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Question No: 1 
Note: This question is part of a series of questions that present the same scenario. Each question in the series 
contains a unique solution that might meet the stated goals. Some question sets might have more than one 
correct solution, while others might not have a correct solution. 
After you answer a question in this section, you will NOT be able to return to it. As a result, these questions 
will not appear in the review screen. 
You are configuring a business process flow for a case entity. All cases must be flagged for review. 
You need to complete configuration of the business process flow. Solution: Set the input parameter type as 
Option set for the action. Does the solution meet the goal? 
A. Yes 
B. No 
Answer: B 
 
Question No: 2 
You are a Dynamics 365 for Customer Service administrator. The organization has multiple business process 
flows for warranty management. 
You need to manage business process flows. 
What should you configure? To answer, select the appropriate configuration in the answer area. 
NOTE: Each correct selection is worth one point. 

 
Answer: 

 
 
Question No: 3 
Note: This question is part of a series of questions that present the same scenario. Each question in the series 
contains a unique solution that might meet the stated goals. Some question sets might have more than one 
correct solution, while others might not have a correct solution. 
After you answer a question in this section, you will NOT be able to return to it. As a result, these questions 
will not appear in the review screen. 
You are configuring a business process flow for a case entity. All cases must be flagged for review. 
You need to complete configuration of the business process flow. 



Solution: For a new action named Ready for review, disable the As a business process flow action step option. 
Does the solution meet the goal? 
A. Yes 
B. No 
Answer: B 
 
Question No: 4 
Note: This question is part of a series of questions that present the same scenario. Each question in the series 
contains a unique solution that might meet the stated goals. Some question sets might have more than one 
correct solution, while others might not have a correct solution. 
After you answer a question in this section, you will NOT be able to return to it. As a result, these questions 
will not appear in the review screen. 
Your company provides clients with Dynamics 365 for Customer Service Voice of the Customer employee 
satisfaction surveys. The company has a standardized set of survey questions named Satisfaction Survey. 
You need to customize the survey for each client. 
Solution: Open the source survey and the new survey. Drag the questions from the source survey to the new 
survey. Then customize the questions. 
Does the solution meet the goal? 
A. Yes 
B. No 
Answer: B 
 
Question No: 5 
You view the interactive dashboard in the Microsoft Dynamics 365 Customer Service Hub. 
Use the drop-down menus to select the answer choice that answers each question based on the information 
presented in the graphic. 
NOTE: Each correct selection is worth one point. 
  

 
Answer: 

 
 
Question No: 6 
You are a Dynamics 365 for Customer Service administrator. You are using Voice of the Customer and are 



reviewing survey 
A survey responder marked 10 percent for overall satisfaction. You need to ask additional questions based on 
the response. 
Which four actions should you perform in sequence? To answer, move the appropriate actions from the list 
of actions to the answer area and arrange them in the correct order. 

 
Answer: 

 
 
Question No: 7 
You use Dynamics 365 for Customer Service administrator. You plan to create Voice of the Customer surveys. 
You need to determine which survey question feature is needed to complete the design of the survey. 
Which survey features should you use? To answer, select the appropriate survey type in the dialog box in the 
answer area. 
NOTE: Each correct selection is worth one point. 

 



Answer: 

 

 
Question No: 8 
You are a Dynamics 365 for Customer Service administrator. 
You need to categorize activities and cases by using queues. 
How should you categorize each record? To answer, select the appropriate options in the answer area. NOTE: 
Each correct selection is worth one point. 

 

 
Answer: 

 
 
Question No: 9 
You are customizing a Dynamics 365 for Customer Service implementation. 
The call center manager requires a visual representation that includes the number of resolved cases by month 
for each call center agent. The chart must be visible to all users within the service area. 



You need to create the chart. 
Which three actions should you perform in sequence? To answer, move the appropriate actions from the list 
of actions to the answer area and arrange them in the correct order. 

 

Answer: 

 

 
Question No: 10 
You are a Dynamics 365 system administrator. 
Your customer service team must define goal metrics to track and measure all resolved cases. You need to 
create a goal metric with a rollup field. 
In which order should you perform the actions? To answer, move all actions from the list of actions to the 
answer area and arrange them in the correct order. 

 
Answer: 

 




