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Version: 24.0

New TOplCI Topic 1, Relecloud Case

Background

Relecloud is a cloud point of sale (POS) software company specializing in direct to consumer food

stands. They have multiple business units using their new Dynamics 365 Finance and Operations
implementation including customer-facing representatives for account management, technical

support, customer service, and finance. There are two legal entities, one for operations and one for
financials. Customers pay for the Relecloud POS software monthly and everything is deployed in the

cloud. The Dynamics instance URL is https//relecloud prod operations.dynamics.com.

Munson's Pickles and Preserves Farm is a company that uses Relecoud's cloud POS software to sell

their produce in farmers markets. Munson's was one of Relecloud's first customers, and Relecloud

stocks their employee lunchroom with Munson's products. Munson's has also been subcontracting

their employees to Relecloud to help functionally build a best-in-breed solution. Munson's

employees assume multiple organizational positions. Each employee has only a single email address

by which people can contact them.

Current environment: System and IT

Dynamics 365 for Finance and Operations was recently updated.

All recurring batch jobs in the system were removed and recreated.

The alert notification batch processing was recently changed from every 10 minutes to once every two hours.
Real-time reporting of the information is not needed.

Current environment: Customer Service

Customer credit requests are entered through the customer service team.

All requests must contain a date, time, reason for request, and customer service notes on initial
recommendations for credit action.

Customers have multiple points of contact who can enter support tickets to the Relecoud portal.

Tickets are automatically generated in the support team's third-party system when they are created

by support technicians.

The Dynamics 365 email client mail is used to correspond with customers.

Current environment: Technical Support/IT

The technical support team gets involved when technical issues arise with the Relecloud software.

Service tickets are entered and get escalated to the team, depending on the issue.

Microsoft Flow is used for automating different workstreams.

Workflows are not configured for the technical support request flows in Dynamics 365 Finance and Operations.
Management and history of technical support tickets are handled in a third-party issue management solution.
The technical service team manages issues related to the Relecloud POS as well as the Dynamics 365 application.
Current environment: Account Representatives

Each customer is assigned a single account representative.
Account representatives use multiple devices.

Only account representatives have the ability to approve credits.
All email to customers come through their own Outlook instance.
Current environment: Finance

Customers do not have invoice accounts.

Only finance resources have the ability to enter credits.
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Credits can be entered by any of the four finance resources assigned the Credits and Refunds security role.
If the request has not been updated in four days, the request is escalated to the Controller.

The account representative must be alerted when this occurs.

Requirements: Technical support/IT

Support technicians must use Microsoft's existing knowledge base to resolve open issues.

If an issue exists, support technicians must report the status of the issue on a weekly basis.

If there is no existing support request, support technicians must create one for Microsoft evaluation.
All software must be installed centrally when possible.

The Dynamics 365 Finance and Operations production environment must have an update cadence of
every second Saturday from 4-7 A.M. EST.

Updates must be tested in separate environment.

Requirements: Account representatives

Account representatives must be able to see only the relevant customer fields and records
automatically from their dashboard.

Account representatives must be able to export the list of customers to Microsoft Excel.

Account representatives must be able to navigate to the customer master record for any editing or
record entry tasks.

The forms must be relevant based on each account representative's needs.

Account representatives need a centralized location to see multiple data components.

Account representatives require an offline list of their current customers in Excel with only the fields they need.
The IT Director must reassign all instances of an account representative's customer contacts if the
representative leaves the company.

An alert must be sent automatically to an account representative when a credit is issued or any data
is changed on a customer's record.

Requirements: Financials

Any refund must be printed as a physical check.

All printers must be exclusive to the financial legal entity.

Issues

Typing "pickle" in the search box yields no returned results for the account representative.

After the latest update, an account representative reports that he is no longer receiving alert
notifications when a customer's contact is changed.

An account representative has recently resigned.

QUESTION 1

You need to detail a business process for streaming the customer editing process for account
representatives.

Which two actions should you perform? Each correct answer presents a partial solution.
NOTE: Each correct selection is worth one point.

A. Navigate to the All Customer form for the Accounts receivable module and select the appropriate customer account.
B. Navigate to the account representative's workspace and select the appropeiatsgustomger account.
C. Select the form and then select Hide.



D. Hide Invoice account from the view.
Answer: AD
Explanation:

QUESTION 2
You need to determine why the sales associate is not able to see Munson's in the search results.
What is the cause of the issue?

