICETITILENHYFIMNBEETAICE . 7I/2ay VA OBEYLTY a zEEERICEEL, ELWVEFTIHENET,

AR EEOERROIEFIIERH >THERTYT , ERDIEFZEIRL-BZETH BREITONFET,

Actions Answer area

Create the survey in the Live Chat record.
Set the topic Status to On.

Create the survey in Forms Pro.

Q0
OO

Create a work stream.
Set the routing rule.
Set the Enable Agent Affinity to Yes.

Create context vanables.

___________________________ 1 T O s S S S O Al S 0 o O o S0 W
Create 3 work stream,

::::::::::::::::::::::::::::_!i : >ét the Enable Agent Affinity to Yes. :
et the routing rule. Bl N L 0, A 20 1 T S
S S S S S S S S S S IS IS S ESESTESg P e e e R R e = 1

Create context vanables |
Explanation:



Actions Answer area

a
Create the survey in the Live Chat record. '-1 M Lﬁrﬁ@m fi @

Set the topic Status to On. | _ z' A Set tl'ie routing rule
S ' o =
Create the survey in Forms Pro. = wa Y B ! 13 | Set the Enable Agent Affinity to Yes.

4 Create context varniables.
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HHLEIL, a4 9 b4 —TDynamics 365 Customer Senflice 7—9 AR—RF7 T H#FRALTWET  ZE LA EBEEDIVRRYIVRTAIZ7AILTEHPIZHE>TVWET , SATFvr vy b A—IL ~I—
RAFZERLLIZRERTEINET,

F—RT—TIIZE, #IE EVWSBRFDARELIINEENTVET , A —IL LLTY—EXR—FIL ELVNN—FF—DCRMI R T LEDEHEIC K > THEMIZAR SN =7 —R (T MERFFITHISHBEARE S
nFEy,

I—CzV N RAT—ITFATLIEA—THETIRIC. ZEFLARADT—REHBRICHRER 57 T a vEBNTILENHY FT,
EDIDDTHZIRFBICEITIARNETLEOIN?EZFTDICE THIRX A LBEYGITHZESERBESE, ELVWERICHERBEZ TS,

Configure case sorting in agent inboxes | mm |r0 S Ofﬁ

2 Open a session template.

3t Open an experience profile,

:: Edit the Inbox record type: Case.

:: Edit the Inbox view: My work items.

;i Add the region column ang save,

1E fiz:



| ¥ Open asession template. # Edit the Inbox record-tyfe: Case.

Configure case sorting in agemifﬂﬁ . Answer
ﬂ-—M-lw_ Cﬁ@SQfﬁ“““““
= |

it Open an experience profile.

:: Edit the Inbox record type: Case.

L L4
-

13 Edit the Inbox view: My Work items.

:EE Add the region column and save,

Explanation:

co"ﬁgmmm"gE‘miMiC rosoft =
1

Editatie Inboxrecord type: Case.

-
-

it Open a session template.

i1 Edit the Inbox view: My work items.

A8}

¥ Open an experience profile.

3 |ii Add the region column and save.
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Dynamics 365 Customer Service TT—Y o b RV YT hEERLELRZ, RV Y T MIROFIEZEMT 2BENHYET,

1. REXZEZERALET . SHALICE  RBREDES LG TABTL £ 557

2.1 EOFIRT BEODT7THV Y FOFMEBERICSEELET,

. KITTHADFIELY FERHETET,

DEGFIEDZ A TEBRTILENHYET,

BRATYTEEBRTEHELEEIZEDAA TE2RIRTIBEADHY FTITHI?BZBICE BYULEATEELVWRTYTICRS YT LET K24 TIE 1B EHE, FEFo K FERASAGZVGANHYES avT
UVERRTBIZE ARAVEDREN—F FZVTTEN R O—ILTERENHIGENHYET,

FEELWLVBIRSEICTI RS Y AT ESHhET,



Types

icrosoft

¥ Agent scnipt Step
2 Macro Use the spetifid Qreetifig.
Send customer details,
it Text instructions Vi e s,
EfiZ:
Types Answer Area
ii Agent script Step
Macro I = Use the speafied gréeting.
E ° sepd.customer details.
I| :: t n I °
| Text instructions = Boen new steps. | % Ageisciieh ‘
L]
Explanation:
Types Answer Area
i3 Agent script Step Type
| T
iz Macro " Use the specified greeting. [Text instructions |
w Send customer details. [Macm
as i ]
2 Text instructions pe Spen riew step . F?i’?“‘ =
: ‘Micros UfH
L=l

B f: 82
BEEEVIFUoERBT DRESHTHLTLET,
TOFUREIAFT R0 EUTICRELGIFNEERTEF LA BARTE UTOEHEZE-T V) 1—2avEROTHET,
CRERDIITFUODREEERLET,

RENTATRO0 EEHBRADIBHEE hRIT—H—EX T—REERLET,
Y)a—LavERETIRENHYFET,
EQOTY/AP—%FERAIRETLLIMN BETSICE BEEETEI G T avEBIRL TS,
FE ELWVEBIRILICTRA Y A ESNET,



1E fi#:

Requirement

Monitor vaccine temperatures.

Create rules and conditions.

Create a customer service case.

LIV
me Micros

Technology

loT Devices 2
loT Devices

Azure Sphere

Azure Endpoint Manager
Azure Monitor

Azure loT Central e

Digonnegted Azure Stack

L o

gzﬁnaﬁdnt“ﬁoor Rules engine
Azure Monitor

Azure Monitor Alerts w

Power Automate
Business process flows

Azure Notification Hub
Azure Monitor Alerts
Connected Customer Experience el [15.

Azure loT Hub

Connected Customer Expenence

@x)

e Plemier Support




Requirement Technology

Monitor vaccine temperatures. loT Devices o
lol Devices
Azure Sphere”
Azure Endpoint Manager
{ Az_l_J___re Monitor
Create rules and conditions. rAz;.fre loT Central
2 Azure loT Central
Disconnected Azure Stack
Azure Front Door Rules engine
Azure Monitor

Generate an alert, Azure Monitor Alerts
| Power Automate
Business process flows
Azure Notification Hub
1 Azure Monitor Alerts

. Create a customer service case. Connected Customer Experience

Azure loT Hub
1 Connected Customer Expernence

Azure Portal

. IVI i C ro S Oft Azure Premier Support

Explanation:



Answer Area

Requirement Technology

Monitor vaccine temperatures ol Devices 4

Create rules and conditions. Azure loT Central g

Generate an alert. Azure Monitor Alerts »

Create a customer service case. _onnected Customer Expenence -
B4 83
FECOEMIE RALSFTUAERTT 52— EOEMO—EHTYT, V) —XOZREMICIE BESN-BEZERTELHAOV ) 2—2a VA EFENTVET ML Y MIE BEOEELAHDI DL HNIE, ERE
NEVWEDEHYET,

OV IVOBEMICEETSHE. TOEMICRAZLEFITELGARYFET , Z0EH ChoDEMEILEA—BERICKRTEINERA,
%%t & Dynamics 365 Customer Service Hub R L TWLWET,

ARAI—H—ERBHFIL LF EBEEE . EBFA I BLUF21—CHEEMRREETTETILENHY FT,
NARAI—H—ERBLEEI EFA—IIOBEEERREETTETELA,

NRAEI—H—ERBUENEFA—IL 7 FLADOEERRRERITTELILEHRT IRENHY FT,

ERER: AX— N TYFUTEREMILET,

V)a—Ya EEEZEEZLTHETN?

A [T

B. LMVZ

Ef:B (24 FEEET D)

B 84

#7%:1=1% Dynamics 365 Customer Service EE& T,

BEENSIRESN-MEZENRT ILELHYET,
H—ERBEEED1—ILDT—RAEEELERT ILENHY FT,

AIZHRETIVHENHY FITH? BETHICIE, EEEETEYGA TS a VEFERLTIEZSD,
FEELWMBIRSEICTI RS Y RMTEShET,


https://www.jpnshiken.com/q/69010-6470257/

Requirement Option

Ensure that cases can be assigned easily.

DTQB.I'!IIB.DGI"I |n5|
h \ se settmgs

Automatically genera% Wp phone calls. v

Publisher
_ Automatic record creation and update rules
SN /) ESubieds o £4

2P L

Requirement Option
Ensure that cases can be assigned easily. v
Organizationinsights
 Queues |
Parent and child case settings
Automatically generate follow-up phone calls. v
Pu_bll ghgr ____________
ﬂ - .  Automat ‘F record creation and update rules
mo Miciegart — -
Explanation:
Requirement Option
Ensure that cases can be assigned easily. -
Organization insights
Queues .
Parent and child case settings
Automatically generate follow-up phone calls. v
F’ubilsher
Eﬁ:ﬁ: 85

& £t TIE Dynamics 365 Customer Service 2R L TWE T, COEHIE Fr v bRy FEF LZF v RILEBRIZEHKELET,



Fry bRy FEI—Cz U bADBHEEZEIRAL—V a3V LERA,
Fry bRy FOBBEE S TN a—T 1 VI TERERHYET,
EDEFTT YL avEaEEATNEINTIMEETRICIE. 7923V URAMHTRTOT7H a3 vERZEEBCBEL, ELWVEFICERET,
FE EAEOERBEOIEFIERH > THLERTYT EROIEFEZRIRL-BEATE BARBONET,

Microsoft

Explanation:

Actions

Q0
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—b

4

Answer area
Create the chatbot application and assign it as an agent.
Add the chatbot to a voice workstream.
Add the chatbot to the queues.

