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QUESTION 1

You have a Microsoft Dynamics 365 environment You implement Field Service. You need to check the work order
instructions in the Field Service mobile app. Which tab on the work order contains instructions? 

A. Incidents 

B. Other 

C. Info 

D. Booking 

Correct Answer: C 

 

QUESTION 2

You implement the Unified Service Desk (USD). Which two statements are true when creating a hosted control? 

A. Fields that display on a form vary depending on the hosted control type. 

B. You can set a default action for the control. 

C. There are five total hosted control types available. 

D. The owner for the hosted control cannot be changed. 

Correct Answer: AB 

 

 

QUESTION 3

You use the interactive service hub for your daily work. You identify a knowledge base article that can assist with an
open case for a customer. 

You need to send the article to the customer. What should you do? 

A. Create a new email record and set the regarding object to the knowledge base article. 

B. Use Microsoft Skype for Business to send a link to the customer. 

C. Send a link to the customer by using Email a link. 

D. Search the knowledge base from within the case, and use the Link Article and Email Content option. 

Correct Answer: C 

 

QUESTION 4
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A company plans to send out customer surveys. When a customer responds that they are not likely to recommend the
company to a colleague, you need to display another question to gather additional information. 

You need to configure the environment. What should you do? 

A. Modify piped data. 

B. Use a response routing rule. 

C. Add a business rule. 

D. Create an action rule. 

Correct Answer: A 

 

QUESTION 5

You create an entitlement for a customer. In the channels section of the entitlements page, you add email and assign 75
percent of the allocation to email. Which of the following statements is true? 

A. 75 percent of cases created by the customer must be created by using email. Remaining cases cannot be created
until another channel is added to the entitlement 

B. 25 percent of cases created by the customer must be created by using email. The remaining cases may be created
with any other channel. 

C. All cases created by the customer must be created by using email. 

D. 75 percent of cases created by the customer must be created by using email. The remaining cases may be created
with any other channel. 

Correct Answer: B 
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