A. The search criteria is searching for only names that are exactly "pickles".

B. The search criteria is only able to search by the shortened search name of the customer.
C. The search criteria is searching for all customer names that start with "pickles".

D. The search criteria is case sensitive.

Answer: C

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

QUESTION 3

You need to configure the system for account representatives.

Which two actions should you perform? Each correct answer presents a partial solution.
NOTE: Each correct selection is worth one point.

A. Recreate the job alert as a change-based alert.

B. Enable change-based alerts.

C. Increase the batch job running frequency.

D. Specify the batch server for the alert notifications job.

Answer: A, C
Explanation:

QUESTION 4
You need to connect the Excel instance to the Relecloud production instance.
What should you do?

A. Set the server URL to Microsoft.Dynamics.Platform.Integration.Office.UrlViewerApplet.
B. Set the server URL to https://relecloud-prod.operations.dynamics.com.

C. Set the App Correlation ID to https://relecloud-prod.operations.dynamics¢@am.org

D. Set the App Correlation ID to the App Id in the Dynamics 365 Office App Parameters.



Answer: B

Explanation:

Reference:
https://docs.microsoft.com/en-us/dynamics365/unified-operations/dev-itpro/office-integration/useexcel-
add-in

QUESTION 5

DRAG DROP

You need to configure check printing for Munson's.

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.

Actions Answer Area

'Install tﬁE Document Routing Agent on th&iient_
'machines where users will be printing the checks.

Navigate to the legal entity and enable the printer.

Select the legal entities for the printer to be
available.

@@

Discover and add the check printer from the
Document Routing Agent.

Enter the Dynamics 365 Finance and Operations|
configurations in the Document Routing Agent.

Discover and add the check printer to the system
from Dynamics 365 Finance and Operations.

Install the Document Routing Agent on the
corporate print server.

ﬁegfster the Document Routing Agent with
Dynamics 365 Finance and Operations.

Answer: certexam.org
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Install the Document Routing Agent on the client
machines where users will be printing the checks.

Enter the Dynamics 365 Finance and Operations
configurations in the Document Routing Agent.

Discover and add the check printer from the
Document Routing Agent.

Discover and add the check printer to the system
from Dynamics 365 Finance and Operations.

Explanation:

Reference:
https://docs.microsoft.com/en-us/dynamics365/unified-operations/dev-itpro/analytics/installdocument-
routing-agent

QUESTION 6

You need to trigger a Flow when a technical service order request is created.

Which three objects can you use? Each correct answer presents a complete solution.
NOTE: Each correct selection is worth one point.

A. Work items

B. Change-based alerts
C. Business Events

D. External feeds

E. Workflow

Answer: BCD

Explanation:

QUESTION 7

You need to determine when and where the user regression testing should take place for new
Dynamics 365

Finance releases.

When and where should the testing take place?

A. the Monday before the second Saturday in the month in the base Test/User Acceptance Testing
environment

B. the Monday before the second Saturday in the month in the base sandbox environment

C. the Monday after the second Saturday in the month in the base Test/Usegmmgpg Testing
environment



D. the Monday after the second Saturday in the month in the base sandbox environment
Answer: A

Explanation:

QUESTION 8

DRAG DROP

You need to design a business process for the account manager's customer list requirements.
Which three actions you perform in sequence? To answer, move the appropriate actions to the
answer area and arrange them in the correct order.

NOTE: Each correct selection is worth one point.

Answer Area
Actions

On the workspace list, hide/remove fields

by using Personalize this form.

Use the Export to Excel functionality

on the data in the grid.

Use the Open in Excel functionality

on the data in the grid.

Add the form to a workspace as a list.

Add the form to a workspace as a Tile.

On the workspace list, apply filters
for Advanced filter or sort.

On the All Customers grid, hide/remove
fields via Personalize this form.

On the All Customers grid, apply filters
for Advanced filter or sort.

Answer:
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On the All Customers grid, hide/remove
fields via Personalize this form.

On the All Customers grid, apply filters
for Advanced filter or sort.

Add the form to a workspace as a list.

Explanation:

QUESTION 9
You need to resolve the contact reassignment issue. What should you search by?

A. name in the customer master

B. contact address in the global address book
C. email address in the person search report
D. user ID in the global address book

E. email in the customer and vendor master

Answer: A
Explanation:

QUESTION 10

DRAG DROP

You need to enable interactive email providers for the different groups in the organization.