Set escalation rules.

Set code to engage the chatbot.

Dynamics 365 Customer Service Z AL TWET  ¥—A LA—FhoF Ly P RA—ZX (KB)SEEZRXTLTWET , F Ly PEBEINSR—FIILEZFEATEIELSICHRESATNET,

REET-RICV VI L BEEHEITIVENDHYET,
FEEHRITHT HMRKIIFTTH? MET BHICE, AEBETEI LA T a v EBRLTCESY,
AR ELWERIEITTI ARSIV PR EESNET,

o,
®



Requirement

Attach and email a KB article from a case

Select Link article to the case and em
L:nk the KB ar'tlcle to the ca system will autumahcaﬂy email the KB article to customer
> fas e an email activity and attach the KB article as a PDF

apwed KB article, select Link the KB article to the case and email the link to the customer.
he KB article to the case. Create an email activity and select Insert article.

Requirement - I Solution
L ]
ttach and email a KB article from a case. = v
Llnk the KB article to the case_ThE system will autornatically email thg KB article to customer.
Link the KB article to the ease. Create an email activity and attach the KB article as a PDF
wtach a KB arficie and emailalinktothecustomer. . _ §gema " -

Fc»r the apprc—ved KB amcie select Link the KB article to the case and email the link to the customer.
Link the KB article to the case. Create an email activity and select Insert article.

Explanation:
Requirement Solution

Attach and email a KB article from a case.

Select Link article to the case and email content. :
Link the KB article to the case. The system will autnn'ﬂtlcalbr email the KB amcle to customer.
Link the KB article to the case. Greate an email activity and attach the KB article as a PDF.

Attach a KB article and email a link to the custoamer. -

. Y ENHIEMKB icle mmwmmbmﬁamwmmmmwm
| ' M [ iches t Link the KB article to the case and email the link to the customer.
i Create an email activity and select Insert article.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/find-knowledge-articles-within-record-dynamics-365
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Scenario £ J\V; ICYOSO tConﬁgur&ﬁnn

Escalation workstreams A -
One routing rule that includes both escalations and regular tickets
Two routing rules: one fur_esf:alﬁﬁ ons and one for regular tickets
Code snippet to engage a bot

Bot channel from the Microsoft Azure portal

Escalation handling tool

Power Virtual Agents
Unified Service Desk
Customer Senvice Insights
Customer Insights

Scenario ‘—*j Mms Oft

Escalation workstreams ny -

One routing rule that includes both escalations and regular tickets
Two routing rules: one for es?rﬁ:aiations and one for regular tickets
Code snippet to engage a bot

Bot channel from the Microsoft Azure portal |

Escalation handling tool

Power Vi&tual_Agen’{S ,

Unified Semvice Desk

Customer Service Insights
| Customer Insights

Explanation:



Scenario Configuration

Escalation workstreams -
One routing rule that includes both escalations and regular tickets
Two 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 v
Power Virtual Agents

Unified Service Desk

Customer Service Insights

Customer Insights

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/configure-bot-virtual-agent
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A—Y—F FLyPREEZRR VUV BLUFETEILE DY ET , A —F—IZIE HEEINLG T LY DRBZRMIT IVELNHYET,

Dynamics 365 for Customer Servicex M 2 ENHY £,

EDIDDT7ILaVvERTTIMBENHYFEIN?ENTNOERNY ) 2 —2a D—8ERLTUVET,

FENEFNAOELWDERIZIRS Y bOMMENHY T,

AREIVTATAICIY I Ty TEEMLET,

M a—23 I 9 RTA—F—T BEAREMMTIOT A T4 ZBRLTHS FLYDEBEBRLET,

T LY SR REBREIVA P —RICBELET XRIZ, La—FE2/4JI2B8HL BARRIWERIRLET,

V) a—230TH9RTO—5—T BREERSNMI VT4 T4 ZRBEAL [T —LIZBIRLET AM T+ —LEHREL FLYIDREOY TSI Y FEERLET,
M a—23vIHRTA—F—T RERREAMMI VT A TAZEBEAL [TA—LIEBRLET AM VT —LEHREL . FLYPA—XOBRRIV FA—ILEBRLET,
IEfE: (EfEZRTLED)

m o O W
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T—Z2DHERFIEZEMT 2HELNHY FT,
I HmETIDHENHY FTH?

A EBT—F2Y9—EX

B. ECAX7OEXIFIHRE
C.7—4y7n—
D./\TJ—F—FrA=3 Y

E.RiE

EfR: (EMERTLET)
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A confirmation section must be added before the resolve section.

Example: Add an on-demand action to a business process flow.

The Dynamics 365 (online), version 9.0 update introduces a business process flow feature: business process flow automation with Action Steps. You can add a button to a business process flow that will trigger an
action or workflow.

Reference:

https://docs.microsoft.com/en-us/power-automate/create-business-process-flow#add-an-on-demand-action-to-a-business-process-flow
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& 73 1= [£Dynamics 365 for Customer Service EIEE T,

BREET VT TLT DRENHYFET,

WDOEBERZET VT4 TILT BRENHYETH?FNFNOEREITEHEY)1—23VFRLET,
EENETNOE LVERITFIAAS > FOBENHY FT,

A BEHMSEELHY  YR— DR Y BFHEIFIEREMNEIY 72Uy,

B.BBEI&, B E S oIC1000MFIX1FEMEHLET,
CEENIVAAMLAYKNIAEZEMTEIBHENHY ET,

D. BY DY R— rERZE T RTODA—IILYR— DB A=Y R— FDFEREEBEYR—FOERICERETIHLELHY T,
E.BEEDERMETL, ChULDYR—FIBEHY FTEA,

EfE: (EfEZRRLET)
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Workstream

Work Distribution Mode

il M iC o Sth

1E fiz:

Conversation

50

100
200
300

T eR T

Conversation

v

Work Distribution Mode

Pul__
L Qugye

Push,
Pick

Capacity

=
100
200

300

Explanation:




Workstream Conversation

w

Work Distribution Mode Pull
Queue
Push
Pick

Capacity

50

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/unified-routing-work-distribution
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B.7—RXRIVTATAT HYI—R-Fr—XRINBRI«A—ILFEIVEVIEEHLT, J4—ILFEEDFET,

T—RIVTATAICEDRR L—=ILEERLT HRIT1 2ULEDF7r—RAAAVWTWAIGESICEARFALEWLKSICLET,

C.EDRRIL—IEHERLET,

D.EEELT—RADAA MLD T4 —ILEN FTr—RANRTr—IANOHBETETs—ILFELTHIBRINTWENWC EEZRIELFEFT BREET—RFATOT4—ILFZEV R MIEMLET FEORELZEET 00
BEHYFERA, CNET I+ FOEMETT,

EfE:A (DA LEHREKT D)

Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/define-settings-parent-child-cases
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F#ld, Y R— X2y ILBEENLDBEINEDLEZLYNRMICERTELLS  FLYIDR—RZBELLTVS, T LY IR—XRIZ[E UTOEENFEHL O TLWIRELH D,

*HR— RSy TREITICHBREREEIRYET S,
FREBRICE, &RFAODODEHEL T LY DEEOADNRTINSGEIICLTLEE,
*HLWISURREERBAEEZAVTEREZEHT 5,

T Ly IOR—RADHHE

RETDRELADHYEY,

EDESBTHZELHIRNETLLOIN? AERMTEYGERKREZZATLSLESL,

T EEEITIRA Y FAMEShET,

Knowledge Search capabilities and lifecycle

Requirement
Configure Knowledge article search.

Mi {E F‘@g@-%{accurale search

results are retumed,

Update branding and product terminclogy
efficiently.

Action

l

|Sel up Dataverse search.

Adjust Knowledge article parmissions.

| Customize search filters.

*Enable knnwledg;e article versinning;.

Increase Knowledge article visibility.

Modify article expiration dates,

|

|Perform a bulk record update.

Set up regular audits.

Use Al suggestions.



Knowledge Search capa

T mT Microsoft

Configure Knowledge article search. v

Requirement

Adjust I(nowtedge*a?ﬁd’e permissions.
! Custorntze Search filters.

'n--m
—

E3

Ensure only current and accurate search.
results are returned.

‘\-H——M——-n—-—r—w-r—— —

f Enable knowledge article versioning. |

Increase Knowledge article visibility.

Madify article expiration dates.

Update brandingign@ product terminology v
efficiently. v Perform a bulk record update. |

— o o omew

Set up regular audits.

Use Al suggestions.

Explanation:

Knowledge Search capabilities and lifecycle =

Microsoft

Configure Knowledge article search. Set up _Datﬁy_"ﬁgﬁ! search.

Ensure only current and accurate seasch Enable Knowledge article versioning.
results are retumed.

