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QUESTION 1

HOTSPOT 

A company is using several Dynamics 365 applications. A customer sends an email about an issue they are having with
a product during a company holiday. 

The customer expects a response in 48 business hours in accordance with their service-level agreement (SLA). 

You need to configure the system to ensure that the company meets SLA agreements. 

Which products should you use? To answer, select the appropriate options in the answer area. 

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 



Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/set-up-holiday-schedule 

https://docs.microsoft.com/en-us/dynamics365/common-scheduler/schedule-anything-with-universal-resource-
scheduling 

 

QUESTION 2

HOTSPOT 

Which features are available in Dynamics 365 Marketing? 

For each of the following features, select Yes if the feature is available. Otherwise, select No. 

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 



Reference: https://docs.microsoft.com/en-gb/dynamics365/marketing/create-marketing-email 

https://docs.microsoft.com/en-gb/dynamics365/marketing/set-up-event-portal 

 

QUESTION 3

A company uses Dynamics 365 Sales. 

The company plans to use Linkedln Sales Navigator to increase sales productivity and assist salespersons in their daily
duties. 

You need to identify potential decision makers for a sale. 

Which Linkedln Sales Navigator feature should you use? 

A. Related Leads 

B. Top Card 

C. Auto Capture 

Correct Answer: A 

 

QUESTION 4

A company organizes and runs conferences and other events. The company is considering using Dynamics 365
Marketing. 

The company wants to ensure that they can implement key marketing features without requiring any customizations. 

Which three capabilities does Dynamics 365 Marketing support using out-of-the-box functionality? 



Each correct answer presents part of the solution. 

NOTE: Each correct selection is worth one point. 

A. Sponsors and sponsorships 

B. Regulatory compliance 

C. Advertisers and print media and campaigns 

D. Session and speaker tracking 

E. Registration and attendance 

Correct Answer: ADE 

Reference: https://docs.microsoft.com/en-gb/dynamics365/marketing/manage-event-sponsorships
https://docs.microsoft.com/en-gb/dynamics365/marketing/event-management https://docs.microsoft.com/en-
gb/dynamics365/marketing/event-management 

 

QUESTION 5

HOTSPOT 

A company plans to implement new support software. 

You need to recommend solutions for the company. 

What should you recommend to meet each requirement? To answer, select the appropriate options in the answer area. 

NOTE: Each correct selection is worth one point. 

Hot Area: 



Correct Answer: 



Reference: https://docs.microsoft.com/en-us/dynamics365/customer-service/omnichannel-agent-overview 

 

QUESTION 6

HOTSPOT 

You are evaluating activity records in Dynamics 365 Sales. 

For each of the following statements, select Yes if the statement is true. Otherwise, select No. 

Hot Area: 



Correct Answer: 

 

Box 1: Yes 

What fields can be synchronized with Outlook? 

You can set synchronization for the entities listed in the following tables. 

Entity: Phone Call 



Box 2: Yes 

In Dynamics 365 for Customer Engagement, you can create custom activities to support the communication needs of a
business such as instant messaging (IM) and Short Message Service (SMS). To create a custom activity in Customer 

Engagement, create a custom entity, and specify it as an activity entity using the EntityMetadata.IsActivity property. 

Box 3: Yes 

The timeline helps app users see all activity history. The timeline control is used to capture activities like notes,
appointments, emails, phone calls, and tasks to ensure that all interactions with the related table are tracked and visible
over time. 

Use the timeline to quickly catch up on all of the latest activity details. 

Reference: https://docs.microsoft.com/en-us/power-platform/admin/what-fields-synchronized-outlook 

https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/developer/custom-
activities?view=op-9-1 

https://docs.microsoft.com/en-us/power-apps/maker/model-driven-apps/set-up-timeline-control 

 

QUESTION 7

A customer needs a cost-effective sales solution that can display current news about a lead or an account. 



You recommend Microsoft Relationship Sales. 

Which two products are included in Microsoft Relationship Sales? Each correct answer presents part of the solution. 

NOTE: Each correct selection is worth one point. 