Which email providers should you enable? To answer, drag the appropriate email provider IDs to the
correct groups. Each email provider ID 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.
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Answer Area
Email Provider ID

EML Group Email Provider ID
Exchange Customer Service
SMTP Account Representative
IMAP
Answer:
Group Email Provider ID
Customer Service SMTP

Account Representative |EML

Explanation:

QUESTION 11

HOTSPOT

You need to ensure that the customer service representatives are able to initiate a refund request.
Which workflow elements should you configure? To answer, select the appropriate options in the
answer area.

NOTE: Each correct selection is worth one point.
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Workflow configurations

Element to use

Assignment type

Notifications

Answer:

Elements

Approval steps
Manual task
Automated task
Approval processes

Participant
Workflow user
Hierarchy

User

Delegate
Request change
Escalate
Complete
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Workflow configurations Elements

Element to use v
Approval steps

Manual task
Automated task
Approval processes

Assignment type v
Participant

Workflow user
Hierarchy

User

Notifications v
Delegate

Request change
Escalate

Complete

Explanation:

QUESTION 12

HOTSPOT

You need to address the client's technical support requirements.

Which solutions should you use? To answer, select the appropriate options in the answer area
NOTE: Each correct selection is worth one point.
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Action

Look for Microsoft submitted support requests
that might match the issue in question.

Search criteria for the open Microsoft tickets.

Issue status update method.

Answer:

Solution

Issue Search
Open work items
Release Notes
Support Issues

alert notification
“alert notification”
alert+notification
‘alert notification’

Notifications
Alert Service
Manage Incidents
Announcements
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Action Solution

Look for Microsoft submitted support requests

that might match the issue in question. 5500 Saateh

Open work items
Release Notes
Support Issues

Search criteria for the open Microsoft tickets.

alert notification
“alert notification”
alert+notification
‘alert notification’

Issue status update method.

Notifications

Alert Service
Manage Incidents
Announcements

Explanation:

New TOpiCZ Topic 2, Contoso. Ltd

Case Study

This is a case study. Case studies are not timed separately. You can use as much exam time at 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 prowled.

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 sectary you cannot return to this section. certexam.org
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To display the first question m 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

Current environment

Liberty's Delightful Sinful Bakery & Cafe is a baked goods company headquartered in Denver.
Colorado. The company has 200 locations around the United States.

Contoso, Lid purchases a majority stake m Liberty's As part of this acquisition. Contoso, Ltd plans to
implement Dynamics 365 Finance, Dynamics 365 Supply Cham Management and Dynamics 365
Retail to support the rapid future growth Streamlined business processes will be implemented to
replace manual processes and Microsoft Excel.

Contoso, Ltd. already has 10 legal entitles that use all Dynamics 365 modules in a single tenant.
Liberty s with exist within the Contoso. Ltd. tenant as its own legal entity and Lifecycle Services (LCS)
project. AN environments are cloud based.

General

Contoso. Ltd. uses One Version tor detailed regression test planning. The testing plan is fully
automated by using the Regression Suite Automation Tool 1RSAT). There is a standardized set of core
business processes in a single Business Process library and functionality-specific business process
libraries for the various Contoso. Ltd. businesses.

Environments

The following hilts are used to connect to Contoso, Ltd. s environments:

Microsoft SharePoint: httpsyAibertys.sharenoint.com

Dynamics 365: httpsV AibertviAos.cloodaK.dynamics.com

Microsoft A2ure Dev Ops https/Libertysvisualstudiocom

Microsoft Office 365: httpsi/Libertys-my.sharepoint com

The company uses the following Dyn

amics 365 version: 10.06/Update 30.

Current delivery
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Direct delivery

Sales nasociate sonds

Customer arders direct Chrect delivery order Diract delivery ordar
dielivery tem Aratmd delvered ¥ sufvey l:.-:r customer by
using email
Negative feedback

Regional manager sends

Regional manager contacts
summary to vendor

Regional manager identifies

: customer for more .
negative feedback ¢ management team for
information
Investigation
|

Regianal manager attempts Regional manager sends

to rectify customer « retail director a sUummary

CONCErns amail of the incident

Business Processes/LCS

Liberty s needs lo leverage as many existing Contoso. Ltd.'s business processes as possible to shorten
the implementation lifecycle and create similarities between the organizations. There will be one
master business process library for Liberty s There are 100 user acceptance testing scripts. Fourth
Coffee is one of Contoso. Ltd/s legal entities.