Regquirement

Update branding and praddctterminology Perform a bulk record update.
efficiently.
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Configurations Answer Area

Agent scnipts Requirement Configuration

i - - Jiats LT -
App profile manager uniionm application expenence

Standard responees -
Smart assist

1E fZ:

Configurations Answer Area

E Roiant srddte I .

| Agent scnpts | Requirement Configuration

1“ T T S — UniforpYappiieation experience 3 App profile manager '
App profile manager | " LN T = - u

1 ___________ . ==
__________ | StInaBId TES0se. r Agent scnipts !

r—
1 sMmart assist I

Explanation:
Configurations Answer Area
& - - . 2 » *
Agent sCnpts Requirement Configuration
Linifarm anm ¥ war ] . e r
App profile manager Uniform application experience App profile manager
B Standard response Agent scnpls

Smart assist
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B. BEFKICIRETAH LY R— T EIZ 25 BNEFE 25 BANDEF A —ILICHETI2EET HLOERZERLET,

C.50 [ EIDEEEL 50 BINEF A —ILICHE T 2EHET BERITOHFLWIR— LA T77 UG ZEICHLWVEREERLET,

D. &0ty FTEICERLGIERT VI L—FEERLET BULGTUITL— FEBERICERALET,
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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-entittiement-define-support-terms-customer

https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-entittements-templates
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HEZE Web A MIIEBEOHAA BENFATELLIICTILENHYFT,
HE=IERZT o EHN?

A.Web 44 FZEERLET, Web 44 ~® Dynamics 365 4 FIZURL #EBMLZET,

B. Dynamics 365 R—Z LEERLET , R—LR—DAML BEHROER—DERRLET,

C.Web ¥4 2 Web R—IFERLEIT,URL #EML T, Dynamics 365 ML DHEEHRDEDERICY Vo LET,
D. iFrame URL ## L ZE 3 HTML 23— K% Web ¥4 +® iFrame IZ2aE—LZET,

E.iFrame URL % Web 4/ FIZEBMLZET,

EfE: (EfEZRRLET)

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

BR: 97

HAILEIEI DRI T—H—EXRFZFRALTHR— b y—REI—DV FPDONTA—TREZEEBLTWET,
EHEEEATEZRET HSFETT,

ARG EIE T CICERATES Y a—2a v FERALTCERMMERET ILELAHY T,

EDV) 21— a vaEFERIRETLLSMNM AETSICIE ABFEEHTEUGA T a vEERLTLESL,
FEEELWMLMEIRCEICTIRA Y A EShET,

Historical snabytics configuration

Reguirermaents

Goal management
Powe: Bl integration

System views

& mgiiager dathbosrd
Customer mights dashboard

s tomer servece perlormances dashboard

s nie Kririviedioe analyvtios dashboard
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=Microsoft s

Is the sacurnity role required for analytics configuration Customer service manager
Analytics report author

Custofer Service 5 - administrator
Playboskmanager

Configures histoncal analynics for case regolutiopimipirigs. |

Goal management
Power Bl integration
System views

L_'onf:gu;_ﬁ i"-ﬁ_l‘:l:l-i.'.'k.ﬂ?ln.i.fytucs data dashboard

Customer insights
ISIOMET Service Mandao tashiboant

Customer service performance dashboard

Knowledge analytics dashboard

Explanation:
Historical analytics configuration .!

IMMJ. crosoft

Solutions
Is the security role required for anabics cunﬁgur-:tibn s Customer service manager b w
Configures historical analytics fgf Tase resolgtion metncs. Charts v
Configures histofical anahyfice 3% dashboard Customer service manages dashboard »
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Setting Value

Total number of queues v
2
4
5
6
Number of automatic case creation rules v
1
2
3
4
Number of routing rule sets v
3
4
. 5
Microsoft 6
1E fi#:
Setting Value
lNotal number of queues K
ER
4
5
6
Number of automatic case creationrules ~ w
i1
2
3
4
m (VIICrOSOTt
Number of roufing rule sets e | Y
31
T
5
6

Explanation:



Setting NicroeniValue

“otal number of queues -

3

4

5

3
dumber of automatic case creation rules -

1

2

3

4
lumber of routing rule sets v

3

4

5

5]
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I—Cz VbRV TREAMDCTIRENHYFET,

EDTIav 34 TEERTHILENHYEIN? BETSHICE, BEFEFETEDGA T a VEBIRL TS,

Agent script Action type
Verify customer’s information. o
' Smart assist
Automation
Text
Enable auto search for the v
knowledgebase articles. Text
_Aulomalion
Macro

EEELLBIRSEICTIARA Y RAMEShET,
EfiZ:



Agent script Action type
Verify customer’s information. v
Smart assist_
'Automation |
Text
Enable auto search for the -
knowledgebase articles. Text
 Automation
| Macro
Explanation:

Box 1: Automation

The automation dictionary maintains the contextual data for sessions. You can use the keys from the automation dictionary to pass the parameter in an action.

While creating templates and macros in the admin app, you can pass parameter keys such as title of a session, title of notification, title of an application tab template, and custom parameter values for application tab
types.

These keys are replaced based on the contextual information available at the time of execution.

Box 2: Macro

Automate tasks with macros

Overview of macros

In the customer service industry, agents have to click often to perform simple tasks, such as open a form, fill, and save it, and many repetitive and monotonous actions, such as greeting and verifying a customer,
sending acknowledgment mail, and taking notes. These clicks and repetitive tasks can lead to human errors when agents copy and paste the data across different operations.

Macros are a set of sequential actions that are performed by a user. They enable users to perform daily operations efficiently in a fast and process-compliant manner. You can reuse macros with different sessions
based on the context parameters that are specific to the session.

The value propositions of the macros are as follows:

* Automate repetitive and monotonous tasks with a single click.

* Minimize human errors.

* Adhere to business processes.

* Lower average handling time.

* Improve customer satisfaction.

* Create contextual and reusable macros.

Reference:

https://docs.microsoft.com/en-us/dynamics365/app-profile-manager/automation-dictionary-keys

https://docs.microsoft.com/en-us/dynamics365/app-profile-manager/macros

https://docs.microsoft.com/en-us/dynamics365/app-profile-manager/smart-assist
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T+ —LEBRTETIRLENHYET,
fAIZEZEITNIELNTL & S5H?

A. PowerBi #y ¥ aiR—F
B.EoxXT7O+R 70—

C. Power Automate 7 A—

D. EYRRIL—IL
Ef:D(TIAVRERKT D)
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A—H—FHR—F F2—IoEETETILENHYET,

fiZiR

E1—HY—Fa1—FTFAR—MIBRELFET,

LRI ELRNL2DF2—5NTYYIICEEL ZETHIAN—FEMLET,
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A. [y

B. LMV R

Ffe:A (A EERT D)

Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-queues-manage-activities-cases
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Security roles for bot user Security roles for bot user

Bot user Requirements

Provides bot user access to the support agent
Provides bot user access to seafth the knowledge base articles.

Customer Service app user

Customer service manager

Omnichannel agent - [
L
Productivity tools user — M I c ro S Oft

. mmVTtrosoft .

Provides bot user access to the support agent. | Omnichannel agent

Customer Service app user

Provides bot user 3ccess to search the knowledge base articles. Productivity tools user

Customer service manager

Omnichannel agent

Security roles for bot user Security roles for bot user

| Bot user Requirements Security roles
Provides bot aser access o the supgaagerk [Comichnnel g
Provides bot user access to sedrch the kmowledge base articles. [ preductity tools user

—diVilimaalda
B BV RS b N o N
o Smnichannel agent

[ Productivity tools user
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Requirement Action

—\ it get el

Add a holiday
Placethe SLA on hold

Configure schedule settings,

Activate the schedule
Specify an end date

1E#Z:
Requirement

Create a new schedule.

Add s ol
QJQ% he SLA on hold
W, ™

5T
-

L
k)

Configure schedule setti gsf"ﬁ
F_ %
A\

Activate the schedule
3

]

% »
N e

Explanation:
Requirement Action

Create a new schedule.

) v
Microsoft [y |

Plage'the SLA on hold

-
-

Y
Configure schedule settings, &5 " v
Activate the schedule

\\% Specify an end date ‘

References:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/set-up-holidayschedule
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Answer Area

%

Scenario
dashboard for Tier 1 customer service

reps handling many support cases at the
same time

one dashboard but more than one entity

dashboard that.can easily switch from
standard view to tile view

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

Dashboard type

multi-stream dashboard only
single-stream dashboard only

multi-stream or single-stream dashboard

-

 multi-stream dashboard only
single-stream dashboar

iulti-stream or single st %é@%@& @%Ji

-

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

-

multi-stream dashboard only
single-stream dashboard only

multi-stream or single-stream dashboard

]



ssveraves— Microsoft
Scenario Dashboard type
dashboard for Tier 1 customer service of 8 o
reps handling many support cases atthe  [multi-siream dashboard only
same time single-stream dashboard only
multi-stream or Single-stream dashboard
one dashboard but more than one entity W v
'fmuti-stream dashboard only |
Single-stream dashboard only
multi-stream or single-stream dashboard
dashboard that can easily switchfrom = v
standard view to tile view ¢  multi-stream dashboard o_nly_
: single-stream dashboard only
multi-stream or single-stream dashboard
dashboard to which Global filters and v
Time Frame filters can be applied multi-stream dashboard only
_s_iﬂgl_e—ﬁt_ream dashboard ﬂnLy T
multi-stream or smgle—stream dashboard,

Explanation:



Answer Area

Scenario Dashboard type
dashboard for Tier 1 customer service i v
reps handling many support cases atthe [multi-stream Mﬁd only
same time single-stream dashboard only
multi-stre@m or Single-stream dashboard
one dashboard but more than one entity v »
imulti-stream dashboard only

s_i- ngl::--strearn dashboard only
multi-stream or single-stream dashboard

dashboard that can easily switCh/rom .4
Stahdasd view to.tile view multi-stream dashboard only

vIIGI Vok single-stream dashboard only
multi-stream or single-stream dashboard

dashboard to whigh'Glebal filters and v
Time Frame filters ¢anbe applied multi-stream dashboard only

sl ngle-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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HUEDNBEADRGERZA -0 BRIICERINEEF A —ILEBEEICEETITVATYIOTAREHILET,

T=—AD S TN a—T 4 T ETI0IC BEENBEZHINT S-OICHFICERSN-BERET S LEHELET,
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e "“"“.-Microsoft

Resources

Security roles I“‘I'*""“"'t Goﬁ\ Tool

Working hours %\: E

p@%&deﬁned questions.

