64 Microsoft Dynamics 365 Customer Service interview
questions to ask applicants

Questions
1. Can you explain the difference between cases and activities in Microsoft Dynamics 365
Customer Service?

2. How would you set up and use knowledge articles to improve customer support
efficiency?

3. Describe the process of creating and managing queues in Dynamics 365 Customer
Service.

4. How do you use the unified service desk to streamline customer interactions?

5. Explain the concept of entitlements in Dynamics 365 and how they benefit customer
service operations.

6. How would you configure and use SLAs (Service Level Agreements) in Dynamics 365
Customer Service?

7. Can you walk me through the process of setting up and using customer service
dashboards?

8. How do you leverage the omnichannel capabilities of Dynamics 365 Customer Service?

9. Describe how you would use Power Automate (formerly Flow) to automate customer
service processes in Dynamics 365.

10. How would you integrate Dynamics 365 Customer Service with other Microsoft tools
like Teams or Power Bl for enhanced collaboration and reporting?

11. How do you handle customer complaints using Dynamics 365 Customer Service?

12. Can you describe how to configure and use email templates in Dynamics 365 Customer
Service?

13. How would you approach training a new team member to use Dynamics 365 Customer
Service?

14. What strategies would you use to ensure data integrity within Dynamics 365 Customer
Service?

15. Can you explain the role of reports and dashboards in Dynamics 365 Customer
Service?

16. How do you use customer feedback to improve service in Dynamics 365 Customer
Service?

17. Describe the process of setting up automated workflows in Dynamics 365 Customer
Service.

18. How do you manage and maintain the knowledge base in Dynamics 365 Customer
Service?

19. How do you prioritize customer inquiries when using Dynamics 365 Customer Service?

20. Can you explain how to use customer segmentation to enhance service delivery in
Dynamics 365?

21. Describe a situation where you used analytics in Dynamics 365 to improve customer
satisfaction.

22. How do you manage customer interactions across different channels in Dynamics 365
Customer Service?

23. What methods would you use to ensure compliance with data protection regulations in
Dynamics 365?

24. How would you customize the customer service interface in Dynamics 365 to improve
usability for your team?

25. Can you explain the role of customer journeys in Dynamics 365 Customer Service?
26. How do you handle escalation processes in Dynamics 365 Customer Service?

27. What strategies would you implement to track and improve first contact resolution rates
using Dynamics 365?

28. How would you leverage customer insights from Dynamics 365 to inform service
improvements?

29. Can you describe how to use the portal capabilities of Dynamics 365 Customer Service
for customer self-service?

30. What challenges might arise when integrating third-party applications with Dynamics
365 Customer Service, and how would you address them?

31. How would you approach the process of feedback collection in Dynamics 365 to
enhance service quality?

32. Can you explain the significance of service scheduling in Dynamics 365 Customer
Service?

33. What techniques would you use to ensure effective team collaboration within Dynamics
365 Customer Service?

34. Can you describe how you would optimize the use of Al-driven insights in Dynamics
365 Customer Service?

35. How would you implement a personalized customer service experience using Dynamics
3657?

36. How do you ensure data security and privacy compliance within Dynamics 365
Customer Service?

37. How would you use Dynamics 365 to manage and improve customer relationships over
time?

38. Can you explain how to effectively use the Customer Service Insights feature in
Dynamics 365?

39. How do you approach the integration of third-party applications with Dynamics 365
Customer Service?

40. How would you leverage Dynamics 365 to enhance team collaboration in customer
service?

41. Can you describe a challenging customer service scenario you managed using
Dynamics 365 and the outcome?

42. How do you stay updated with new features and updates in Dynamics 365 Customer
Service?

43. How would you use the routing rules feature in Dynamics 365 Customer Service to
efficiently distribute cases to the right agents?

44. Can you explain the concept of connected customer service in Dynamics 365 and its
benefits?

45. How would you set up and use subject trees in Dynamics 365 Customer Service for
better case categorization?

46. Describe the process of creating and using quick create forms in Dynamics 365
Customer Service.

47. How do you leverage the timeline feature in Dynamics 365 to get a comprehensive view
of customer interactions?

48. Can you explain how to use the similar case suggestions feature to improve case
resolution efficiency?

49. How would you configure and use the customer voice surveys in Dynamics 365
Customer Service?

50. Describe the process of setting up and using virtual agents in Dynamics 365 Customer
Service.

51. How do you use the case merge functionality in Dynamics 365 to handle duplicate
cases?

52. Can you explain how to set up and use the service scheduling feature in Dynamics 365
Customer Service?

53. How would you leverage the Dynamics 365 Customer Service mobile app to improve
agent productivity?

54. Describe how you would use the knowledge assessment feature to ensure agent
proficiency.

55. How would you approach integrating Dynamics 365 Customer Service with a third-
party CRM system?

56. Can you describe a customization you implemented in Dynamics 365 Customer Service
to meet specific business needs?

57. What considerations should be taken when using the Dynamics 365 API for integration
purposes?

58. How do you handle version upgrades in Dynamics 365 to ensure customizations remain
functional?



