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D. in the Date and Time settings of the Microsoft Dynamics CRM server 

Answer: B 

QUESTION: 66 
In Microsoft Dynamics CRM 2011, which fields are required to create a service 
activity? (Choose all that apply.) 

A. Customers  
B. Resources 
C. Service 
D. Start Time 
E. Subject 

Answer: E, D, C 

QUESTION: 67 
The customer  service department  employs  supervisors and agents. Each 
supervisor may simultaneously manage up to four agents. In Microsoft Dynamics 
CRM 2011, you need to configure a service that requires a supervisor and an 
agent. How should you define the capacities of the supervisor and of the agent? 

A. In the service, set the supervisor with a capacity of 1, and the agent with a 
capacity of 4. 
B. In the service, set the supervisor with a capacity of 4, and the agent with a 
capacity of 1. 
C. In the user record, set the supervisor with a capacity of 1, and the agent with a 
capacity of 4. 
D. In the user record, set the supervisor with a capacity of 4, and the agent with a 
capacity of 1. 

Answer: D 

QUESTION: 68 
A company uses Microsoft Dynamics CRM 2011. You need to ensure that you are 
not booked for any service activities while you are on vacation. Which of the 
following options will achieve the goal? (Choose all that apply.) 

A. Use the Schedule Time Off feature. 
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B. Add a service restriction to your work schedule. 
C. Edit a new weekly work schedule and set your work capacity to zero. 
D. Add an appointment in Microsoft Outlook showing the time as Busy and track 
the appointment in Microsoft Dynamics CRM. 

Answer: D, A 

QUESTION: 69 
In Microsoft Dynamics CRM 2011, you need to ensure that all currently scheduled 
delivery trucks are fully utilized before a new truck is scheduled. What should you 
do? 

A. On the Service item, set the selection rule selection criteria to Least Busy.  
B. On the Service item, set the selection rule selection criteria to Most Busy. 
C. Set the capacity on the utilized trucks to 1, and the capacity on the non-utilized 
trucks to 2. 
D. Set the capacity on the utilized trucks to 2, and the capacity on the non-utilized 
trucks to 1. 

Answer: B 

QUESTION: 70 
A company uses Microsoft Dynamics CRM 2011. You need to ensure that a 
specific customer is always offered afternoon service appointments with the 
customer's preferred service technician. Each service technician is a Microsoft 
Dynamics CRM 2011 user. What should you do? 

A. On the customer's account, set the service preferences for preferred time and 
preferred user. 
B. On the preferred user's record, set the service preference for the account and the 
preferred work hours. 
C. Create a service with a selection rule listing the preferred user. Change the 
preferred user's work hours to the afternoon. 
D. Create a service with a selection rule listing the preferred user. Add a service 
restriction on the user for the morning hours. 

Answer: A 

QUESTION: 71 
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A company with offices in Boston, Massachusetts, and Paris, France uses 
Microsoft Dynamics CRM 2011. You need to ensure that resources in Boston can 
be scheduled to deliver services only for the Boston office. What should you do? 
(Choose all that apply.) 

A. Set the service selection rules to choose resources from The same site. 
B. Create a Boston site record. Add all the users and facilities/equipment that are 
associated with that site. 
C. Set the time zone for each user associated with the Boston site to match the time 
zone of that site. 
D. Set the time zone for each facility/equipment record associated with the Boston 
site to match the time zone of that site. 

Answer: B, A 

QUESTION: 72 
In Microsoft Dynamics CRM 2011, you need to reschedule an existing service 
activity to a new date and time. What should you do? 

A. From the service calendar, copy the service activity to a new service activity. 
B. From the service calendar, choose the service activity, and then click 
Reschedule. 
C. Close the existing service activity as Cancelled, and then click Reschedule. 
D. Close the existing service activity as No Show, and then create a new service 
activity. 

Answer: B 

QUESTION: 73 
In Microsoft Dynamics CRM 2011, you create two activities that occur at the same 
time for the same resource. First you create Activity A and set it to Show Time as 
Tentative. Then you create Activity B and set it to Show Time as Pending. How 
can you display this conflict? (Choose all that apply.) 

A. Open Activity A. 
B. Open Activity B. 
C. Open the Service Calendar and enable Conflicts. 
D. Open the Service Calendar and disable Conflicts. 

Answer: C, A 
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QUESTION: 74 
In Microsoft Dynamics CRM 2011, how can you display the Service Activity 
Volume report? (Choose all that apply.) 

A. Run the report from the Reports list.  
B. Run the report from the Activities list. 
C. Run the report from the Service Calendar. 
D. Run the report from the Run Report menu of the Cases list. 

Answer: D, A 

QUESTION: 75 
In Microsoft Dynamics CRM 2011, you need to create a personal chart of service 
activities by week. What should you do? 

A. Create a new chart in the Data Management area. In the Chart Designer, select 
appropriate Series and Category values. Then save the chart. 
B. Create a new chart in the Dashboards area. In the Chart Designer, select 
appropriate Series and Category values for Service Activities. Then save the chart. 
C. In the All Service Activities view, create a new chart from the Chart tab. In the 
Chart Designer, select appropriate Series and Category values. Then save the chart. 
D. In the Report Wizard, create a new report based on Service Activities with a 
time interval of one week. Select the Chart and table format, and then save the 
report. 

Answer: C 
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