Include recommendation chatbots.

Business closures

Tools swiehres |\ /| i crosOft

Resources

1 Sacn ok Requirement Tool

Send predefined emails. ‘ Resources ]

Ask predefined questions. Security roles

I Working hours

l Business closures |

Include recommendation chatbots. Working hours

Explanation:



Requirement Tool

R

Send predefined emails. Resources

Ask predefined questions. securtyrples O g

L)
P |

Include recommendation chatbots. Working hours

Box 1: Resources

Establish a one-step process to send a predefined email to customers once a representative is done helping them.

Box 2: Security roles

Ensure that representatives ask predefined questions to identify a customer before troubleshooting a case.

Assign a security role

Security roles control a user ' s access to data through a set of access levels and permissions. The combination of access levels and permissions that are included in a specific security role sets limits on the user's
view of data and on the user ' s interactions with that data.

Box 3: Working hours

Have chatbots available to help make recommendations in typed conversations.

Operating hours define the hours when your organization ' s customer support team is active and available to serve customers. By setting up operating hours, you help your customers and your organization work
together to resolve issues.

The operating hour schedules cater to the following scenarios:

Display the non-availability of customer support on public holidays that are otherwise operating hours.

Accommodate change of calendar timings for daylight saving time twice an year for timezones that have implemented the daylight saving time.

*- > Set up separate schedules for agents, bots, and queues to cater to different business scenarios and product lines seamlessly for any channel.
Define schedules to transition customer queues from bots to agents.

Customize the display and other settings of the chat widget during non-business hours.

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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Requirement SLA options

Configure business hours. SLA applies | v

only during this time. Only standard SLA
Only egh_aqua SLA
Both standard and enhanced SLA

Pause and resume an SLA. ! | v
Only standard SLA
Only enhanced SLA
Both standard and enhanced SLA

Configure KP| warnings and warning | v
action. Only standard SLA
Only enhanced SLA

M | P@ﬂ\;smrﬁzprd and enhanced SLA

I

Requirejm;bntM icrosolt  SLA options
(=1

Configure business hours. SLA applies

5, v
only during this time. Only standa'rﬂ'SLA |
Onlyenbanced SLA_ _ _ _ _ _
| Both standard and enhanced SLA |
Pause and resume an SLA. u > v
Only standard SLA_
Only enhanced SLA!
Both standard and enhanced SLA
Configure KPI warnings.and warning B 4
action. Only standard SLA

:Clnly enhanced 1§thI

Both standard and enhanced SLA

Explanation:



Requirement SLA options

Configure business hours. SLA applies v

only during this time. "Only standard SLA |
' Only enhanced SLA '
| Buth stand_ard and enhanced SLA '

CE - moo - IUoas o

Pause and resume an SLA. v
Only standard SLA |
'Onlv enhanced SLA
|Both standard and enhanced SLA |
Configure KPI warnings and warning v
action. 'Only standard SLA
Only enhanced SLA
{Both standard and enhanced SLA
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BEICE BMEBOR7 21— R—REBEBEETDIHREILIVTATAHHYET,

AT a—)L R— RZERTHBENSH Y £, Resource Scheduling /85 *—2 —THREL I VT4 T4 2R LET,

RIZEZITRETIMN?

AFLOWY—RBEHZENMLEST  ARFILIVOTATAOHFELVWEL—FEMLET,

B. 774N MDI VT ATARBEDAREZLBIZER LEFT HREILIVTATADHLWLWRT D a—)L  R—FEERLET,

C.R7ZVa—ILAHAR—FZEEMLEST VYR RTVa—LEBEILEBRLET,

D. PHART— 2 EBRALET , ARFILIVTATADHLLVRT D 2a—I)L R—FEERLET,

Eff: A(QAVRERKRT D)

Before scheduling a lead, a related resource requirement must be created.

Add a requirement view to the schedule board.

After creating a requirement for the lead, it will appear in the Open Requirements view in the lower pane of the schedule board that shows all open requirements related to any schedulable entity. This is a default view
for resource scheduling.

However, the views in the lower pane of the schedule board are simply system views and can be edited and added to. It's common to add custom resource requirements views for work orders (or leads in our example).
You can create a schedule board view that shows only leads to be scheduled.

Reference:

https://docs.microsoft.com/en-us/dynamics365/field-service/schedule-new-entity
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AR ELVWEBIRIEICTRAY AR ESIET,

Queue it Type

Geriatric queue b
Private
Public ~ &
Shared
Miscellaneous v
Private
Public
Shared
EfiE:
Queue Type
Geriatric queue S v
:_Eriya_tg !
Public «
Shared
Miscellaneous . v
i Ifri_va:te
| Public
Shared
Explanation:

Box 1: Private

Miscellaneous queues must be visible to everyone

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

In Customer Service, you can create two types of queues:

Private queues: Create with limited set of members to help those members easily view the queue items in that queue. Private queues streamline queue items for the members of that queue only and help to remove
clutter from other user's views.

Public queues: Create to let everyone in the organization view the queue and all of its items.

Box 2: Public

Miscellaneous queues must be visible to everyone.



Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-queues-manage-activities-cases
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Actions Answer Area
Select Associate category

Assign the article
Publish the article @ @

Create an alternate key
Approve the article !
Create a knowledge article

Select Create major version

Mark the knowledge article for
review

1F fiZ:



Actions Answer Area

Create a knowledge article

Mark the knowledge article for
review

Approve the article

Publish the article

References:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/customer-service/customer-service-hubuser-guide-knowledge-article
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EBELVBIRSEICI KA Y bARESNET,
Merge object Outcome

Duplicate cases S v
Merged and canceled
Merged and resolved

| Merged and d&e*M

Open activities | v |
Moved to the merged case
Canceled

Merge object Outcome

. W

Duplicate cases

Merg;ed and resolved
|Meérged and deleted

-

Open activities

Moved to the merged case,

Explanation:

Merg_g_=nbM crosoft Outcome
Duplicate cases B 4
1 Merged@ﬂfcanceled |
Merged and resolved
iMerged and deleted

Open activities . v
Moved to the merged case |
\Canceled
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Option 5 Vdisrosoft

Security role -
Customer senvice representative

Customer service manager

Update holiday schedules’
None
User
Business unit
Organization

Option

Security role

T W "_ -
.JF 4 4 ik L

None
User
Busi ness urut

Explanation:



Option

Security role

Custnmer semvice ITIEHEQEI’

Update holiday schedules

None
User
Business unit

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

Set up individual working hours. v

Configure security settin efine hours for each user account
Configure service gement and all customer service calendars
uread 'i'_ir tion settings ystem settings

MICFDSQ'

Set up new weekly schedule and i

nfigure days off to vary by day

recurring work hours. E@ﬁ
- @ Configure a fiscal year schedule
% Configure individual days off




Requirement Action

Set up individual working hours. % v

CDﬂflg_l}I'E security settings and define hours for each user account

Cunflgu re sen.ru:e managemEnt an-::l all customer service calendars |

T — T — — -

Set up new weekly schedule and., = v
recurring work hours. ¥1'_Caff|§ure da'fi off to vary by ¢ da_y
JCnnfngureaﬁscal y?@n:ﬁcﬁg@l; 4 "-.--
E'Cunflgure individual'days off | AV A RS
Explanation:
Requirement Action
Set up individual working hours. v

Configure security settings and deﬁne hours for each user account
Configure service managerpen%ahd all customer service calendars
Configure agdministration settings and system settings

Set up new weekly schedule and . v

recurring work hours. Configure days off to vary by day
ConfiguiFé a fiscal year,schedule
Configtire individualdeys dff () € ()’

.,k;'.L',

=
- B
S e

i
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Survey personalization

Requirement Personalization

Use corporate colors

Header focal point
Background image

Brandi@e color
@ tion variable

=. M i C r&ﬁmﬁnup question e“

" Subtitle
N‘ Restriction
5“ Survey variable

Branching logic

Add customer by first name

Survey section
Survey variable

Survey text box

Survey satisfaction metric

Usze corporate colors

lization variable

L
Raise the follow-up question 0
Subtitle

‘(\& Resiction

Survey variable

]

Address tE @1&: by first name

Survey satisfaction metric

Explanation:



Survey personalization 5 ; ~f4

- B
Requirement Personalization
Use corporatle colors ' Branding theme color o b ]
Raise the follow-up question Branching logic e
Address the customer by first name Survey varable .
-t