Liberty's has a business process library that contains a specific set of functionality. Liberty s would
like to use as an existing node In their core business process library.

Sales discounts for high-volume customers must be calculated by using predefined Excel templates.
Sales team members must be able to access the template directly from the sales order form.

Data import/Export

Any Excel templates need to be standardized and easily accessible. The integrity of shared templates
must be strictly maintained.

After the Implementation, the core Liberty's team needs to be empowered to further identify future
value-add opportunities for interacting and manipulating their data as future phase initiatives- Once
they understand the data structures and

capabilities, they need to start creating their own templates that meet then specific needs.

Workflow

A workflow to streamline the feedback of the customer experience is critical. Any negative
experience needs to be quickly addressed. Any steps to rectify the customer concerns are handled
offline at the discretion of regional managers

As the company grows, customer history of vendor direct delivery performance must be documented
to assure stakeholders that the company is monitoring vendor performance. Any actions to rectify
the customer concerns must be approved prior to execution.

Go Live/Cutover

Go live axe. October 1. certexam.org



Cutover Sewn days before go live with daily delta imports occurring nightly. This process has been
fully vetted and is operating properly.

Data Packages to migrate: Two.

Data Imports: Six hours total for all imports.

Performance testing: Liberty's team system administrator reports that they are not planning to
conduct performance testing.

Software updates

The customer cannot take updates during their busy season from November 1 - December 3v Any
system downtime requires a notification to the users through the proper application management
tool. 100% of user acceptance testing is required

for any system update.

The first official update to the live software will be the third week of October.

Regression testing

There will be no dedicated 'egression testing team after going live. They are dedicated prior to go
live and anything that can be done to virtually eliminate the overhead of regression testing will be
done prior to go live.

Workspaces

A standard workspace will be assigned to each regional manager. The workspace will show the
following information for stores associated with a regional manager

Single detailed view of multiple components of their sales data

KPIs for regional sales goals

Drill down capabilities to inquire about the data

Any direct delivery special orders

Any negative inventory items

Regional managers may personalize workspaces as needed.

Issues

The current Open m Excel templates option on the All Customers form is missing several fields. It
also contains several additional fields. This form must be replaced.

There was an issue with agreeing upon a supplemental organizational hierarchy used for sales
reporting at go I've. This hierarchy is exclusively for reporting purposes

Customer surveys are conduced by using open-ended emails or in store comment cards from the
regional managers at random. This process makes it difficult to consistently analyze satisfaction
metrics.

There is a concern that there will be something that pops up stopping the go live. A list must be
compiled describing notable risk points.

A regional manager is asked to review a direct delivery sales order to determine whether it was
created correctly in a test environment The regional manager trainer cannot see the sales order in
question by using the direct delivery sales order link in the user's workspace.

Liberty's Instinct goes live successfully. In preparation for the first update, several business scenarios
were reported as failing in the validation testing. You are working with Microsoft support and
reviewing potential fixes to address the Issues.
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QUESTION 13
You need to ensure that Liberty's can use the business processes from Contoso. Ltd.
What should you do?

A. Download a clean business process library template and create the Contoso, Ltd s business
processes by using Task Recorder.

B. import a business process library Excel file from Contoso. Itd. s business process Liberty.

C. Create a new business process library and use Task Recorder to document business processes.
D. Use Task Recorder to create Contoso. Lid. business processes for the current implementation.

Answer: B

Explanation:

Reference:
https://docs.microsoft.com/en-us/dynamics365/fin-ops-core/dev-itpro/lifecycle-services/creatingediting-
browsing

QUESTION 14

HOTSPOT

You need to identity the risk points that ate present one week poor to go live.

Which risk points should you discuss? To answer, select the appropriate options in the answer area.
NOTE Each correct selection is worth one point.

Answer Area
Actlon Risk
Recanve Froduction emamnment instance from Microsoft. Pasng the FadlTrack Go Live checilist
Dats canmvariion procets g e vl en@ed the phrr-—.: Birmd Wt
I sling the :Jhallﬁl.LL. ant Gn tha end uier) COMpDLLETE
r-"ll;|l-."r.'|f release-configuration database 1o production Raceive I proCucion erwvieonment wylance
Froperhy sijng the apphoation g
bl setivaipn for migeating data il the ned dalabaie
Answer:
Answer Area
Action Risk
Recere Production enveonment instance from Microsoft Pransang the FastTrack Go Live chseklst
b rate release-configuration datsbate 1O production Propark sinng the application semver
Explanation:

QUESTION 15
HOTSPOT

. . . certexam.org
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How should you complete the configuration? To answer, select the appropriate options in the answer
area.

