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QUESTION NO: 1
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ThEhOERBRETEBEHBERRLET,
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Answer: B,C

QUESTION NO: 2
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D.IUN—TFTAVIN-INOEBRT Va2 EERALET,

Answer: C
https://neilparkhurst.com/2016/02/18/mb2-714-microsoft-dynamics-crm-2016-customer-
service-entitlements/

QUESTION NO: 3

BENBH—EALAXRILZY (SLA) ICET22O00FREBEAITITH ?
ThEhOEREELBHBERTLET,

A BESLARI>T 474 LI—REBKOXEEEZRZRLET,
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D. & zlFk, BRORUEEZEDD-HIC, BILEnIESLAZEDRIThIERZY EEA,
Answer: A,C
https://www.microsoft.com/en-us/dynamics/crm-customer-center/define-service-level-
agreements-customer-service.aspx#bkmk_StdVsEnhancedSla

Note

- The maximum number of entities that can have active SLAs for your organization is 7.

- The maximum number of SLA KPIs allowed per entity for your organization is 5.

- Only enhanced SLAs can be created for other entities. A standard SLA can be created only
for the Case entity.

QUESTION NO: 4
T=R L=—FAVTIETREQD=DERY, EETIH ?
BLDERE, T2EBARRERRLET.
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D. piicld, T—AZI1—H—, XRLBEF—LICEDENTEDD, BIUHTET,
Answer: B,.D

https://www.neudesic.com/blog/crm-routing-rules/
https://www.microsoft.com/en-us/dynamics/crm-customer-center/create-rules-to-
automatically-route-cases-customer-service.aspx

QUESTION NO: 5
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Answer: A,C.E

QUESTION NO: 6

HBLEOEBE. DARLXA ROEREKEZF>TVERT,

HBIE, DARLXA ROREN AV RS0T147 Y—ER- NTHhSAFA#gEL
BBEEETEIHLENHYET,

HBEE, REOLEHICEOEY T A VT REELBETNERYETEAN?

A JBEBZEMCTS

B. ENAMINZBMIZTS

CAVERSIUVTATBERETAREICTS

D.SLAQO=HICEMICLET

Answer: C

QUESTION NO: 7

2ODEEDT—ANHYET, 1DkCasel, £€51DkCase2
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Answer: A
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QUESTION NO: 8
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CHLLVLEYWLI—REERLET,

D.#HLVWEEREL I-RZERLET,

Answer: A
https://www.microsoft.com/en-us/dynamics/crm-customer-center/process-a-return-field-
service.aspx

QUESTION NO: 9

Microsoft Dynamics

365CTF1—ZHIBRL KD E LKL, F1—ZHIRRIZD R TEREBA, F1—%HIB
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Answer: AC

https://msdn.microsoft.com/en-us/library/gg328459.aspx

QUESTION NO: 10
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Answer: A,C
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