BRE: 115

& %554t TIE Dynamics 365 Customer Service R L TLVE T,

BEY—EXR TV RAR—RIZE ROBREH-ITHARILFTETST—L a3 VHRETYT,
*FI) =230  TIUr—23a v BT RRILTTFUoH— 2 TELTHCBRERAHYET,
ey g VORRREIC. ESI23DDTITUS— 30 A TERCBENRHY £,
*BENRILDTIHILE E—FEFYFUTICERET IRENHYET,
TRTOEHBZBEIT=OHIC, EDV—ILEREEZFERTEINZRET ILELNHYET,
ED2O00Y—ILIEEEZFERIT I2VELAHY EFITHM? TNLEFNOEREITLHEY )1 —2 3 VERLET,
FE ELWLMEBIRSCEICTI ARSIV b EShET,

A HREIIX—H—EREBEA—Dtyary To7TL—Fk

B.77) FJAJ7A4ILIXx—D¥—DF7 TV 5r—2a0 3T FoTL—Fh
C.hRAX—H—ERBEEBE U A—D7ITIr—a3arv 3T FoTL—+
D.77)7O77ALIFZ—P¥y—DEy3vToTL—Fh

Eff: (EfEZRTLET)

Eﬁ:ﬁ: 116
HHLEN RKEEBERBPADEHEED-HIZDynamics 365 Customer Service V> A T LEZEALFEFL , B T—TILD BREBEH A T—FRIZIE H—ERXLARNLEHSLA)ZE DI —BELEBENEESINATULE
R
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SLA Item Condition KPI Pause condition
Front line Employee type = line 1 Resolve by Waiting = true
Head-office Employee type = manager Resolve by Waiting manager = true
SLAIZE D RRFEKPIE, LTOEREICHE>TLET,
SLA KPI KP! field Applicable from | Pause condition
Resolve by Resolve by KPI Created on Priarity = high

FP 5l s FHTR—O vy —150IF, TI4ILFT False[SBRESNTVWEY, BEEIFIE, TIAHILET BITRESATHET,
A—HF— S U184/ TOREEATFIZH LWV —REERLET,

EDFDEIZK > T, 7—ADKPIFIFERULEN—BELINEINEHIERT 2DLENHY FT,

EDFIEEIRTRETIMN?

A. g

B. &%

C. R T—4 REH
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Actions Answer Area

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

In Available to run, select Run this weorkflow 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.

| o

gﬁ:feafemcg@]sss f*h eachof the | ¢

| - - - i
L}stages. d the case acknowledgement email @ __ il

workflow to the acknowledgement-and-resean
Stag e. ] T W

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.



https://www.jpnshiken.com/q/69010-6470290/

1Efig:
Actions Answer Area

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

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

|Create and activate the case-acknowledgement emaill

jworkflow as follows: | @‘ ——————— -@ _______ @
I | Create a ::GuQs process flow record for the

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

| Create and activate the process flow with each of thd |
; SHEE.& Add the case acknuwiedgement email

Create and activate the process flow with each of the !
stages. Add the case acknowledgement email |
workflow as a global workflow. Trigger the workflow |
|
I

B o e e mm mw e e omm mwm ww mm mmm

Create a new business proceas flo @r té
case entity. \Q
I

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

for the acknowledgment-and-research stage.

E;(planation:
Answer Area

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

In Available to run, select Run this warkflow in the

@ background and Az a child process.

)

@ 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.

= \Vlicrosoft

References:
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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Requirement

Handle incoming cases

Import all classes from old
system per requirements

Route cases that are entered
manually

Action

v

Create an automatic workflow
Create a plugin

Create a routing rule

Create a menu option

In the Add Route Case for the import file, add the value no for all records

In the Add Route Case for the import file, add the value yes for all records

In spreadsheet for column Add Route Case add the value No Routing for all records
Manually add each record

Use an existing routing rule

Create a second routing rule

Create a workflow that is set as an on-demand process
Use existing plugin




Requirement

Handle incoming cases

Import all classes from old
system per requirements

Route cases that are entered
manually

Explanation:

Requirement

Handle incoming cases “ "

Import all classes from old
system per requirements

Route cases that are entered
manually

Reference:

=
* Microsoft:e

v

Create an automatic workflow
Create a plugin
Create a routing rule

“Create a menu option™

v

) in the Add Route Casa for the trnpurt flle add the ualue no f for al[ records

In spreadsheet fcr column Add Route Case a-::ld the value No Routing for all records

Manually add each record

v

|
Create a second routing ; rule

Create a workflow that is set as an on-demand process
Use existing plugin

Create an automatic workflow
Create a plugin

Create a routing rule

Create a menu option

In the Add Route Case for the import file, add the value no for all records

In the Add Route Case for the import file, add the value yes for all records

In spreadsheet for column Add Route Case add the value No Routing for all records
Manually add each record

Use an existing routing rule
Create a second routing rule
Create a workflow that is set as an on-demand process

Use existing plugin




https://docs.microsoft.com/en-us/dynamics365/customer-service/overview-unified-routing
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Power Virtual Agents M SBEEH—ERAF LZF Y RILADNY FA T TAEREBHELET L BELOKFENABOI—C VU MIIXRAL—Y 3 v ahFERA,
MREZAERT DICE BEETTITILELNHYFET,

ED2DODHEEERTET AWRENHYFEIMN? TNENOEREY) 12— 0D—8ERLTWET,
EEELWLEBIRSCEICTI RSV I EShET,

ARy bDEYIIVFUTL—F

B.AY—F7LR B

C.aVTHRXMEH

D. A L=F v RILFa—KHDOKRY k

IEfR: (EfEZRTLET)
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—RHLEEENSDOBRVAEHLOEEZNET S -OOREI -V FEERLTVWET,

FREI—CIVME . IRAL—2 3 vDEDIIBEESATI—C U Mo —T 4 V5T AR T ARENHY FT,
BRREIRETDIVENHYET,

EDAVR—R FEFEATIMLELNHY FIH?BETHICE BERHETEUGA T3 vEBRL TS,
FEELWLMBIRSEICTI RS Y FMIEShET,
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- Requirements o) ¢  Component

View customer conversations in real tlme oY v
to determine routing effectiveness. " 1 Schedule board
% |Agent dashboard
N~ Supervisor dashboard
Route conversations to the;ﬁrﬁ avaﬁable v
humanagent. <% Fallback topic
\\% Implicit trigger
Context variable
5,q' IMtesO0soft Component
View customer conversations in real time ~t\*
to determine routing effectiveness. . edule bgard
Supervisor dashboard
Route conversations tumﬁ»ﬁl‘sf avallable
humanagent. < ()% Fallback topic
Implicit trigger !
Context variable
Explanation:
Requirement Component
View customer conversations in real time v
to determine routing effectiveness. Schedule board
Agent dashboard
Supervisor dashboard
Route conversations to the first available . v
human agent, Fall%t’kit&ﬂd Crosoft
licitrigger
Context variable
Reference:

https://docs.microsoft.com/en-us/power-virtual-agents/advanced-hand-off
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A=)l U2 —TIRR BEEY—EABMADF Y RILELTSMS ZHMCLEVWEEZTVET,
SMS FY¥RILDEBEETT T IRENHYFT,
BEITANAE—ICEDT AT MERZEFEATILELAHY FIM? EZDICE, BUNLGEBEOT7AVY MEREELWSMS Fry )L TANAZ—IZFS v I LET  KEEOT AV MERIE 1 B EHE, F1-
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FEELWVEIRIEICT ARSI AT ESNET,

Types ufamquntlw &on @ ﬁﬁ.r&a

Customer ID and Auth Token I

SMS channel provider Account information
Account SID and Auth Token J - ; ! - - - -
Twilio, ; | Account information ‘
Account SID and AP| Ke | Y . ; |
e ') . “ TeleSign | Account information |

Customer ID and API Key

Types of accnunthhrrghjh (" [AngwerAre {

——— o — e ——

Il Customer ID and Amh T-::ken ;
SMS channel provider Account information

Twilio Accuunﬁ é'ID anciuﬁ.:;:tii fc:ken |

—
! TeleSign

Explanation:

SMS channel provider Account information
Tniie L@imé@w_w%n |
TeleSign _,.L o\ ,4 Ciggqme{ 1D and API Key '_!
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
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BERTOIHMEEEAEDICLEISELELEN, FLYD V—ABNFELTWS=OFATEFEFEA, BRT I IHEZEIICTIICE FRLTWSFTLYY V—RZEMT I2BENHY FET,
ED3DDMEY) —RAEFEAITARETLLOIMN? TNTNDOEREIEELHBRERERLTOET 3 DFBERL TS,
FE ELWLMEBIRSEICT ARSIV B EShET,
A FLyIR—X
B. t26iAHE Teams F+v v k
C. Share Point Y1 k
D. LAKRY ADEAR
E.E8TE5Vz YAk
R (ERERTLET)
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EiE =%t (&, Dynamics 365 Customer Service TY—X SNz b TV T EVWSBRRDARRZ L T—TILZEZFERLT, )V —RADFMZEEISE LET, BE%tE, Azure loT Hub IZ Connected Customer Service X% L T,
J)—REN=+59 I ZEBHLTUVET,

loT #ERIZCH RS L T—T )L Leased Truck 2R T 2 HENHY FT,

BREEZERT D2 D2O0FEFTENTIN? TR ENDERIT, T2 GRREEZRRLET,

FENETNROELVERIEZ I RS > FOffELHY F9,

A. Power Platform B+ >4 —CHARERELET,

B. Leased Truck T— /LA 5 loT Alert T—JILAD 1 A ZDEREERLET,

C. LoT - Register Custom Entity 72 >3 V& UHL T V—XENz b5y 9 La—REBEFED loT 7/8( RICEAEMITET,

D. Leased Truck T—JILADEHRZAMICLET,

IEfE: (EfEZRERLET)

IOT enabling an entity type

Dynamics 365 entities can be associated to loT 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 IoT Device.

Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/cs-iot-extend-connected-customer-service-solutions
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£ %1 Tl Dynamics 365 Customer Service @ Copilot TEM T o8tz E L L TVWET , SHICEZHOYR—FREELHY I —2 0 FA—EORERFBIZT IV CRATELRVWLSICHRBRT 2LELHY £,
I—2 x> A Copilot ICEMT S EEIC, BRICEET DREEDATHITAILIICTILENHY FT,

AIZHREITNIEENTL & 5,7

A BB L2 —

B. T RXRTORE

C.REIAILE—

DI—Cz o bTq0L3—
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& % % (I Dynamics 365 Customer ServiceZ#FRA L TWET , TRXTODF Ly DREEDFEEEILI TSIV RETT,
BT Ly PREBREBIAXFULTERINATWEY, MEOHMIIEEOXREICREE A TVET,
BEOFXF—J— FEGAXICHT DAL DIREHEEZEAMCLELEZS, A—F - oHEMBRENEONLZVEVSTHELAHY F L1,
A—H—ICERRERBIT ILELNHYET,

HEFESIITRETLELEIMN?

AT RTOF LY CRBOEREMREZERT B,

B. ¥—7U— FHRBARERET—IINICHEAIMYERZEIY S TET,

C. BIEDFHMMNEEETDRAD 2,200 XFLURNITEFN TS I LEHRELTLZEL,
D.EBEAVTUYT—AIvELYTONRT 4% BMYRAFEN-FEURLIIZEELET,

EfE: (ERERELET)
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& B % HY Dynamics 365 for Customer Service #EA L E T,

BH—RRAT—RRICIFEDRT—2 RBHEMEA SN EITAN? BETSICIE BEEHTE G T a v &EERLET,
R ELWMEIRSEICT ARSIV I EShET,

Case status Status reason
Active v
Merged |
On hold
!Problem_sﬂlv_eg_ Mirracn :
Resolved ' : v

On hold i
iWaiting for details |
Information provided
Canceled B P 0 b, o
'Merged ]
iDn hold
[Researching

1E fiz:


https://www.jpnshiken.com/q/69010-6470301/
https://www.jpnshiken.com/q/69010-6470302/

Case status Status reason

Active

Merged
Onhold, ¢
Problem solved

Resolved

O Hold

Canceled

Merged
On hold

Explanation:
Case status Status reason

Merged
n hold

Microsoft Problem solved m

Resolved 391 . G 0

Waiting for details
Information provided

Active

Canceled

Merged
On hold

Researching
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INSEEE L Microsoft Teams & #fi& & tf= Dynamics 365 Customer Service R L TWLVET,

I—Cx Y ME RLCBELERECYRY LI-thOERELBEIZF Yy FTEIRENHYFET , . A RFIT—H—EXDLCEE FEDFYr v FEF Yy RILICEVBDTZIRELAHY FT,
F—ADHSEREEZRBNCTILELNHYFET,

EEHICHLTCEDEBRZENICT IRLEAHY FITMN? BETHICE BEERETEY G T a vEBRLTILEL,

FE FELWLVBIRSEICT ARSIV FAMESATET,



Configuration of Al suggestions for contacts

Requirement

Chat with contacts who have recent activities with the same
customer,

Pin a specific chat to a channel.

=.. Microsoft

Configuration of Al suggestions for contacts

Requirement

customer.

Chat with contacts who have recent activities with the same  _ _ ﬁ

¥ Microsoft

Pin a specific chat to a channel.

Explanation:

Configuration of Al suggestions for contacts
Requirement

Chat with contacts who have recent activities with the sar%
customer, *

Pin a specific chat to a channel.

Al-based suggested contacts

Al suggestions for similar cases
Rules-based suggested contacts
Enhanced Microsoft Teams Integration

Confidential labels

Auto-summanzation for conversations
Enhanced Microsoft Teams Integration

Configu

uggested contacts |

&
(=
AL ggestions for similar cases

Qules-based suggested contacts
Enhanced Microsoft Teams Integration

Confidential labels

.- Auto-summarization for conversations

=
Al-based suggested contacts

6‘\\ Enhanced Microsoft Teams Integration
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-t A —DBEEFEY—EXRFFHEIEE CHMATETLEL,

JTINEA LOBEEREERTT BICIE. DWEEDCTILENHY T,
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EEELWLEBIRCEICTI ARSI Y A EShET,

Requirement Configuration area
Enable change tracking. O v
Conversation Sentiment
~, [Conversation Data

Conversation Action Locale

Fal. 1 W
v L

Enable real-time sentimer_}tﬁﬁé’l&sis‘ v
~N7 Sales Insights
Customer Service Insights

‘b' : ustomer Insights
- Mucrasaf@ - e
mnichannel Insights

Requirement B Mi@E%Qﬂon area

Enable change tracking. v
|Conversation Sentiment

ik

B
s “V\r Gﬂ tion Action Locale
shike!

)

(V&
Enable real-tir% timent analysis. 4
Sales Insights

Customer Service Insights
Customer Insights

Explanation:



Requirement Configuration area

Enable change tracking. -
Conversation Sentiment
Cor_wegsgti_ﬁn Data
Canversation Action Locale

Enable real-time sentiment analysis. v
Sales Insights

Customer Service Insights
Customer Insights
Omnichannel Insights
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A—Y—BNORTLNTT—REBRTDE AT U RERELLIBABIC BEIA— N\ I TU5—bAQRE) VIDNRBE SN A—IILDVBEMIZEESNIBENHYET , 77— b~ADEEIL,
REHADT—RIZH L TRRENIDBELNHYET,

RRREEET DVENHYET,

BRR VORI O0—%ERLET  7Fo5— tBNEDRAFENI=D 2 THA FAD) VI EED R—ILEREEN2I 7OV avEFRALET,

Y )a—Ta FEEZEEZLTHERTA?

A. [FLy

B. LM V%

IFfig: (EfiZ R LET)
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Power Virtual Agents Fx v bRy FEERLET, Fr v bRy RZIX Power Automate 7O—AEFENTWVWET ,  HEEFVATLEEETEHDY FEA,
HBROL—Y—E Fyry bRy FEERT HOICHNTILENHY FT,

A—H—DA—)L 7T RLARZEML KRy FOEEE Power Automate 1—H— HEUVFSVRAY YT Ea—T—D7IREAIZEYLETEHET Fryy bRy b EEBELEISELFET FILLVAA—F—IC
BEA—IERET R AT arhNENLE>TVET,

Fry bRy FOXBENEKRBLET,

aASRL—2arDEHIZFvy bRy 21—V —LHFT L2, R/MERDIRAEIZERAT H5LENHY FT,

ED2DODT70 a3 aERTTEIBENHYFETI? TNTNOEREE V) a1—23 D0—8ERLTVET,

EEFENFNROELWMERIE 1 RA > FOBEENSHY T,

A 1—Y—IZREBEREEX2) T O—LEEIYLETET,

B. VAT LEBEN IV —ICREERELF1U T4 O—LFEYLETTWSIIELEZHRELET,
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C. Power Automate 7A—%®£H L I,

D. LWV A—H—ITHBFA—ILEZEFEL Fr v bRy FEEXET I ZEMLET,

EEF¥ Yy rRYFOARZL AVTFXRMNE#HZREBLET,

IEf#: (EffZzRnLET)

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
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A—H—E, FT7r—RANELLEMELTVELMRRICOVWTEMLET,

BEEBET DICIEATLEERT SBENHYET,

TNENDRRTHZEZITARETLLSIMN EZETBICIE BEIY 7TEUGA T a vEBEIRLTESL,
FEELWMEBIRSEICT ARSIV B EShET,

Scenario Action
he Contact field information is not v
Jtomatically propagating in the child case  (Add Contact to the Selected attributes for Parent and Child case settings in-system management
hen opening a new case fromthe 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 o Case entity

l child cases are being closed when the -

arent case is closed Change permission on the parent.case s¢ that only administrators can close it

Create a workflow to automatically 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 rul€ to. send all child cases and parent cases to the same user for assignment

he Origin field is automatically populating into hd

e child case Create a business rule to remove the information from the origin field every time a child case is created.
__R_eweﬂg __E}_I'Iglﬂ field from the Selected attributes for Parent and Child case settings in system management.
insifuchusers to manually remove the information in the Ongin field

Delefe and re-create the Origin field in the case form



https://www.jpnshiken.com/q/69010-6470307/

Scenario Action

The Contact field information is not

automatically propagating in the child case Add Cumect to the Selected attributes for Parent and Child case settings in system management. :
when opening a new case from the parent.

Manually type the contact into the field.

1 e ur solution, create a 1:N relationship from the contact enfity to case entity.
o MICLRSO =

enl case is closed. Change permission on the parent case so that only administrators can close it

Create a werl:ﬂow to aunmatieﬂll'j cloee the perent case when all the child ceeee are closed.
L

Create a routing n.ie to send i all child cases and parent cases to the same user for assignment.

The Origin field is automatically populating into
the child case. Createa buemess rule to remove the :nfum'latmn from the origin field every time a Cl‘llld case is created.