NOT: Each correct selection is worth one point.

Answer Area

Requirement Location

Link the Excel acd mﬁn the Dynarmcs 385 nstance, hitps/Libertysaos cloudan dynamics.com
hl‘“‘. Lty -y A ArEpaTrt Som
e/ Libertyn wnaistLidio com
btips/Uibertys sharspomticom

Centrally stora the finlshed tarmplates, Cryramics 363
Wil Stesin
Coneb v for Budaneid

Answer:

Requirement Location

Link the Excel add-in to the Dynamics 365 instance. v

hitps://LibertysAos.cloudax.dynamics.com
https://Libertys-my.sharepoint.com

https://Libertys visualstudio.com
https://Libertys_sharepoint. com

Centrally store the finished templates. v

Dynamics 365
Visual Studio
OneDrive for Business

Explanation:

QUESTION 16

You need to recommend a solution to meet the regional managers workspace reporting
requirements.

What should you use?

A. Record Grid
B. inquiry form
C. Power Apps
D. Power BI

Answer: C
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QUESTION 17
HOTSPOT

You need to resolve issues with the default Excel templates.
What should you do? To answer, select the appropriate options in the answer area.

NOTE Each correct selection is worth one point.
Brswer Area

Requirement Option

Configlie o upable Cucel emplate from the si orde Torm,  {Usdens thi siling Customs: fm doccimen temolste
L b 4 il cocumand lansplate
Do i it i (cm D elirsg b ot dim el Rem e,
gl 3 vty Cusloman antity bor e fSim

Ak g e doc Jmignt e pla L Cuitorin Bridly bod tha form
Custora Roam
Curfory fymp ihe Jof (s form

Answer:
L] L]
Requirement Option

Configure a usable Excel template
from the sales order form.

Assign the document template.

Explanation:
Reference:

Upcate the existing Customer form document template.
Upload a modified document template.

Delete and replace the existing base document template.
Create a new Customer entity for the form.

Customer Entity for the form
Customer Form
Customer template for the form

https://docs.microsoft.com/en-us/dynamics365/sales-professional/manage-excel-templates

QUESTION 18

You need to ensure that Liberty's can use the business processes from Contoso, Ltd.

What should you do?
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A. Import the specific BPM library into the appropriate sub-node as a child.

B. Create a reference to the BPM library into the appropriate sub-node as a sibling.
C. Create a reference to the BPM library into the appropriate sub-node as a child.
D. Import the specific BPM library into the appropriate sub-node as a sibling.

Answer: C
Explanation:

QUESTION 19
You need to configure the system to meet the workflow requirements.
What should you use?

A. Document Management Notes and Power Automate
B. Power Automate and workflow

C. Vendor Score Cards and Power Automate

D. Case Management and workflows

Answer: C
Explanation:

QUESTION 20

HOTSPOT

You need to configure the workflows.

What should you do? To answer, select the appropriate options in the answer area.
NOTE: Each correct selection is worth one point.

Direct Delivery Sales Order is delivered.

Create an alert that is triggered to send externally.
Create a Dynamics 365 workflow that is triggered to send external notifications.
Trigger a Power App embedded within Dynamics 365 to send a survey.

Reach out to the customer for feedback.

Use an automatic email from the manager.
Use Forms Pro connection.
Use an SMS text message.

Answer:
certexam.org



Direct Delivery Sales Order is delivered.

Create an alert that is triggered to send externally.
Create a Dynamics 365 workflow that is triggered to send external notifications.
Trigger a Power App embedded within Dynamics 365 to send a survey.

Reach out to the customer for feedback.

Use an automatic email from the manager.
Use Forms Pro connection.
Use an SMS text message.

Explanation:

QUESTION 21
You need to determine the root cause for the regional manager's issue.
What is the root cause?

A. The sales order was not created.

B. The user does not have the proper permissions.
C. There is a filter on the grid.

D. The user is in the wrong environment.

Answer: D
Explanation:

QUESTION 22

You need to configure the system to meet the data import, export, and operations requirements.
Which two options should you implement? Each correct answer presents part of the solution.
NOTE: Each correct selection is worth one point.

A. Document templates

B. Electronic reporting

C. REST APIs

D. Excel Add-in data source

E. Application Integration Framework

Answer: AD

Explanation:
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