A. Dynamics 365 Customer Insights 

B. Dynamics 365 Sales Enterprise 

C. Dynamics 365 Sales Insights 

D. LinkedIn Sales Navigator 

Correct Answer: BD 

 

QUESTION 8

HOTSPOT 

A company maintains a group of commercial buildings. The company implements Dynamics 365 Field Service. 

A new employee is hired. The employee holds several advanced certifications for maintaining specific types of industrial
air filtration units. 

You need to add The new employee as a resource in the system. 

What should you use? To answer, select the appropriate options in the answer area. 

NOTE: Each correct selection is worth one point. 

Hot Area: 



Correct Answer: 

Reference: https://docs.microsoft.com/en-us/dynamics365/field-service/set-up-bookable-resources
https://docs.microsoft.com/en-us/dynamics365/field-service/set-up-characteristics 



 

QUESTION 9

An online retail company uses Dynamics 365 Marketing. 

Customers abandon carts with items after shopping on the company\\'s website. The marketing manager must send an
email to these customers to ask if they want to complete the purchase. 

You need to select a feature to send the mail. 

Which feature should you use? 

A. Segment-based journey 

B. Trigger-based journey 

C. Power Automate desktop flow 

D. Email campaign 

E. Customer interactions timeline 

Correct Answer: C 

You can customize the Microsoft Dynamics 365 Commerce abandoned cart connector sample app to detect abandoned
carts and send reminder email notifications to customers. 

Abandoned cart connector sample 

A connector model that Microsoft provides through the Retail software development kit (SDK) enables abandoned cart
information to be retrieved and sent to a third-party email marketing provider. This connector handles communication
with 

Retail Server, uses Azure Key Vault for security, handles scheduling of cart retrieval for a specified time window, and
retrieves order and product data. It also provides a sample implementation for an integration with a third-party email 

marketing provider. The connector is built to communicate with Emarsys out of the box. However, it can easily be
customized to integrate with other solutions, such as Constant Contact, Mailchimp, and SendGrid. 

EmarsysClientOptions 

Note: If you\\'re integrating with an email marketing provider other than Emarsys, you must extend the IEmailProvider
interface as appropriate to communicate with that provider. 

Properties include: 

*

 ApiUrl 

https://api.emarsys.net/api/v2/event/{0}/trigger 

*

 ExternalEventId 



The ID of the external event record that is created in Emarsys. You can find the value under Trigger settings in the
campaign that you created to send abandoned cart email notifications. 

*

 Etc. 

Reference: 

https://learn.microsoft.com/en-us/dynamics365/commerce/dev-itpro/abandoned-cart-sample-app 

 

QUESTION 10

DRAG DROP 

Dynamics 365 Customer Service has the following requirements: 

1. 

Issues created on a website must be added to Dynamics 365 Customer Service. 

2. 

A customer must be limited to opening no more than 10 issues a month. 

3. 

Escalations must be organized into an area that ensures managers can view escalated issues. 

You need to identify the areas in the system that meet the requirements. 

Which area should you identify? To answer, drag the appropriate areas to the correct requirements. Each area may be
used once, more than once, or not at all. You may need to drag the split bar between panes or scroll to view content. 

NOTE: Each correct selection is worth one point. 

Select and Place: 



Correct Answer: 



 

 

QUESTION 11

A company uses social media for marketing. 

The company wants to use out-of-the-box Dynamics 365 Marketing functionality to streamline social media marketing. 

You need to determine the supported social media activities. 

Which action is supported? 

A. Gel notified when a company is mentioned. 

B. Schedule a post to be published in the future. 

C. Analyze the sentiment of posts about a company. 

D. Automatically follow another account when a specified condition is met 

Correct Answer: B 



 

QUESTION 12

HOTSPOT 

A company plans to implement Dynamics 365 Customer Voice. 

Instructions: For each of the following statements, select Yes if the statement is true. Otherwise, select No. 

NOTE: Each correct selection is worth one point. 

Hot Area: 

Correct Answer: 

Reference: https://docs.microsoft.com/en-gb/dynamics365/marketing/customer-voice 
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