Explanation:
Scenario
he Contact field information is not B
automatically propagating in the child case Add . | :
wvhen opening a new case from the parent.  |Copy and paste e 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
Al child cases are being closed when the -
arent case is closed. Change permission on {fe
Creeteawe tmautomaticall : ceeewheneﬂthechildeeeeearecleeed

The Ongin 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.

mmmmmmmmmmmaiummnmm
Instruct users to manually remove the information in the Ongin field.

Delete and re-create the Origin field in the case form.

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/define-settings-parent-child-cases
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RATTa—)LRADT—IILEEBHICTSURS DRETO LR EZHRI IVLELAHY FT MEHRINIELNTL &£ 557

A. Microsoft Power Platform &t >4 —CHREXREFERLET,

B.EEH—EANT 7IUT—2 a3 DRTD2a— )L Y—EREZE#HLET,

C.HY—RRFDa—NLNTFITUr—2av&FRALTT—ILEREEZEBRLET,

D. V) a1—Y a3 vEERREICAVER—FT3EEFICY)a—2a3 0 DA VR— bFREZEHLET,

IEfE: (EfEERTLET)
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HREAI—H—ERXR TRIIE HY—ERX LRI THTU—A2F (SLA) ZHFE>TWVEVWERICHVTIV FTHEEATEARENHYET,
FUTIURDSLAZEIYETEIAEEZRET DRENHYFET,

CHOBEEEERT HOD 2 DOFEIFMTIN? TNETNDERET, REEHRRERZIRTLET,
FENTNDELLERIE 1 RS> bOEELAHY FT,

A . BIFDRBEE SLA ZERAL  SLAZBELI— FIZBIY A THRICEHZEELEFT,

B.BBE SLABNGWT—XZTEIZH LWL SLA ZERLET,

C.SLARBRIZBHL BERICHYHTES,

D.ECHRR AYYYICEDWTSLAZ#La—FIZCEFMNICERLEYT,

E.SLAZ#FEHTLO—FICEIYETET,

IEfE: (EfEZRRLET)

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

AR MB-230JREIEE (ZJPNTest.comiZfit & MB-230J5AERICEHRT 5 L IZRIZITI B ET ! JPNTest.comlTS HEHTMB-230J X ERFIRESE #1244 L 9, JPNTest.com MB-230JiBRRIREE (T S EH I EL
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AT Ta—)LiE 45 nDOEEMREERLTOVET, COMRICEY BEY—ERBLEFIHEFRTICBEHEHERNZTEEFT , SHERREE IO R TEIZERBLZVWEEBZTVWET,
FREZERT ABENHY FT,

AIEHRET IVLELHY EFITH?

A BB ELEEOR 7y 1—)L

B. 7L 4)LAY FDERE
C.ERIN—DRTDa—1Y2y

D. E4 I IL—T

E. BREIGIRRTOR 72—

B (24 R ERERT )


https://www.jpnshiken.com/q/69010-6470309/
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https://www.jpntest.com/shiken/MB-230J-mondaishu
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Reference:
https://docs.microsoft.com/en-us/dynamics365/field-service/set-up-time-groups
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FUOTIURDSLAZEIYETAAEEZRET DRENHYFET,

COEBEERT S5O0 2 DOAEFIATIMN? TNETNOEREE TL2EGHRRERTILET,

FENENOELWERIE N RS Y FOMEELHY £,

A BEFDOBEE SLA ZFEAL SLAZEELI— RICEIYETHRICKBEZEELET,

B.BBE SLADGWT—RZEITH LWL SLA ZERLET,

C.SLABRICHEL BEICEIVETET,

D.ERXRRXR AYYIIZEDWTSIAZLa—FICEBMISERLEY,

E.SLA%#FFHTLO—FICEYHETET,

Eff:DE(TI AV LEHEEKT D)

Apply SLAs on demand.

With the enhancements made to SLAs, you can now apply SLAs to records manually. You can also automatically apply SLAs to records based on your business logic by using workflows or custom plug-ins.
Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/define-service-level-agreements
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SOtV avOBEMICEELEZE TOEMICRSZ LI TEEFRA, TDEH, CNOoDERIELEa—BEEICKRRTEINERA,

BERILE St H Dynamics 365 Customer Service #E8A L TWVET,

IO TIE 1 BREEMATHEEZRTD2—ILLET,

1REO TRy IR TI BRIV I TERT LEIVOZ7R 2078V IVRATHLWLW D a TJZ2HBT S LETEEEA,

CaJERTITAHEOIENMD 1BHE IOV ID—HELELTIIVO_7F ZOEMTAY I THLLWD I TERIRTELEVKSIICTILELHY FT,

BHUEBRETEIICTLIANAD MNEEEEBRT IDLENHY FT,

RESNEBREABEOY YV —RAFHNIOVIEHATEEIICHBREAAL O —EBLET,

V)a—2aVIEBEFBEELTOLETN?

A. [y

B. L\ R

IEfE: (EfEZRRLET)

Instead: Proposed solution: Create a fulfilment 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.


https://www.jpnshiken.com/q/69010-6470312/
https://www.jpnshiken.com/q/69010-6470313/

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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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

Add a response action and scope

Select values for the Operator, (
Comparison Value, and Answer figlds

ladd a response condition and the 4:||.|e<.=.tiu::r1||l I
ifar which you want to create a rule

Add a response condition and the guestion
forwhich you want to create a rule

Select values for the Opegatag, - |
Comparison Valuggand Ansiver EEHE:,H”“ S

| £,

P M I..I
T

2
i

! Select values for the Operator, |
I Comparison Value, and Answer fields J

Explanation:



Answer Area

Create a new response routing

[\/] did@ Fazpdinse condition and the questior

©ﬂ:rr which you want to create a rule @

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

Add a response action and scope

References:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/design-advancedsurvey
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Scenario Action
Search type v
Relevance |
Full text
Categow
seardhy/syntax s Oft v

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




Scenario
Search type

| Full text
LCategow

Search syntax

lr Elevator+Motor+5izing,
Elevator|Motor] Sizing

| Elevator*Motor*Sizing
L FlebatorMotorsSiting

Explanation:
Scenario "1 Action. ¢

Search type ' SN -
Relevance
Full text
Category

Search syntax v
Elevator+Motor+Sizing
Elevator| Motor|Sizing
Elevator*Motor*Sizing
\-Elevator -Motor -Sizing

References:

https://docs.microsoft.com/en-us/dynamics365/customer-engagement/basics/relevance-search-results
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Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/create-workstreams
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Actions Answer Area

Enter Name and selett the plus sigh'toradd
rule item

Publish

In Service Management, create a Routing Rule
set

Enter Name, select Save, and select the plus
sign to add a rule item i @

Select Service Management, select Automatic
Record creation and Update Rules, and select
New

Add conditions

Save and activate

1Efig:
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| Enter Name and select the plus sign to add
: rule item

Enter Name, select Save,@id select the plus
sign to add a rule ftem

i sign to add a rule item

L -—.._.H-_-_ms_n-..ll'

[Select Service Managément, select Automatic_'::
! Record creation and Update Rules, and select |

1
| Save and activate
|

L .

Explanation:

Step 1: In Service Management, create a Routing Rule set.

Scenario: If a case is open more than 30 days, the case must automatically be routed to the supervisor.

Create routing rulesets to route cases.

Use routing rules in Customer Service to route cases to the right agents at the right time without any manual intervention. You can also use routing rules to route cases that are escalated to specific queues.
Step 2: Enter Name, Select Save, and select the plus sign to add a rule item On the General tab, in Routing Rule Set Information, Enter Name and Description for the routing ruleset.
Select Save. The routing ruleset is saved, and the Rule ltems section is displayed.

In the Rule ltems section, select the Add Rule Item button + to specify conditions for routing cases to a queue.

Step 3: Add conditions

Under Then Conditions, specify the queue to which the cases will be routed or the user or team to which the cases will be assigned if the conditions in the If Conditions section are met.
Step 4: Save and activate.

Select Save and Close.

In the routing ruleset record, select Activate so that the ruleset is applied to the cases matching the conditions in the rule.

Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-service/create-rules-automatically-route-cases
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Actions Answer Area

Create new Entitlement template

Set Total Terms to 0

Enter 30 phone and 30 email for
terms in Entitlement Channel

Enter 30 in Total Entitlement terms

(O

Save the template

Choose the Navigate to the
templates option under Settings

=Microsoft

Enter 15 phone and 15 email for
terms in Entitlement Channel

EfiE:

Actions Answer Area

Create new Entitlement template

—

Enter 30 Eﬁone and 30 email for
terms in Entitlement Channel

Enter 15 phone and 15 email for
| terms in Entitlement Channel

| Choose the Navigate to th .,‘5;'
' templates option under Setti

| Enter 15 phone and 15 eail for
| terms in Entitlement Channel R it

Explanation:



Create new Entitlement template

Enter 30 in Total Entitlement terms

Enter 15 phone.and 15 email for
terms in Entitlement Channel

Save the template

Reference:
https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-entittements-templates
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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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Actions Answer area

Update the chatbot messaging endpoint
Configure the chatbot App settings file

Publish the webapp 1o the Microsoft Azure tenant
Enable the Teams channel

S8t the Smart Assist Admin mn!igm'_u-ou : @

Test the chatbot

IE f7:
Actions e R N e
——————————————— - Sl = e s mmm e eww e I r T - oy fE— |
J_Up_c_!a[g the chatbot messaging endpoint. ~ SSSEEEE I\ SR 1 7~ L = ) “ir Configure the chatbot App settifgs file \
A v —u.“-“-::'-:;:.-.q--::...-&-‘:::.gl l__:::::::";'H:‘:-'-:‘i-i'é;:-;::::::::::::::::=
: Configure the chatbot App settings file ! | Publish the webapfito the'Wli€rosoft Azure tenant !
r_ —‘_. —— e e e e e —f —_- —————————————————————————————————— L | ’—- _____-=__':__T____-__ —_—_—_- ————————————————————————————————— » I
| Publish the webapp to the Microsoft Azure tenant. | | o Update the chatbot messaging endpoint |
e T " B S N O N S S R S

Explanation:

* Configure the chatbot App settings file 1 2.

* Publish the webapp to the Microsoft Azure tenant 1 2 .
* Update the chatbot messaging endpoint 1 2.

* Enable the Teams channel 1 2.
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* Set the Smart Assist Admin configuration 3 .

* Test the chatbot 1 2 .

For more information, you can refer to the following links:
* Build a smart assist bot

* Manage smart assist
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Requirement Component

Dedicated presales team inquiries

Queues Y. |
Workstream
Assignment.ruleset

Separate support calls from presales
maintenance Role

Queues
Workstream

Calls assigned to technicians according to

their certification Assignment ruleset
Capacity profile
Prioritization ruleset
Skill attachment rules




Requirement Component

Dedicated presales team inquiries v

Workstream
Assignment rulgset

Separate support calls from presales v
maintenance Role

| Queues

| Workstream
Calls assigned to technicians according to ¥
their certification !' ﬁssﬁg}ﬁjéﬁ{rmgséfj

Capacity profile
Prioritization ruleset
Skill attachment rules

Explanation:

Box 1: Queue

Presales inquiries captured from the company website must be handled by dedicated teams for each country on a first-come, first-served basis.

The idea of FIFO queuing, also called first-come, first-served (FCFS) queuing, is simple: The first item that arrives at a router is the first item to be handled.

Box 2: Workstream

Presales inquiry handling must be maintained separately from support call handling.

A workstream is a container to enrich, route, and assign work items. The workstream is associated with a channel, such as live chat, voice, or case.

The workstream can belong to multiple channels of the same type, like multiple chat channels. In this case, all the conversations from these channels inherit the routing and work assignment settings of the workstream
they belong to.

Box 3: Assignment ruleset

Support calls for specific HVAC systems must be directed only to their respective certified technicians.

Assignment methods determine how a work item is assigned. You can use the out-of-the-box assignment methods or build custom assignment rules by configuring the prioritization rules and assignment rulesets The
following assignment methods are available out of the box:

* Highest capacity: Assigns work item to the agent with the highest capacity, among those who have the skills identified during the classification stage, and who have the presence as specified in the allowed presence
option of the workstream. In this assignment method, the work items are prioritized in the first in first out manner, that is, the work item that was created first is assigned first. If more than one agent is available with the
same capacity, the work item is assigned randomly.

* Round robin

Reference:

https://www.sciencedirect.com/topics/computer-science/first-come-first-served

https://docs.microsoft.com/en-us/dynamics365/customer-service/create-workstreams

https://docs.microsoft.com/en-us/dynamics365/customer-service/assignment-methods
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Table ° Name Create Read Write Delete Append
Business Process Flows {3)
Custom Tables (22)

Service (1)
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Manage security roles

Which privilege type and level are required 1o view the cases? |
| Read, User
Read, Business Unit
Read, Organization
Lﬂead. Parent:Child Business Unit

Which privilege type and level are required 1o update the cases? I
IL.lpdate, User

Update, Business Unit
Append, User
Append, Business Unit

Which privilege type and levelare required to add notes to a case?

Append, User
Append, Business Unit
Append To, User

M i(: rO S Oft Append To, Business Unit




Manage security roles

Which privilege type and level are required to view the cases? o

Read, Organization
Read, Parent:Child Business Unit

Which privilege type and level are required to update the cases? [ v |
Update User |

Update Business Unit
| Append, User
Append, Business Unit

Which privilege type and level are required to add notes to a case? -

| Append, User
| Append, Business Unit
. | Append To, User :

m Microsoft aamssmswm

Explanation:

Manage security roles

Which privilege type and level are required to view the cases? ™\ _r._"-:é:ﬂ-;--rﬁé"ayd, Business Unit
Which privilege type and level are required to upd,:te. ﬂy&cases?‘ Update, User

Which privilege wpeii&euel are reqmrgd_maﬂct nﬁtes to a case? Append To, Business Unit

il I\/Ircrosoft
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Topic 1, Lamna HealthCare

Case study

4
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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.

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.

Background

Lamna Healthcare Company provides health care services to communities across the region. The company provides telehealth services only and does not offer in-person appointments. The company has staff that
speak English and Spanish.

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

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 iliness. 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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Answer Area
Preference

Interval

Start time

Results per interval

Setting

v

30 minﬂiesm ICFOSOF

1 hour
90 minutes
15 hours

8:00 A.M.
8:30 A.M.
12:00 A.M.
12:30 A.M.

8:00 A.M.
8:30 A.M.
12:00 A.M.
12:30 A.M.

3

8

12
Auto-schedule




Answer Area

Preference Setting

Interval v
30 minutes |

90 minutes
15 hours

Start time v

12:00 A.M.
12:30 A.M.

End time v

8:00 A.M.
8:30AM.
112:00A.M. |

12:30 A.M.

Results per interval icros¥
L'_3__|
8

12
Auto-schedule

Explanation:

Box 1: 30 minutes

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

Box 2: 8: AM.

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

Box 3: 12.00 A.M.

Box 4: 3

Patients must be offered at least three alternative times to schedule an appointment.
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References:
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/voice-of-customer/distribute-survey
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Record Catezotylicrosoft

Cases v
Products
‘Managed solutions

Activities v
|Services
Unmanaged solutions

Category

|Products |
Managed solutions

Activities

T ———y

services
Unmanaged solutions
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Record Category

Cases

Managed solutions

Activities
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Steps to enable individual case connections to a Microsoft Teams channel

it Assign the Global Admin role.

[ cm t ®eams chats

. T R O O O S . T R S W

Turn on Gorild

i3 Assign the System Admin role.

22 Turn on Enhanced Microsoft Teams Integration

.. Turn on linking of Dynamics 365 records G a ft¥feams
® channels. \

i1 Assign the Global Admm rale

= 'Tuen on Microsalt Taams chata # Turn on Enhanced an"remu l!'lh?g!nh-on

r——-—h—.—‘_—-‘_-_l—i—'

Tqrr'rdﬂ Iinkhg &f Bynamics 365 records to Microsoft Teams
E chinndls.

i3 Assign the System Admin role.
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Turm on
channel
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FIERIIEN Security roles in the Dynamics 365 Contact Center application
ii Omnichannel superasor Requi ¢ Security role
it Omnichannel administrator Configure new Quick regpenl '\ [
Manage agent sciiptsh ) ° I

i Productivity tools administrator ® Modify ugerqu_wé-aggignmentg,_ }

- "wdd a i'h?virpresence and set as f
i Customer Service representative : gefallt

®

BN icrosoft

1E fiZ:
Secunty roies Security roles in the mics 365 Contact Center application
=]
|CFOS Ofkenen secury ol
Configure new quick replies. _ it Omnichannel administrator
Manage agent 5“1'[;_15? ‘& . i PFGdUC[i'I."i"E‘}’ tools administrator
. Modify user(§ueLciassiinfents. | i Omnichannel supervisor
: '_ﬂdd_'a fiewgpresence and set as i1 Omnichannel administrator
™ gefault,
[ ]
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Explanation:

SECTRY s Security roles in the Dynamics 368 Contact Genter application C .
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# Omnichannel supervisor Requir I IO KL ~-~i I L
. Configure new K rephies, | administrator {
¥ Omnichannel administrator gl GUICK Tephes }D:'nmcharmel administrator ]
Manage ageniscripts. Productivity tools administrator |
i Productivity tools administrator ™ Modifi, user quege assignments. jGrnml:hannEI SUpervisor |
- s Add a new presence and set as ff)'mmu:hannél administrator |
i Customer Service representative ® defatit.
]
]
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Actions

Answer area

Set the skill on the engineer record to Electrical Engineer.

On the resource record, set the Job Title to Electrical Engineer.

On the engineer's contact record, populate the adclress ﬁeids.

On the resource reccrd set the Resource Territory to Home

Create a contact resource and select the englneer S contact rect::rd

Create a user record named Electrical Engineer.

Create a user resource record and select the new engineer.

On the resource record, set the start and end location option list to
Resource Address.
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Actions N\ Nl = v o~ Anferarea
Set the skill on the engineer record to Electrical Engineer. EVES Wl W "'::’;iri’j(ieéte a user record named Electrical Engineer.

On the resource record, set the Job Title to Electrical Engineer. 21 Create a user resource record and select the new engineer.

On the engineer’'s contact record, populate the address fields. 3 On the resource record, set the start and end location option list to
Resource Address.

On the resource record, set the Resource Territory to Home.

Create a contact resource and select the engineer's contact record.
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Branching rules allow you to customize the flow of your survey. You can show or hide questions, choose to navigate to another question or survey, or even open a website based on the response to a question.
Branching rules make your surveys interactive and ensure that only relevant questions are displayed to respondents.

Reference:

https://docs.microsoft.com/en-us/dynamics365/customer-voice/create-branching-rule
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